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This procedure sets out how compliments, comments and complaints are dealt with and should be 

read in conjunction with the Council’s Compliments, Comments and Complaints Policy. 

 

 

 
 
We want our customers to let us know when we are doing things well and it is good for our staff to 

know that people appreciate their work. It also enables us to identify areas of best practice and 

share them across the Council. 

A compliment will most commonly be received by one of the following methods: 

 On the Council’s online form https://www.oadby-

wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form 

 By email to the Customer Service Team customerservices@oadby-wigston.gov.uk 

 By letter to the Compliance Team 

1. All compliments should be forwarded to the Compliance Team compliance@oadby-

wigston.gov.uk who will record the compliment in the Council’s Compliments Log and allocate a 

reference number. 

2. Once the compliment is recorded it will be forwarded to the line manager of the 

officer/team/service to whom the compliment relates.  

3. The line manager will feed back the compliment to the officer/team/service by the most 

appropriate method i.e. 121/team meeting and share any best practice. 

4. If it is considered appropriate a response will be sent to the sender of the compliment. 

 

 

 

We are interested in the views of our residents. Comments give us ideas about improving our 

services and providing value for money. A comment is a suggestion, idea or observation about an 

area of our service. 

A comment will most commonly be received by one of the following methods: 

 On the Council’s online form (https://www.oadby-

wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form) 

 By email to the Customer Service Team at customerservices@oadby-wigston.gov.uk 

 By letter to the Compliance Team at Council Offices, Station Road, Wigston, LE18 2DR 

1.0 Introduction 

2.0 Compliments 

3.0 Comments 

https://www.oadby-wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form
https://www.oadby-wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form
mailto:customerservices@oadby-wigston.gov.uk
mailto:compliance@oadby-wigston.gov.uk
mailto:compliance@oadby-wigston.gov.uk
https://www.oadby-wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form
https://www.oadby-wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form
mailto:customerservices@oadby-wigston.gov.uk
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1. All comments should be forwarded to the Compliance Team at compliance@oadby-

wigston.gov.uk  who will record the comment in the Council’s Comments Log and allocate a 

reference number. 

2. Once the comment is recorded it will be forwarded to the line manager of the 

officer/team/service to whom the comment relates.  

3. The line manager will consider the comments and whether they have merit to be built into service 

delivery or procedures. A decision will be reported back to compliance@oadby-wigston.gov.uk  who 

will update the Comments Log. 

4. If it is considered appropriate a response will be sent to the sender of the comment. 

 

 

 

Complaints usually arise where the complainant perceives that the Council has failed to: 

 provide the standard or quality of service promised 

 follow its own policies 

 respond promptly to an enquiry or request for service 

 treat a customer fairly or with courtesy 

An initial service request i.e. reporting a missed bin collection or a noise nuisance will not be treated 

as a complaint.  Where a customer has a statutory right of appeal against a decision this will not be 

treated as a complaint, for example, where planning permission has been refused, where a customer 

does not agree with the outcome of a Benefit application or when a customer does not agree with 

the banding of a property for Council Tax. 

A complaint will most commonly be received by one of the following methods: 

 On the Council’s online form https://www.oadby-

wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form 

 By email to the Customer Service Team customerservices@oadby-wigston.gov.uk 

 By letter to the Compliance Team at Council Offices, Station Road, Wigston, LE18 2DR 

1. All complaints should be forwarded to the Compliance Team compliance@oadby-wigston.gov.uk  

who will record the complaint in the Council’s Complaints Log, allocate a reference number and send 

an acknowledgment to the complainant within 5 working days of the complaint being received. 

2. Once the complaint has been recorded, it will be forwarded to the line manager of the 

officer/team/service to whom the complaint relates for them to provide a response. The response 

will then be returned to the Compliance Team to be dispatched (usually within 15 working days of 

receipt of the complaint). If for any reason providing a response will take longer than 15 days, the 

Compliance Team must be notified as soon as possible with details of when a response will be 

provided in order that the complainant can be kept updated. 

4.0 Complaints 

mailto:compliance@oadby-wigston.gov.uk
mailto:compliance@oadby-wigston.gov.uk
mailto:compliance@oadby-wigston.gov.uk
https://www.oadby-wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form
https://www.oadby-wigston.gov.uk/pages/compliments_comments_and_complaints_policy_and_form
mailto:customerservices@oadby-wigston.gov.uk
mailto:compliance@oadby-wigston.gov.uk
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Level 1 complaint  

 If a complaint is made by a third party representative, confirmation must be sought (by the person 

dealing with the complaint) that the complainant has given their permission for the third party 

representative to act on their behalf. The complainant can withdraw their permission at any time. 

