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1. Executive Summary 

1.1. This policy outlines Basildon Council’s approach to managing complaints, comments and 
compliments and applies to all services that are provided directly by the Council and those for 
which the Council has responsibility for, but which are delivered though external businesses and 
partners who are contracted and employed on behalf of the Council to carry out services directly 
to residents.

1.2. This document sets out the Council’s policy for receiving and responding to feedback about 
the actions, decisions, or apparent failings or successes of its services. The policy is reviewed 
every three years to ensure that it takes account of emerging legislation, best practice guidance, 
and is closely aligned to the objectives of the council’s Corporate Plan and the ambitions of the 
Customer Strategy. 

1.3. This policy should be read in conjunction with the council’s procedure for dealing with 
comments, compliments and complaints which applies to services provided both directly by the 
council and those provided indirectly by a contractor or partner. This procedure can be found 
attached via the following link;
https://www.basildon.gov.uk/complaints

1.4. When handling complaints, the Council aims to provide a clear, accessible and flexible 
process. At the heart of this are the Principles of good administrative practice set out by the 
Local Government and Social Care Ombudsman in December 2018. 
https://www.lgo.org.uk/information-centre/reports/guidance-notes/principles-of-good-
administrative-practice

1.5 Where a complaint is not covered by the policy or procedure, the appropriate member of 
staff will explain the reasons for this to the complainant and direct them towards alternative 
relevant processes or procedures, examples of this may include where a legal appeal is the only 
way to challenge the decision.

Policy Statement / Vision

2.1. Basildon Council is committed to listening to its customers and will continually review the 
accessibility of its feedback channels to encourage customers to share their thoughts and 
experiences. We recognise feedback as an incredibly valuable resource for improving the 
experiences of our customers and shaping design and delivery of our services for the future. 
The Council aims to provide and manage a high-quality customer feedback system in which 
complaints are resolved at first point of contact and customers’ views can be used to improve 
the long-term design and delivery of Council services, policies, procedures and practices. 
 
2.2. Basildon Council staff should be supported to receive, interpret and respond to feedback in 
a way that meets the criteria set out in this policy. It is important that all staff recognise the value 
of feedback – including complaints – and services have the opportunity to learn from customer 
feedback including the results of satisfaction surveys. It is also important that staff are made 
aware of when they or their service area has excelled in meeting or surpassing the needs of 
customers and this success should be recognised and celebrated. 

https://www.basildon.gov.uk/complaints
https://www.lgo.org.uk/information-centre/reports/guidance-notes/principles-of-good-administrative-practice
https://www.lgo.org.uk/information-centre/reports/guidance-notes/principles-of-good-administrative-practice
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Commitment

3.1. This policy demonstrates commitment to the six Principles of good administrative practice 
set out by the Local Government and Social Care Ombudsman in December 2018. These are

1. Getting it right
By following the law, our Procedure and established good practice. Providing an effective 
service with timely decision based on all considerations.

2. Being service-user focused
By ensuring accessibility, informing users what to expect whilst being helpful, prompt and 
sensitive. Recognising diversity of service users.

3. Being open and accountable
By ensuring communications are clear and complete, keeping proper records and taking 
responsibility for actions.

4. Acting fairly and proportionately
By being impartial and treating people with respect and courtesy, without discrimination 
and consistently. 

5. Putting things right
By acknowledging mistakes and apologising where appropriate. Putting things right 
effectively with information on how or where to appeal or complain. Having an effective 
procedure.

6. Seeking continuous improvement 
By reviewing policies and procedures to ensure they are effective. Asking for feedback 
and using it to improve performance and learn lessons from complaints.

3.2 Comments, compliments and complaints will be dealt with as quickly as possible. The 
Council has a set Service Standard of 10 working days to provide a response to a complaint. 
Where this is not achievable due to complex investigation, complainants will be informed of the 
date by which they can expect a response. 

Individual circumstances and reasonable adjustments as needed will be taken into account. The 
diversity of service users will be respected and an inclusive approach will be adopted. The 
council will inform complainants what to expect and what we expect of them.  

3.3 The council has 3 clear stages through the Complaints Process whilst remaining alive to the 
need for any reasonable adjustments so that no person is placed at disadvantage. The next 
stage will be made clear and accessible to complainants. Each stage will be dealt with 
objectively, consistently and with respect.

