22 North Warwickshire
Borough Council

“whichever it is, we want
to hear from you”

If you would like this document in another language or
format, or if you require the services of an interpreter, please

contact us.
Telephone: 01827 715341
Email:complaintsandcompliments@northwarks.gov.uk
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What Is A Complaint?

The Council has defined this as:

“an expression of dissatisfaction about the
service provided by the Council”

Please note that this form should not be used as a
request for service but to complain about the service, or
lack of service, that has been provided. This will normally
have been raised with the appropriate service already.

A complaint can be made by telephone, in person, by
letter or email, or by using this form. An
acknowledgement will be sent to you within 5 working
days telling you the name and telephone number of the
person investigating your complaint.

A reply will be sent to you within 20 working days telling
you what the Council is going to do about your complaint.
If possible we will try to do this earlier. If a complaint is
complicated and needs more than 20 working days to

investigate, a full progress report will be sent to you within
20 working days.

At stage 2 an appropriate senior officer of the Council will
be nominated to carry out a further investigation of your
complaint. The senior officer nominated will in most cas-
es be the Assistant Director or Director of the relevant
service. A response to the Stage 2 investigation will be
carried within 20 working days in the same way as Stage
1.

You can tell us to move your complaint to stage 2 by




completing the user satisfaction form, or by telephoning
01827 715341, or by email:
complaintsandcompliments@northwarks.gov.uk

At the end of this procedure, you can take your
complaint to the Local Government Ombudsman if you
are still dissatisfied. However, we hope that the
Council’'s complaints procedure will quickly resolve any
problems you may have and that you will use it.

If your complaint is regarding an information request or
about personal information you can pursue your
complaint to the Information Commissioner.

What happens if | think my request has not been dealt
with properly? You should contact us and try to resolve
the problem directly with us through our Complaints and
Compliments Procedure. This will involve a different
person reviewing the way your request was dealt with. If
after this you are still not satisfied with the way your
request was handled you can take your complaint to the
Information Commissioner.

You can complain to the Information Commissioner if you
feel that we have breached any of the requirements of the
Data Protection Act.

Before the Commissioner accepts a complaint or request
attempts should be made to settle the matter locally. You
can refer any complaints through the Council’s Complaints
and Compliments Procedure.




You can contact the Information Commissioner for a
decision as to whether the complaint was dealt with
according to the requirements of the Freedom of
Information Act or the Data Protection Act.

His address is: The Information Commissioner,
Wycliffe House, Water Lane, Wilmslow, Cheshire,
SK9 5AF

www.informationcommissioner.gov.uk

More details of how to contact your Local Government
Ombudsman and the Information Commissioner are
available from the Office of the Chief Executive or from
the Council’s receptionists.

We want to listen to your views and respond by providing
quality services which meet your needs.

We are continually trying to improve services, so we need
to know when you are dissatisfied (or particularly
pleased) with the service you have received.

Use the form in the middle of this leaflet, write us a letter
or send an email to
complaintsandcompliments@northwarks.gov.uk

Or Call in at the Council’s offices in
Atherstone.

Or Telephone us on 01827 715341.




