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Introduction

The Aim of the Compliments and Complaints Policy

The mission of Leeds City Council is 'to bring the benefits of a prosperous, vibrant and attractive City to all the people of Leeds'. 

Within this, we recognise the need to provide a first class public service, which is responsive to the expressed views of our customers and this is reflected in our core value of “putting customers first”.
Through our Compliments and Complaints Policy and associated procedural guidance document, we will resolve customer complaints speedily, effectively and fairly. We are committed to making it easier for our customers to provide feedback to us, and then making sure that we use this to improve our services.

All contact with customers making complaints will be with the aim to resolve the complaint and leave the customer feeling that the complaint has been handled fairly and appropriately. The tone of our contact will be open, responsive and avoid unnecessary formality. Written correspondence will use plain language, and be backed up with positive action to resolve the complaint.

We are committed to treating all customers fairly, and taking equality and diversity into account, in a positive way, We will therefore ensure that any particular customer needs are taken into account in applying this policy and that any reasonable adjustments are made, as required. 

Information leaflets about Compliments and Complaints, called “Let Us Know”, are available for customers. The leaflet outlines the different ways a customer can compliment, complain or provide comments to the Council, and how we will respond. Leaflets are displayed at all Council premises to which the public has access; they are also available to download on the council’s website, both in English and community languages. 
In summary the Policy outlines:

1. Specific response times to compliments and complaints 
2. How Leeds City Council deals with persistent complainants
3. How to appeal against the way in which the Council has dealt with your Freedom of Information/Environmental Information Regulation request. 
 What is a complaint?

1. A complaint is an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the Council or our staff affecting an individual customer or group of customers.

What is a compliment?

2. A compliment is an expression of praise, admiration or congratulation, however and by whoever made, about the standard of service, action by the Council or our staff affecting an individual or group of customers.

What we cannot deal with under the policy

3. There are instances where expressions of dissatisfaction will not be treated as a formal complaint. These will however still be responded to, and every effort made to help resolve any concerns the customer may have.

4. The following are examples of complaints which will not be handled under the policy:

a)          School Appeal complaints  Following determination of an appeal by an Independent Appeals Panel, complaints about the school appeals process will be directed to the Office of the Local Government Ombudsman (LGO). The LGO is completely independent of the City Council and has the authority to investigate allegations of maladministration on behalf of complainants and  provides the most effective mechanism for concerns to be addressed.
b)
Legal - Where a complaint has been made to the Council’s Monitoring Officer. An example of this is where a compensation claim or legal proceedings may be involved.
Disagreement with legal action that the Council has a duty to perform.  E.g. enforcement activities will also not be dealt with under this Policy as separate processes are in place to handle these disputes.
Where there are legal proceedings, such as a Judicial Review.

What is a Judicial Review?
A Judicial Review is a High Court procedure for challenging the decisions, actions or failure to act of a public body (the Council) exercising a public law function.

Judicial Review is not concerned with the merits of a decision or whether the public body has made the correct decision.  The question for the Court is whether the body has acted lawfully.  It is not for the Court to substitute its judgment for that of a decision maker.

c)
Requests for service or information, e.g. an initial repairs request or notification of a service failure – these requests are alerting us to work which needs to be done. 

Such a request may subsequently become a complaint, if it is not dealt with appropriately. 

However, if the customer states verbally or in writing that they wish to make a complaint – whether it be an initial contact regarding a service failure or not - it must be recorded as a complaint and passed to the relevant service. 

Taking a customer out of the complaints process

If a request for service or a notification of a service failure is received on a Let Us Know leaflet or as detailed above, then it is reasonable in some cases for the service to treat it as a request for service rather than a complaint as long as this is agreed with the customer.

This does not have to be by letter, a phone call or an email is acceptable. The critical point is that contact is made with the customer and they are aware their request has been received and agreement is reached with the customer that their request will be dealt with outside the complaints policy. 

e.g. an initial repairs request – these requests are alerting us to work which needs to be done which we could not have known about. 
Such a request may subsequently become a complaint, if it is not dealt with. 
d)
Existing right of objection - This is where there is a more appropriate 

individual or organisation to deal with the complaint. This will usually be 

where there is: 
· an external body such as a tribunal, Ombudsman or court which deals with complaints of the type raised, 
· an appeal to such a body,
· an existing right of objection such as under planning, licensing legislation or housing benefit. 
In such cases, customers should be referred to the existing mechanisms and notified of our actions. 