3.4 The council will acknowledge mistakes and apologise where appropriate, putting things right 
as quickly and effectively as possible, whilst advising of the time frames to do so.

. 
4. Context

  National 
  Local
  Council Priorities
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National

4.1 Basildon Council’s Comments, Compliments and Complaints Policy is written to be 
compatible with both the Regulators’ Code, the Housing Ombudsman and the Local Government 
Ombudsman (LGO)’s updated Principles of good administrative practice (Dec 2018).

4.2 The Regulators’ Code 

The Regulators’ Code came into statutory effect in April 2014 in accordance with section 23 of 
the Legislative and Regulatory Reform Act 2006. The code “sets out Government’s expectations 
in respect of the provision by local authorities of clear and accessible complaints and appeals 
processes, for use by businesses and others that they regulate”. The Regulatory Services 
provided by the Council include: Environmental Health, Street Scene, Anti-Social Behaviour, 
Pollution Control, Pest Control, Building Control, Advice services, Licensing, Food Safety and 
Health and Safety. The code states that “Regulators should have a range of mechanisms to 
enable and regularly invite, receive and take on board customer feedback,” including the use of 
customer satisfaction surveys.

4.3 The LGO provides a free and impartial service which looks at complaints about councils and 
a number of other organisations providing local public services. Since April 2009, the LGO has 
required that all complaints must have been dealt with through a council’s own complaints 
procedure before it will undertake an independent review. This decision was made on the basis 
that “the most effective and timely way to resolve a complaint is for it to be put right at the local 
level before the issue escalates to the Ombudsman”.

4.4 Housing Ombudsman

The Housing Ombudsman Service was established in April 2013 to look at complaints about the 
housing organisations that are registered with Housing Ombudsman, this includes Basildon 
Council. The Housing Ombudsman is responsible in supporting housing organisations to resolve 
disputes involving the tenants and leaseholders of social landlords and our voluntary members 
(private landlords and letting agents who are committed to good service for their tenants) or 
leaseholders. Due regard has been paid to the Housing Ombudsman’s best practice in the 
development of this policy and the accompanying Complaints, Comments and Compliments 
procedure.

4.5. Local Government Act  

Section 92 of the Local Government Act 2000 provides that the Council may make payment or 
provide some other benefit if there is evidence of service failure or maladministration in the 
exercise of the Council’s functions and a person is adversely affected by the action. 

Section 101 of the Local Government Act 1972 (as amended) enables delegations to Officers. 
Article 11 Section 3(d) of the Council’s Constitution makes provision for decisions to be taken 
by Officers in accordance with the Scheme of Delegation. 

This provision may be applied if there is found to be evidence of maladministration or in respect 
of any refund or recompense due. 



6

4.6. Local councils increasingly rely upon and operate within a system of partnership 
arrangements which involve public, private and charitable organisations. Within this context, it 
is important to ensure clear lines of accountability: all partners should be aware of their roles 
and responsibilities within the management of customer feedback and how to advise those 
customers seeking redress.  

4.7. Local Government Ombudsman’s Guidance on Running a Complaints System

The Council’s approach to handling comments, compliments and complaints will follow the Local 
Government Ombudsman’s Principles of good administrative practice and Guidance on Running 
a Complaints System, making updates as and when the LGO update their guidance. We 
consider the management of complaints is an integral part of the provision of our services.

5. Definitions and Exclusions

5.1 The following definitions will be used in the management of customer feedback to ensure 
that customers’ views are logged correctly: 

Comment

5.2 A comment can be described as an opinion or belief, feedback or remark expressed by a 
customer. Enquiries or ideas about the availability, delivery or nature of services are welcomed 
as valuable means to help the Council improve its functions. 

5.3 Example: “I think this web page might work better if it was adapted in this way…’

5.4 Compliment

A compliment is defined as a proactive customer statement of positive recognition or praise for 
a service or individual. Compliments confirm a positive experience of services and employees, 
and provide insight into what the Council is doing right and what is working well. All customer 
compliments will be logged on the corporate Customer Relationship Management (CRM) system 
to ensure that good service is recognised and rewarded.

5.5 Example: “I would like to thank you for the excellent service provided by the Basildon Animal 
Control Team in helping to locate my missing dog last week. Your staff were very helpful and 
supportive.”