The complaint should be investigated as appropriate. 

If the complaint can be resolved by an informal discussion this should always be considered first.  

A full and detailed response should be drafted to the complainant within 15 working days of the 

complaint being received. 

The complainant should be advised that if they are not satisfied with the outcome to the Level 1 

complaint they can escalate to a Level 2 complaint. 

The response should be forwarded to the member of the Compliance Team who forwarded the 

complaint who will update the Council’s Complaints Log and dispatch the response. 

 

Suggested opening paragraph in Level 1 response: 

Thank you for your complaint received on date which has been logged as (ref).  I am treating your 

complaint as a Level 1 complaint in accordance with the Council’s Compliments, Comments and 

Complaints and policy. 

 

Suggested closing paragraph in Level 1 response: 

I hope this resolves your complaint to your satisfaction; however should you remain dissatisfied, you 

have the right to escalate it to a Level 2 complaint which will be reviewed/investigated by a Head of 

Service or another officer who has had no dealings with this matter. If you wish to escalate your 

complaint please state fully your reasons for doing so. 

 

Level 2 complaint 

A Level 2 complaint will be allocated to the Head of Service for the service area that the complaint 

relates to provided they have had no previous involvement in the matter otherwise it will be 

referred to another senior officer. 

The complaint should be investigated and reviewed as appropriate. 

A full and detailed response should be drafted to the complainant within 15 working days of the 

complaint being received. 
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The complainant should be advised that if they are not satisfied with the outcome to the Level 2 

complaint they can escalate their complaint to the Local Government and Social Care Ombudsman. 

The response should be forwarded to the member of the Compliance Team who forwarded the 

complaint who will update the Council’s Complaints Log and dispatch the response. 

 

Suggested opening paragraph in Level 2 response: 

Your Level 2 complaint has been passed to me for consideration in accordance with the Council’s 

Compliments, Comments and Complaints and policy. 

 

Suggested closing paragraph in Level 2 response: 

If you remain dissatisfied with my response, you have the right to escalate your complaint to the 

Local Government and Social Care Ombudsman at https://www.lgo.org.uk/  or telephone 0300 061 

0614. 

 

Level 3 complaint 

If the complainant remains dissatisfied with the outcome of the Level 2 complaint they can escalate 

to a Level 3 complaint which should be made directly to the Local Government and Social Care 

Ombudsman (LGO). 

The LGO will expect the complainant to have exhausted the Council’s complaints process before 

referring a complaint to them. The LGO website https://www.lgo.org.uk/ gives full information 

about how complaints are dealt with. 

 

Possible outcomes following an investigation by the LGO 

The LGO will make one of the following decisions: 

 Uphold the complaint and recommend how the organisation should put things right 

 Uphold only part of the complaint 

 Uphold the complaint but not make any recommendations because the organisation may 

have put things right by the time the LGO considers the complaint 

 Uphold the complaint but not make any recommendations as the Ombudsman considers the 

fault didn’t have a significant effect on the complainant 

 Not uphold the complaint 

 The Ombudsman cannot or will not investigate the complaint 

 

https://www.lgo.org.uk/
https://www.lgo.org.uk/
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Putting things right 

The LGO might ask the Council to: 

 Apologise to the complainant 

 Provide a service the complainant should have had 

 Make a decision that should have been made before 

 Reconsider a decision it did not take properly in the first place 

 Improve its procedures so similar problems do not happen again 

 Make a payment as compensation 

The LGO does not have legal powers to force organisations they investigate to follow their 

recommendations  

 

Publishing decisions 

The LGO publishes all decisions three months after the date of the decision, unless they decide it is 

not in the best interests of the complainant to do so. 

 

Public interest reports 

In a small number of investigations the LGO finds issues that other Councils could learn from, or the 

public should know about, In those cases the LGO will produce a detailed report of the investigation 

and publish it. The LGO may also send the report to the media with a press release. 

The LGO’s decision statements and public interest reports do not reveal the identity of the 

complainant and they do name the organisation investigated. 

 

Annual statistics 

The LGO also publishes annual statistics to Councils detailing the numbers of complaints referred to 

them and how many are upheld or not upheld. 

 



 

  

 
 

 

 

 

 

 

 

 

 

 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