It is important to establish at the outset whether there is a more appropriate avenue for dealing with the complaint and if necessary advice should be sought from the relevant Departmental Customer Relations Officer who in turn can seek advice from the Corporate Customer Relations Manager or Legal Services. 
If we are not dealing with the issue as a complaint, the customer must be informed of this as soon as possible, told why and to where he or she should direct their complaint.

Where a customer complaint is about a decision and also the way the decision was made, the Departmental Customer Relations Officer or Investigating Officer will gain clarification from the customer on their desired outcome.  Care needs to be taken before investigating any aspect of a complaint in these circumstances and advice should always be taken to avoid misunderstandings or prejudice being caused to the Council’s position.
If the customer’s desired outcome is to change the decision, it will be explained to the customer that where a right of appeal exists, it must be used in the first instance, as this policy cannot alter such decisions.

Once an appeals process is complete, an investigation into the remaining issues can be dealt with.  This advice will be provided in writing to the customer. 

If the customer’s required outcome is not to change a decision then it is possible to proceed with an investigation.  This should be confirmed to the customer in writing.

e)
Behaviour of Elected Members – where a complaint is made about the behaviour or actions of an Elected Member, there is a separate process to be followed, and the customer will be advised of the role of the Standards Committee and the Monitoring Officer of the Council. (Leeds City Council staff should consult the Procedural Guidance for best practice in dealing with these matters.) 
f) Employees / Potential employees concerning employment  Complaints 
made by employees concerning their employment with the Council, and complaints from external job applicants who wish to complain about alleged discrimination or harassment within the recruitment and selection process, should be dealt with by the relevant recruiting manager as this process is currently under review. 

g)
Exceptional cases There will be circumstances in which the normal policy for stage I complaints will need to be modified during the investigation, for example: where allegations or evidence of criminal activity are found – in that case, advice should be sought via the Departmental Customer Relations Officer and from Legal Services before proceeding with an internal investigation.  

How to Implement the Policy

Compliments

5. We are always glad to hear from internal and external customers who are satisfied with the services we offer. Compliments are recorded and acknowledged within reasonable timescales. Where a compliment is received in writing, the service will acknowledge within 10 working days of receipt.  The Departmental Customer Relations Officer will send a copy of the compliment to the relevant service manager to provide feedback to the member of staff or service. 
Complaints

6. Many issues of dissatisfaction will be dealt with as part of every member of staff’s daily problem solving duties.  These will, where appropriate, be logged on our Customer Relationship Management (CRM) System, CRM Leeds. 
7. If there is any doubt about whether the customer wishes to make a formal complaint, the member of staff will ask the customer whether or not they would like a formal response. 

8. Some issues cannot be dealt with at the first point of contact and will require a longer time span and the involvement of other officers.  These should be considered at stage I.
9. The principle of confidentiality will be maintained at all times, details of customer contact will never be discussed outside the necessary investigation of the case.

10. The Policy does not require customers to provide initial feedback in writing. All customer feedback will be treated equally whether it is by telephone, letter, fax, email or other communication. There may be times where we will request information in written format e.g. at stage II of the process, when a complaint is about members of staff or where there are multiple issues raised. However, reasonable adjustments must be made for customers who would have difficulties providing information in writing.
11. This policy will be adopted for all customer complaints other than those detailed in point four of this policy.
Stage I

12. Stage l of a complaint can be defined as the first formal stage undertaken when a customer has expressed dissatisfaction with a service provided by Leeds City Council.

13. Acknowledgement - The complaint will be acknowledged within 3 working days of receipt. 

14. The acknowledgement will normally be given in the same way the complaint was made, unless the customer has requested otherwise, i.e. if a complaint is made via email, then an acknowledgement will be provided via email etc. If an acknowledgement is made by telephone, a written record of the conversation should be kept on CRM Leeds. 

15. The acknowledgement will contain the following information:

· An initial apology for the issue that has caused the complaint.

· Confirmation as to who will be dealing with the complaint (the Investigating Officer if known, otherwise the Departmental Customer Relations Officer).
· A contact telephone number and an email address if the customer contacted us through email. 
· A date or timeframe by which the customer can expect to receive a full substantive response (or holding response).
The acknowledgement should not contain Council jargon or abbreviations.

