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Why do we need a
complaints procedure?
Woealden District Council aims to nﬁosn_m wooa,

quality services on every occasion but sometimes -

things can go wrong. The purpose of the - o
Complaints Procedure is to find out whether the
Council did something wrong and, if it did, to MQ
and put things right for the future. .

if you are dissatisfied with the wﬂmsama 9& _
service, the actions or lack of action by the .
Coungil, its employees or anyone providing -
services on behalf of the Council, we would like
you to let us know so that we can try to put
things right. The Complaints Procedure 3mﬁm us
to do this. Your complaint will be:

* Recorded in the register of complaints
* Dealt with as quickly as possible; e
» Handled courtecusly and fairly; mza...

* Investigated fully. .

The Complaints Procedure is intended to deal
with specific situations such as Baﬁm_@m Qm_m< or
inefficiency.

Some things which can be dealt with more
effectively in other ways are not treated mm a
complaint.

Examples of those are listed opposite so please
think carefully about whether your situation falls
into one of those categories before seeking 1o

use the Complaints Procedure mxﬁ_m_:ma mmﬁmw in .
this leaflet.

Things which we do not
treat as a complaint

A compilaint against the Gouncil needs to, mm<
what the Council itself has done wrong.

: .* In general, complaints about bin collection,

fitter, neighbours, noise, food establishments

. R L .etc will be treated as _,mncmmﬂw to ao mo:gmﬂz_:m :

~about HJmB “ m qmn_cmm.ﬁm dﬂow mm_e_om

_ .__ . U_wm@_.mm:,_m:ﬁ with a ﬁ_mzs_am v.m_..B_mm_o:.

enforcement decision or other regulatory

activity. {As the law currently stands, a planning ..
- decision is binding and there is no right.of .
1.7 appeal, except by the wmo__u.m:ﬁ to Sm Emz:ﬁ@ :

Inspectorate.)

. s Where there is some oﬁum_f _m@.m_” remedy or .
-~ statutory right of appeal, for example in respect .

of certain planning, housing and taxation
matters.

s Disagreement with a vom.mo< oﬁ Q,.womm_o: _m,.sﬂc:u\..

made by the Council: These will be monitored
by the Directorate concerned and, in
appropriate cases, qmwonma to mrm wm_m,.,m:ﬁ
counciltor(s).

B » Complaints which m:mmm.m.:m:&m_ impropriety
_ - - or criminal activity. These will be dealf with _o<

~the Chief mxmncﬁ_e.m ora Oo_‘_uo_‘mﬁm Director -

SRR * providing evidence to substantiate the

m__m@mzos is mc_uv__ma sﬁ: the ooSU_m_zﬁ

: __ - OOBU_m_:ﬁ that a OOcno___Q‘ :mm g‘mmo:oa the Oomm _
- of Conduct for Members should U@ «@wm,.aa ﬂo.

- -~ The Assessment Sub. OoEB&mm

c/o The Monitoring Om_om_‘

Y - The Standards OoB_,:_zmm

3 Emmmam: District. Oo::o__ _u,:m Qwo,.,m

ST R Owoéco«ocmr mmmﬁ mcmmmx, ,_.zm L_Um

. _Ooanmm_:ﬁ %oqmm are m<m;m_u_m o: 5@ Oo::o__ m

website -
www.wealden.gov. mEsoamaaosa@om_aoau_m_:w m%

L .- or by phoning the Council’s Monitoring Officer, -
Lo Trevor moon or _umaooqmao mm_e_omm on 9 m@m
S momnwmw

How do you make your complaini?
You can make your complaint by telephone, in
writing, e-mail or in person. H will help us to
deal with your ooan_m_a if you mxv_m_: _uw_mm<

- and accurately. - :

¢ What you are compiaining about;

"~ » When it happened (or should have-

happened);

s Why and how you think we should have done
things differently; and

¢ What you think the Council shoutd do to Ucﬁ.
things right.

We will respond to your complaint as quickly as
possible and aim to reply fully within ten
working days. If your complaint cannot be
resolved to your satisfaction by the head of the
service concerned, you can ask for one of the
Councif's Manhagement Team to review how
your compilaint was dealt with, with an
appropriate councillor (what we calt the second
stage of the Procedure). o

Putting things right
if your compiaint is found to be justified the

Council will take appropriate mouo: ﬂo «m:,_mau\
the situation.

What :_mn_um:m if you -

are still not satisfied? .

If the Council is not able to resolve the
complaint fo your satisfaction, you can ask the
Locat Government Ombudsman to carry out an
independent examination.