5.6 Complaint

A complaint is an expression of dissatisfaction, however made, about the standard of service, 
action or lack of action by Basildon Borough Council or its employees; in connection with any 
services it has responsibility for, which affects either an individual customer or group of 
customers. A complaint may be generally defined as an expression of dissatisfaction in relation 
to a service, one which requires a response.

5.7 Example: “I was promised I would receive a response over a week ago now but I have not 
heard from you. I did not receive the service you said I would receive. No one replied to me 
within your stated time frames. I now wish this to be responded to as a Stage One Complaint.”
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5.8 The Council identifies a number of basic principles which inform its complaints management 
approach:

 The majority of complaints arise from a genuine feeling of grievance or concern – all 
customers have the right to complain, compliment and provide comment, in order to be 
heard, and have their complaints investigated 

 Grievances can become exacerbated if not dealt with sensitively and at the earliest 
available opportunity 

 Complaints can serve to highlight deficiencies in services but often also highlight more 
efficient ways of doing things, this links to the principles of the Corporate Plan.

 Efficient and effective management of complaints is integral to the way the Council 
functions

 As there can be confusion around what a customer’s expectations might be, Council staff 
should clarify with the customer whether they are seeking to make a complaint 

 The confidentiality of the customer and those persons mentioned (whether staff or others) 
should be appropriately protected

5.9. A complaint may arise as a result of many things relating to service functions such as, but 
not limited to:

 An unwelcome or disputed decision
 Concern about the quality or appropriateness of a service
 Delay in decision-making or provision of services
 Delivery or non-delivery of services, including complaints procedures 
 Quantity, quality, cost or frequency of service
 The attitude or behaviour of staff

5.10. Stage 0 Complaints

In line with the most recent LGO guidance, Basildon Council does not differentiate between a 
‘formal’ and an ‘informal’ complaint as “both are expressions of dissatisfaction that require a 
response.” However, seeking the right outcome for our customers in a timely fashion is the 
priority in the Council’s approach. Therefore, prior to a complaint being submitted the Council 
may ask, with a customer’s consent, if steps can be taken to address a matter before a complaint 
is submitted. This may be to quickly put right or resolve an issue without the need for written 
correspondence which may not be of benefit to the customer who simply wants action taken or 
the matter swiftly resolved. The management of such complaints is set out in the accompanying 
Complaints Procedure as a Stage 0 complaint. All Stage 0 complaints will be logged, monitored 
and analysed as with all other complaints.

Complaints, Comments and Compliments Exclusions

5.11. Outside of the Council’s Service Jurisdiction

The Council will only be able to receive and process complaints, comments and compliments in 
relation to services it provides, or services delivered by an alternative provider on the Council’s 
behalf. The Council will inform the customer if an item of feedback does not relate to a Council 
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service, and where possible inform the customer of the responsible body or entity to whom the 
feedback relates, when this is known.

5.12. Service Standards

The Council will acknowledge, record but not respond to complaints regarding a service 
standard set and agreed by the Council. Complaints can be progressed if the delivery of a 
service is not achieved within the agreed service standard timeframe or level of service. The 
Council will clarify when this exclusion applies and when the expected service will be delivered. 

5.13. Misinformation or Factual Inaccuracy

The Council will not receive complaints on the basis of factual inaccuracy or misinformation 
provided on behalf of the complainant/s. Complaints will be received and responded to if 
compelling evidence is provided by the complainant to reject the Council’s assertion that the 
information provided by the complainant is inaccurate or false.

5.14. Complaints when a Service Request has not been made.

If a customer requests to register a complaint but has not provided the Council with relevant 
information to deal with a standard request for a complained about service, the Complaints Team 
will advise the Customer how to raise this request prior to any complaint being taken forward. In 
such instances, complaints will not be progressed until sufficient information has been provided 
for the service request to be actioned within agreed service standards. 

5.15. Anonymous Complaints

An anonymous complaint is defined as one where the Council does not hold any contact details 
for the complainant (name, telephone number, e-mail address, home address.). 

Under these circumstances, the Council may not be able to put the complaint through the stages 
of the process but will address the matter in the best way possible. 