16. Substantive (Full) response - The complaint will be investigated and the substantive response sent within 15 working days from the date of receipt of the original complaint. 

Investigating Officer’s will place emphasis at this stage on defining the complaint with the customer and on providing an accurate and detailed response which aims to resolve the issue.  

The substantive response can be provided by letter, email, or by telephone. Where a response is given by telephone, it should also be offered in writing. If a written response is not required, full notes of the conversation will be made and captured on CRM Leeds. 
Stage I responses will be made in the name of the Investigating Officer.

Holding responses - In the case of complex complaints where further investigation is required, meaning that the 15 working day standard will not be met, the customer will receive regular (at least every two weeks) updates, called a holding response.  
A holding response must include an apology for the delay, specify the date the customer can expect to receive the substantive response and the reasons for the delay. Details of the holding response will be recorded on CRM Leeds. 
17. As part of the stage l response the customer must be informed of their right to take the complaint further if they remain dissatisfied.  The customer should be invited to provide the reasons why they are unhappy with the stage I response via the relevant Departmental Customer Relations Officer. Customers will normally have 28 days from the date of the Stage I response to escalate their complaint to stage II. However, it will be necessary on occasion for Departmental Customer Relations Officer’s to use their discretion in the matter of timescales, taking into account the customer’s situation and needs.
Stage II

18. Complaints may be escalated to Stage II of the process, if customers remain dissatisfied following the investigation at Stage I. In most instances we will request these issues in writing to aid the further investigation. However, reasonable adjustments must be made for any customers who would have difficulties providing information in writing.

19. Where a stage II complaint is taken verbally, the Departmental Customer Relations Officer will provide written confirmation of the complaint to the customer. The Departmental Customer Relations Officer will require the customer to agree that the statement of complaint is accurate before proceeding with a stage II investigation. 

20. At Stage II, the Departmental Customer Relations Officer will appoint a suitable, impartial senior officer to review the complaint. This may in some cases be from another service, if an independent review is required.  The complaint will be acknowledged in the same timescales as in Stage I, within 3 working days.
21. The review will include an evaluation of the issues raised within the original complaint, together with consideration of the customer’s reasons for continued dissatisfaction and the way in which the complaint was handled at stage I.

22. The customer will be notified of the outcome of this review within 15 working days of receipt of the written statement of complaint.  Stage II responses should be made in the name of the Director, Chief Officer, Chief Executive or an appropriately senior nominee. In exceptional circumstances, the response could be issued in the name of the Corporate Customer Relations Manager. This should however only be done following consultation with the Corporate Customer Relations Manager.
23. There is no further right of appeal to the Council following completion of an investigation at Stage II of this policy, unless a formal Stage III exists within the service dealing with the complaint.  However, within the Stage II (or Stage III) response, the customer will be informed of their right to take the complaint further if they remain dissatisfied.  The response should contain the contact details for the Local Government Ombudsman’s Office. 
Local Government Ombudsman
PO Box 4771

Coventry

CV4 0EH

Tel : 0845 602 1983 or 024 7682 1960

Email : advice@lgo.org.uk
Text : 0762 48 4323

Types of Complaint

Complaints of discrimination and harassment

24. Racial harassment (RH) - In line with the Stephen Lawrence Inquiry Report the Council has developed a corporate racial harassment monitoring policy and reporting form (RH1).  All complaints of racial harassment will be logged onto the Council's 'RH1' reporting form. The form is available from services racial harassment contact officers. 
25. Hate Incident Reporting – 
“A hate-incident is any incident, which is perceived to be a hate-incident by the victim or any other person. It is motivated wholly or in part by prejudice on the grounds of race, colour, national origin, ethnic origin, religious belief or similar philosophical belief, sexual orientation, or against disabled people”. 
26.
The Council is continually reviewing and improving its services and in conjunction with its key partners has developed a Hate Crime Strategy. This strategy has been designed to provide a framework to deal with all aspects of hate crime and has drawn on the valuable lessons learned in the field of racist crime. The overall vision of this strategy is to create an environment where no form of hate-motivated crime is tolerated. 
27.
A new hate incident reporting form has been developed, and is in use in official hate reporting centres (e.g. One Stop Centres). Plans are being developed to roll this process out further over the next two years. 
28.
Once it is established that the complaint is about any alleged form of harassment or discrimination and prior to an acknowledgement being sent, the relevant Chief Officer, the Chief Officer, Legal, Licensing & Registration Services and the Head of Equality must be immediately notified of the complaint.  

