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[bookmark: _Hlk510023199]Comments, Compliments and Complaints Policy
Service Standards - Service First
Orchard Park Community Council aims to put residents first, deliver outstanding service and give easy access to services and information. We will achieve this through our service standards which place residents at the centre of our service delivery.
If you phone us we will:
Answer calls promptly when the office is staffed.
Provide voicemail at all other times.
Answer phone messages within one working day.
If you write to us we will:
Reply to letters or emails within ten working days.
If we cannot deal in full with your enquiry within that timescale we will tell you who is dealing with it and a date when they will reply to you.
If we write to you we will:
Write in plain English.
Arrange for translation, large type, Braille or audio tapes upon request.
If you visit us we will:
Arrange a private interview if you ask for one.
If you have an appointment, you will normally be seen within ten minutes of your appointment time.
If we visit you we will:
Carry identification.
Arrive at the time we say we will or give you as much notice as possible if we have to change the time.
At all times we will
Treat you with respect, be polite, patient and honest.
If you have a concern we will
Acknowledge your written complaint within five working days.
Reply in full to your complaint within ten working days.


Compliments and Comments
Orchard Park Community Council aims to provide high quality services which meet your needs. We believe we achieve this most of the time: if we are getting it right please let us know.
We will acknowledge any compliments and comments made and pass these on to those concerned and let you know the outcome.  Any suggestions will be discussed and if these are relevant and can be adopted we will do so.
Complaints 
Definition
A complaint is an expression of dissatisfaction by one or more members of the public about the Council’s action or lack of action or about the standard of a service - whether the action was taken or the service provided by the Council itself or a person or body acting on behalf of the Council.
The Local Government Act 1972, which governs how Local Councils such as Orchard Park Community Council operates, does not provide for the Local Government Ombudsman to have any jurisdiction over Local Councils.
The Council receives queries, problems and comments as part of its day to day business and they should not all be regarded as complaints.
Informal Complaints
In many instances informal measures or explanations provided by the Clerk (or other nominated officer), Chair of the Council, or of the appropriate Committee may resolve issues raised by a member of the public.
Formal Complaints
The procedure for formal complaints covers all activities of the Community Council and may be used by members of the public who have a specific complaint about the conduct, administration or operation of the Council. 
This procedure does not cover complaints against services or actions for which the Community Council is not responsible such as those provided by South Cambridgeshire District Council, Cambridgeshire County Council, Cambridge City Council or Central Government.
Complaints about councillors which on matters covered by the Code of Conduct should first be made to the Community Council. If not satisfied with the response from the Community Council, the complaint may then be made direct to the Monitoring Officer of South Cambridgeshire District Council (SCDC). More details and a complaints form are available on the SCDC website at: www.scambs.gov.uk/content/complaints.


Objectives of the Complaints Procedure 
The objectives of the procedure are: 
To set the timescales during which a formal complaint must be investigated. 
To state how the complaint will be investigated. 
To state who will investigate the complaint. 
To clarify how the response to the complainant will be made. 
To enable the Community Council to review and, where appropriate, amend its processes or procedures.
Procedure for making a formal complaint
Residents may make a formal complaint about Community Council services and administration in the following ways:
Through a Community Councillor, who will pass on the details of the complaint to the Clerk.
By writing to the Clerk at the Council offices.
By using the on-line form on the Community Council’s website.
By telephone or email.
By using a third party such as an advocate or solicitor. In this case they will be required to give the name of the person for whom they are acting and why.
Contact details are set out at the end of this policy. 
When making a complaint, sufficient detail should be given to enable an investigation. For example:
What service, policy, person or aspect of the Council is the complaint about? 
If appropriate, the date, time and location where an incident may have taken place and who may have been affected. 
Name, address and contact details, including telephone number and email address, so that the Community Council can respond to the complaint.
Any other relevant information.
The Complaints Procedure 
Upon receiving a formal complaint, the Clerk will acknowledge this in writing to the complainant.
The complaint will be logged.
We aim to resolve complaints within ten working days. Where this is not possible. the complainant should be advised of this in writing within ten working days, together with a timescale for resolving the complaint.
The Clerk or, if the complaint involves The Clerk, the Chair of the Council, will investigate the complaint and write to the complainant with the results.
If the complaint cannot satisfactorily be resolved in this way a panel comprising three members of the Council – normally the Chair, Vice-Chair and one other councillor should be convened.
No member of the Council can hear a complaint on any matter in which they might be regarded as having an interest greater than the generality of members.
The complainant will be invited to attend a formal Hearing Panel. They may be accompanied by a representative or friend.
The Panel should be conducted in accordance with the guidance as set out in paragraph 6 of this policy.
A report on the Panel’s judgement must be reported to the next ordinary meeting of the Council.
The Panel hearing is the final stage of the Complaints Procedure.
The Hearing 
The public and press are not permitted at such Complaints Panel meetings. However, the Chair of the Council will report on the outcome of any hearing at the next ordinary Council meeting. The order of business for the Complaints Panel meeting is as follows:
Chair to introduce everyone.
Chair to explain procedure.
Complainant (or representative) to outline grounds for complaint.
Members to ask any question of the complainant.
Where, before the hearing, the Panel believe that the matter has legal or technical complexities, support, in the form of advice and guidance from the Clerk or other senior officer of the Council, who has not been involved, or in exceptional circumstances from another Council, will be sought.
If relevant, the Clerk or other officer will be in attendance.
Members to ask any question of the Clerk or other officer.
The Clerk or other officer and the complainant to be asked to leave the room while Members decide whether the grounds for complaint have been made. (If a point of clarification is necessary both parties to be invited back).
The Clerk or other officer and complainant return to hear the decision or to be advised when the decision will be made.
After the meeting the complainant will be advised that the decision of the Panel will be confirmed in writing within seven days with details of any action to be taken.
Where a complaint leads to disciplinary action against a member of staff, the complainant is not entitled to know details of the outcome of that action.
The decision of the Panel is final.
Unreasonable and Vexatious Complaints and Persistent Complainants
There will be circumstances when a complainant persists in wishing to pursue a complaint when it clearly has no reasonable basis, or when the Council (or a Committee) has already taken reasonable action in response, or where some other process, whether through the courts or some other recognized procedure, should or has been taken. 
For the purpose of this policy, a persistent complainant is someone who complains about issues, either formally or informally, or frequently raises issues that the complainant considers to be within the remit of the council and whose behaviour is unreasonable. Such behaviour may be characterised by:
Actions which are obsessive, persistent, harassing, prolific or repetitious.
Prolific contact whether by letter, email or telephone about a concern or complaint.
An insistence upon pursuing unmeritorious complaints or unrealistic or unreasonable outcomes.
An insistence upon pursuing meritorious complaints in an unreasonable manner.
Such matters will be referred to the Council by the Clerk with a summary of the issues and of the attempts made to resolve the complaint. They may, in such circumstances, decide that no further action can usefully be taken in response to the complainant and inform the complainant so, making it clear that only new and substantive issues will merit a response.
Anonymous Complaints
Where an anonymous complaint is made, the Clerk and Chair will decide if the complaint merits an investigation, seeking advice from other authorities if required.  In most instances anonymous complaints will not be taken further.
Contact Details 
Address:	Orchard Park Community Council, Community Centre. 
Central Avenue, Orchard Park, CAMBRIDGE, CB4 2EZ
Telephone:	01223 420750 
Reviewed and adopted by the Community Council on 12 January 2022
This policy is to be reviewed by April 2024.
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