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Complaints Procedure 

Dungannon & South Tyrone Borough Council is committed to providing a high quality service to everyone we deal with and customer satisfaction is a key priority for Council staff and management. We are committed to monitoring our performance in the provision of all our services and want to facilitate our customers to give us their views, ask questions and raise issues about the services we provide. All types of comments, whether good or bad, are important in helping us improve the quality of our services.

We treat as a complaint any expression of dissatisfaction with our services which calls for a response and all complaints will be handled in a prompt and efficient manner. All complaints will be acknowledged within three working days and all complaints which cannot be resolved immediately will be investigated and a formal reply sent within fifteen working days.

How to make a complaint and what to expect:-
The Council wishes to be as flexible as possible in receiving complaints.

Customers can contact us:

By using the complaint’s sheet attached at Appendix 1 or by the following means:-
· By letter – 

      Dungannon & South Tyrone Borough Council
      Human Resources Division

      24 Northland Row

      Dungannon

      BT71 6AP


· By Telephone or Fax – 

Tel: 028 87728125/87728126
Fax: 028 87728121
· In person at – 

Dungannon & South Tyrone Borough Council, Human Resources Division
24 Northland Row Dungannon between hours of 9.00am – 5.00pm and request to speak to the Head of Human Resources or a Human Resources staff member about a complaint or at Council Offices Reception Point, Circular Road, Dungannon and complete the attached form (Appendix 1) available from reception. 
· By email – human.resources@dungannon.gov.uk
· By website – www.dungannon.gov.uk
Complaints Procedure

The complaints procedure has three stages as detailed below:

Stage 1: 
First Complaint
In the first instance, submit your complaint to the H.R. Division where it will be acknowledged within 3 working days. Council will aim to have the complaint resolved by the relevant Division within 15 working days. In cases where the complaint needs further investigation you will be kept informed of progress on a regular basis. The H.R Division will ensure timescales are monitored. 
Stage 2: 
The complaint has been investigated, but you are not satisfied
If the Council Officer who has been dealing with your complaint fails to resolve the complaint to your satisfaction you should write directly to the Head of Human Resources at 24, Northland Row, Dungannon BT71 6AP, who will review the investigation and again acknowledge the re-complaint within 3 days and aim to resolve it within 15 days. 
Stage 3: 
You are still not satisfied
If the complaint has still not been settled to your satisfaction, you have the right to request the Chief Executive, Council Offices, Circular Road, Dungannon, BT71 6DT to review the response and take appropriate action.
This is the final stage of the Council’s Complaints procedure. 

If you are not satisfied with the Chief Executive’s response, you may then refer the complaint to the Northern Ireland Ombudsman:


By telephone:
0800 343424


By fax:
028 9023 4912

E mail:
ombudsman@ni-ombudsman.org.uk


In writing to:
The Ombudsman




Freepost




Belfast BT1 6BR


By calling at:
The Ombudsman's Office



Progressive House



33 Wellington Place




Belfast BT1 6HN



APPENDIX 1

CUSTOMER COMPLAINT FORM

PLEASE COMPLETE YOUR PERSONAL DETAILS (BLOCK CAPITALS)

	Name: ________________________________
Email: ___________________________

Your Address: ________________________________________________________________________

Postcode: _____________________________
Home Telephone: __________________

Work Telephone: _______________________                Mobile: ___________________________




PLEASE STATE NATURE OF COMPLAINT BELOW:-
	Please give full details here: 

	

	

	

	

	If you are making a complaint, what do you think the Council should do?

	

	

	

	


Date: ________________________________












APPENDIX  2

13 October 2008 

Name

Add

Add

Add

Postcode

Dear Name

 Acknowledgement Letter
Thank you for your telephone call/ letter/complaint received on  <DATE>.

The Council has in place a Complaints Procedure, which aims to ensure that complaints are dealt with fully, fairly and as quickly as possible.  

The Complaints procedure has three stages as detailed below:

Stage 1:        First Complaint
In the first instance, submit your complaint to the H.R. Division where it will be acknowledged within 3 working days. Council will aim to have the complaint resolved by the relevant Division within 15 working days. In cases where the complaint needs further investigation you will be kept informed of progress on a regular basis. The H.R Division will ensure timescales are monitored. 
Stage 2:
 Your complaint has been investigated, but you are not satisfied
If the Council Officer who has been dealing with your complaint fails to resolve the complaint to your satisfaction you should write directly to the Head of Human Resources at 24, Northland Row, Dungannon BT71 6AP, who will review the investigation, acknowledge the re-complaint within 3 days and aim to resolve it within 15 days. 
Stage 3: 
You are still not satisfied, what can you do?

If the complaint has still not been settled to your satisfaction, you have the right to request the Chief Executive at Council Offices, Circular Road, Dungannon BT71 6DT to review the response and take appropriate action.
If you have any queries in the meantime please do not hesitate to contact me on [telephone no.]

Yours sincerely

Name

Head of H.R Division
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