29.
The Chief Officer, Legal, Licensing & Registration Services and the Head of Equality must also be consulted prior to the issue of any correspondence to customers in accordance with Stages I and II of the policy.

30.
There are a number of pieces of equality legislation that provide protection against discrimination in terms of employment on the grounds of race, disability, gender (including transgender), sexual orientation, religion or belief and age. In addition the local authority has a duty to eliminate unlawful discrimination on the grounds of race, disability and gender (including transgender). There is also legislation that prohibits discrimination within the provision of goods and services on the basis of sexual orientation and religion or belief.  A leaflet explaining the relevant equality legislation is available from the Equality Team. 
31.
Under the Race Relations (Amendment) Act 2000, the Disability Discrimination Act 2005 and the Equality Act 2006 we have specific duties to monitor any adverse impact of our policies and services. So we can show that our polices are promoting equality and to reveal any discrimination, all our services collate and analyse information about the race, disability, gender, sexual orientation, religion, belief and age of customers and the nature of their complaints. Equality Monitoring Guidance is available from the Equality Team.   
32..
Departmental Customer Relations Officer’s will produce a regular agreed report to their Management Team on the number and trends of complaints of discrimination and/or harassment including a breakdown of such complaints by ethnic profile, gender, disability status, age, faith and sexuality. This will feed into the Council's equal opportunities monitoring to ascertain overall levels of discrimination, and conformity to equal opportunities legislation. Such information will also be used corporately to feed into policy review mechanisms, as appropriate.
Sexual harassment investigations
33.
In cases of sexual harassment each service should consider the gender of the Investigating Officer and if appropriate enter into consultation with the customer before appointing an Investigator.
Complaints via Elected Members for the Council or Parliament

34.
Where a complaint is received via an Elected Member for the Council or Parliament, normal policies and timescales should be followed.  

Responses will be directed to the Elected Member/Member of Parliament concerned, unless the Elected Member/Member of Parliament has specifically requested the Council respond directly to the customer. 

Where the Elected Member/Member of Parliament has been requested to act on behalf of the customer, the Investigating Officer does not require consent from the customer for the purposes of the investigation of that complaint. 

Details of complaints to Members will be monitored and reported upon under normal policies and logged on CRM Leeds.

Complaints to the Chief Executive

35.
In normal circumstances, complaints received by the Council’s Chief Executive will be logged on CRM Leeds, acknowledged by the Chief Executive’s Personal Assistant and passed to the appropriate service (via the Departmental Customer Relations Officer), who will respond within the normal timescales.  However, there may be occasions where the Council’s Chief Executive receives a complaint to which he/she will reply personally.  On these occasions, the complaint will be referred to the appropriate service for comments but the Council’s Chief Executive will prepare and issue the response to the customer.

Complaints relating to more than one service
36.
Where a complaint includes issues for more than one service, the investigation will be led by the service which has responsibility for the major part of the complaint. 
37
Complaints should be dealt with during the standard response periods detailed in Stages I and II. Wherever possible, a single response in consultation with any other service and covering all the issues raised will be sent to the customer. It may also be appropriate for a case conference to be scheduled between the Departmental Customer Relations Officers and any Investigating Officer’s involved in order to ensure a one Council approach.  

Complaints against members of staff

38.
In the case of a complaint against a particular member of staff (or group of staff) the Investigating Officer, in consultation with the Departmental Customer Relations Officer, should consider the most appropriate course of action to take to fully investigate the matter. Complaints against individual members of staff should be made in writing by the customer. If this is not possible a member of staff should record the complaint from the customer and confirm the details with the customer. 

39
Any staff member named or identified in a customer complaint must be invited to assist in the investigation Any staff member who is interviewed during a complaint investigation is welcome to have a colleague or Union representative present.
40.
In the event that the investigation of a complaint finds that a member of staff has acted in such a way as to merit disciplinary action, the normal disciplinary policies will apply.  The customer should be advised that this is the course of action being taken and what, if any information, will be available from this process. 

41.
In these instances consideration should be given to removing the member(s) of staff concerned from providing services to the customer whilst the investigation is in progress.
 
Incorrectly addressed complaints

42.
Complaints addressed to the wrong Council service will be redirected to the appropriate Departmental Customer Relations Officer for action.
43.
Complaints wrongly addressed to the Council (i.e. complaints concerning services for which the Council is not responsible) will be returned to the customer with an explanation of why the Council is unable to assist. The receiving service will provide this response within 3 days of receipt. Wherever possible, the customer should be informed of the appropriate body to which the complaint should be made.

.  

44.
Care is required before redirecting a complaint, that the complaint does not concern a Council contract delivered by a third party for which the Council is responsible, or is related to a partnership involving the Council for which there are joint agreements for the handling of complaints. 
Anonymous complaints

45.
Anonymous complaints will be investigated as far as possible and a record of the complaint kept on CRM Leeds in accordance with normal policies.  Anonymous complaints will be included when monitoring information is provided in accordance with the Complaints Policy. 
46.
If the Investigating Officer judges that the complaint may be malicious they may, in consultation with the Departmental Customer Relations Officer, decide not to fully investigate, but must record their reasons for such a decision. 
Dealing with persistent complainants

47.
There are a small number of customers who, for whatever reason, fall within the category of persistent or excessively persistent complainants in the way they pursue the resolution to a complaint. 

48.
The explicit inclusion of this section within the Policy is to ensure that persistent and excessively persistent complainants are dealt with fairly, honestly and properly whilst also ensuring that other service users, Officers, or the Council as a whole does not suffer any detriment. 
49.
A persistent complainant is not someone who raises legitimate concerns or criticisms of a complaints procedure as it progresses e.g. with regard to timescales. Nor are they someone who is unhappy with the outcome of a complaint following an initial investigation and is seeking to challenge it.
50.
A persistent complainant is a member of the public who, in complaining about issues that they consider to be within the remit of the Council, displays behaviour/actions which are obsessive harassing and repetitious. They may also be characterised by the following key factors. 
· People who frequently complain about a variety of different issues, or the same issue through a number of different channels(e.g. Chief Executives, Elected Members, MPs etc.) in the hope of getting a different response or to put pressure on a particular service/s. 
· People who are seeking unrealistic outcomes relative to the issue being raised and who state that their intention is to persist until that outcome is achieved.

· People who persistently make the same complaint with minor differences but never accept the outcome of any investigation into their complaints.

51.
It is not possible to devise a single strategy to deal with persistent or excessively persistent complainants, as each complaint submitted must be looked at on its own merits. The amount of time spent on investigating a complaint should be determined by the nature of the complaint not the complainant. 
52.
Action taken to resolve a complaint should be appropriate and proportionate to the nature and frequency of the complainant's contacts with the Council at that time.
53.
Once Officers form the view that they are dealing with a persistent complainant during any stage of the Council’s Compliments and Complaints Policy, the matter will be referred to the Departmental Customer Relations Officer as soon as possible. The referral will include a report containing the relevant supporting evidence (see Policy Guidance Document) The Departmental Customer Relations Officer will decide in consultation with the officers involved and the Corporate Customer Relations Manager whether an alternative way of dealing with the customer is required.
54.
Before applying any restrictions, the Departmental Customer Relations Officer, the Corporate Customer Relations Manager, and relevant officers, with advice from Legal Services, will ensure that the complainant is advised in writing or at a face to face meeting of their actions which have not been acceptable. A required course of action for a change in behaviour should be put to the customer with a time span to achieve these, prior to the Policy being implemented. If the customer is likely to have difficulty understanding written information, for example due to language or learning needs, consideration should be given to supplementing this with a telephone conversation or face to face meeting. 
55.
If the required course of action / change in behaviour is not achieved, a decision will be made to implement the Policy by the Departmental Customer Relations Officer, the Corporate Customer Relations Manager and relevant Officers, with advice from Legal Services.  This will be confirmed in writing to the customer detailing that a review will take place up to six months after the date of the letter. If the customer is likely to have difficulty understanding written information, for example due to language or learning needs, consideration should be given to supplementing this with a telephone conversation or face to face meeting. 

56.
Any agreed method of dealing with a persistent or excessively persistent  customers will be reviewed by the Corporate Customer Relations Manager, the relevant Departmental Customer Relations Officer’s and Investigating Officer’s on a regular basis with six months being the longest period. Any alterations to, or continuation of the agreed process will be communicated to the customer in writing. If the customer is likely to have difficulty understanding written information, for example due to language or learning needs, consideration should be given to supplementing this with a telephone conversation or face to face meeting. There is no further right of appeal to Leeds City Council on this process. The customer should however be directed to the Local Government Ombudsman.
57.
When a complainant is being dealt with under this element of the Policy relevant information will be shared with all Departmental Customer Relations Officers to ensure that, where necessary, approaches are co-ordinated. It will also be registered on the customer’s record on the Council’s CRM system. 
Complaints about  Freedom of Information / Environmental Information Regulation (EIR) Requests
58.
Under the Freedom of Information (FOI) Act 2000 and relevant code of

practice, public authorities should have a complaints procedure to deal with

disputes arising out of requests for information. Any written reply from a

customer who makes an FOI request, expressing dissatisfaction with the

Council's response to a valid FOI request should be treated as a complaint,

as should any written communication from someone who perceives the

Council is not complying with its Publication Scheme. 

59.
Under the Environmental Information Regulations (EIR) 2004 a customer can make representations to the Council, and require the Council to reconsider an information request. Once the customer has exhausted the complaints procedure, they can apply to the Information Commissioner for a decision.

60.
There are two types of complaint which customers will make here;

1. A complaint about how a request for information was handled, or about  the substance of a decision not to disclose the information requested by the customer.

2. A complaint that the Council failed to comply with its publication scheme.

Both types of complaints will be handled as follows

61.
A complaint of this nature will not go through stage I, it will be handled as a

stage II complaint.

The complaint will be investigated by the relevant Director, who

will

· consider advice from Legal Services,, and

· permit the customer to make representations, and to introduce legal

arguments on their behalf

· consider representations made by the customer, and any supporting evidence produced by the customer

consult the relevant Executive Member in cases where the public

interest test has to be applied

62.
The DCRO should be informed of all complaints and complaints and they

should be logged and monitored on the Council's CRM system. Details of all FOI/EIR complaints, and the outcome of stage II reviews should also be forwarded to Legal Services, for logging on the Council’s information requests database operated by Legal Services. 

63.
In accordance with the relevant Good Practice Guidance issued by the Information Commissioner, for FOI complaints the customer will be notified of the outcome of the stage II review within 20 working days of receipt of the complaint. In exceptional cases where it is reasonable to take longer, the customer should be notified and given an explanation why more time is needed. In no case should the customer be notified of the outcome of the stage II review later than 40 working days from receipt of the complaint. 

64.
For EIR complaints, the customer will be notified of the outcome of the stage II review as soon as possible, and no later than 40 working days after receipt of the complaint.

65.
Legal will monitor the timescales for dealing with FOI/EIR complaints, and details will be published on the Council’s website. 

66.
On Completion

If on completion of the complaints procedure the customer remains

dissatisfied with the outcome then they can apply to the Information

Commissioner for a decision. There is then a further right of appeal to the

Information Tribunal. The Council will co-operate fully with any investigation

relating to an application to the Commissioner, or an appeal to the Tribunal.

67.
The Office of the Information Commissioner can be contacted at:-

FOI/EIR Complaints Resolution, The

Information Commissioner 

Wycliffe House,

Water Lane

Wilmslow

Cheshire

SK95AF

Tel. (01625) 545 700

EmaiI.Mail@ico.gsi.gov.uk

Remedies

68.
When a complaint is upheld, the Investigating Officer should, wherever possible, look to place the customer back in the same position as they would have been had the issue not occurred.


69.
This may include the issuing of an apology and / or taking the action which should have been taken in the first instance, or providing the customer with an assurance that such a problem will not reoccur. 

70.
In certain cases, however, it may be appropriate for a "goodwill gesture" to be made to customers in recognition of any inconvenience or upset caused or for any minimal financial loss. The following principles must apply in all cases of a goodwill gesture:

1. No admission of legal liability should be made or implied
2. such gestures should never be made in respect of physical injury
3. they should only be made in the case of genuine complaints and should not be made simply to "buy off trouble"
4. they may only be approved in accordance with each service’s written scheme of delegation (to be agreed by the Chief Officer Legal, Licensing & Registration Services and Director of Corporate Services) which should include:
· Appropriate financial limits on goodwill gestures which correspond to the seniority of the officer resolving the complaint
· measures and guidance to ensure that goodwill gestures are proportional to the grievance or complaint and to ensure that a consistent approach is adopted by officers resolving complaints
· audit trail arrangements.
71. 
However, in other circumstances where the customer claims to have suffered significant financial loss (i.e. more than a 'goodwill' gesture would allow) and claims compensation, the only available response to the complaint will be to issue a claim form which would then be dealt with by Legal Services and determined according to the established principle of legal liability. This would be the conclusion of the Complaint Policy in these cases.

Directorate Responsibilities

72.
The Council’s Compliments and Complaints Policy covers all existing non-statutory service compliments and complaints policies (with exceptions as set out in point 3 above). Each service is responsible for the implementation of the Compliments and Complaints Policy and for ensuring all staff are aware of its requirements through training.

73.
Two Acts of Parliament require Local Authority Social Care Services to have a procedure for considering representations (including complaints) made to them by a qualifying individual, or anyone acting on their behalf, in relation to the discharge of, or any failure to discharge, any of their social services functions in respect of that individual.

1)
The Children Act 1989 Representations Procedure (England) Regulations 2006 and

2)
The Local Authorities' Social Services Complaints (England) Regulations 2006 - Adults Complaints Procedure

74.
Partner organisations like Education Leeds and Arms Length Management Organisations also operate their own Compliments and Complaints Policies. These are based as a minimum on the same principles found within this Policy. Although these services and partners operate separate Policies they are responsible for reporting data with regards to customer complaints and compliments corporately.

75.
Directorates will appoint one officer at an appropriate senior level to have responsibility for the management of the Policy for their areas of service.
Purpose of this role
76.
To take responsibility for the implementation of the Corporate Compliments and Complaints Policy within their area of the Council..

The Departmental Customer Relations Officer is required to:

· be the prime contact for customer feedback within the service.
· manage complaints which progress to later stages of the policy and persistent or vexatious stages.
· deal with customers, take action and recommend appropriate remedies. 
· have delegated authority to make ex-gratia payments to customers to remedy cases.

· investigate customer cases and allocate investigating officers to individual stage I and stage II complaints.
· Implement quality control of responses for their service, for example challenging inadequate responses and spreading best practice.
· be responsible for service training in complaint handling and investigation through support and coaching. 

· appoint and train Investigating Officers from within the service.
· link with and contribute to the Council's network of Customer Relations Officers as appropriate.
· ensure continuous improvement through performance reporting and monitoring all customer feedback relating to that service. Working with Policy Performance and Planning managers or equivalent within that service.
· be responsible for service level complaints handling systems, take part in corporate maintenance of the CRM system and report on changes made to the systems within services.
· provide monitoring information to the Corporate Customer Relations Manager as required.
Monitoring 
77.
Each Departmental Customer Relations Officer will ensure that accurate records of all complaints received are maintained on CRM Leeds.

78.
Each Departmental Customer Relations Officer is responsible for reporting compliments and complaints within their own service area at a Management level. Performance management reports will also contain information on service improvements made as a result of customer complaints at all stages of the policy. The Departmental Customer Relations Officer will also be required to provide appropriate commentary for any reporting at a corporate level. 
79.
The Corporate Customer Relations Manager will produce regular cross Council Performance Management Reports. 
80.
Customer complaints are monitored by performance indicators, which are 
reported in the Council Plan.

81.
In line with the Council’s Equality and Diversity Policy, monitoring reports 
should identify issues related to gender, disability, ethnicity, age, faith and sexuality (as highlighted in paragraph 28 above). Management Teams will monitor both the number of complaints, and the nature of the complaints, by group, and take action as appropriate. 

82.
Customer Satisfaction surveys will be used corporately and by services to 
assess the Policy and make any relevant changes.

Further Advice

83.
In the first instance, queries on the implementation of the Complaints and

Compliments Policy should be addressed to the relevant Departmental Customer Relations Officer. Further advice is available from the Council's Corporate Customer Relations Manager if required. 
84.
If applicable, specific legal advice should be sought direct from Legal 

Services. 
85.  
Advice relating to complaints of discrimination and harassment is available
 from the Equalities Team, who may also refer to external national
 organisations.
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