5.16. Complaints Regarding National Government Policies 

The Council has a statutory duty to implement Government legislation and is therefore, unable 
to progress complaints based upon the content or mandated delivery of national policies. In such 
instances Customer Service Advisors will provide steps and advise to whom complaints or 
representations about such policies can be made.

5.17. Complaints Regarding Agreed Council Policies

The Council has a range of adopted policies which prescribe and guide the business of the 
Council.  The Council must ensure that all its policies comply with relevant legislation. Careful 
consideration is given to how policies impact on staff, service users, residents and groups with 
protected characteristics. Such policies are approved by Elected Councillors through the 
Council’s decision making processes and officers are required to operate in accordance with 
agreed policies. It is recognised and accepted that policies can have what individuals might 
perceive as positive or negative impacts for them, based on their circumstances.
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The Council will deal with complaints alleging that relevant council policy has not been complied 
with, or that alleges the policy does not comply with relevant legislation through its normal 
complaints procedure. In circumstances where it is alleged that actions have been taken in the 
absence of a policy or where an individual believes a Council policy should exist but is absent, 
these complaints will also be dealt with using the normal complaints procedure.

Where a complaint relates to how a person has been effected as a result of a Council policy, 
there is very limited scope to investigate that complaint, however feedback and comments on 
the impact of policies will be taken into account (as appropriate) and considered as part of future 
reviews of the policy. Residents are also encouraged to provide feedback to their Ward 
Councillors (details of which can be found at www.basildon.gov.uk) who has options to make 
representations regarding the appropriateness of the policy through the decision making 
process.

5.18. Complaints with an existing right of appeal or regarding Settled or Ongoing Legal 
Case(s).  

Complaints will not be dealt with if there is an existing right of appeal or an existing or settled 
legal case regarding the specific matter - for example, an appeal to a Council Tax Tribunal, an 
ongoing Housing Review decision, or referral to a Planning Inspectorate. In such instances the 
complainant will be written to advising of this and if appropriate, advice will be given on how to 
pursue an alternative appeal. For those complainants who are, or who have pursued legal action 
against the Council, the outcome of this will override any formal action that can be determined 
by investigation via the Council’s Complaints Procedure.  

5.19. Basildon Borough Councillors

Elected Councillors of Basildon Borough Council will have enquiries and any associated 
complaints managed through the Council’s Member/Officer Contact Protocol.

Councillors can act as advocates for complainants and details pertaining to complaints advocacy 
are set out in the accompanying Complaints, Comments and Compliments Procedure.

5.20. Managing persistent or unreasonable complainants 

The Council is committed to handling customer feedback fairly and impartially and to provide a 
high quality service to those who make them. As part of this service we would not normally limit 
the contact complainants have with us. The majority of individuals who contact the Council 
communicate in a polite and reasonable manner. 

The ‘Persistent or Unreasonable Complainant’ Procedure is aimed at how we manage the 
relatively few individuals whose actions we consider unreasonable. The Council may not 
progress complaints or comments from customers managed under this process.

5.21. Aggressive/abusive behaviour – violence at work policy

Unreasonable behaviour is behaviour or language (whether verbal, i.e. face to face or by 
telephone, or written) that may cause staff to feel intimidated, threatened or abused. The Council 
recognises that customers may have reason to feel aggrieved, upset or distressed when they 

http://www.basildon.gov.uk/
mailto:http//www.basildon.gov.uk/CHttpHandler.ashx?id=5884&p=0
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issue a complaint, however aggressive or abusive behaviour will not be tolerated and will be 
dealt with under the Violence at Work People Management Procedure (PMP). 

6. Outcomes and Priorities   

6.1 Outcome 1: Improve Basildon Council’s services and culture

Priorities: 
 Deliver the right outcomes for residents where possible
 To use customer feedback to identify where we can improve services
 To align council resources to provide good quality services

6.2 Outcome 2: Increase customer satisfaction

Priorities:
 Provide accessible and inclusive services
 Reflect the Council’s desire to provide a good quality service
 Apply lessons learnt from comments, compliments and complaints
 Be transparent and have a clear process for customers
    Identify user satisfaction and address.

7. Basildon Borough Council Principles and Promises 

7.1 Corporate Plan 

The principles of this policy are considered essential in building the trust that is necessary for 
the delivery of the corporate promises. The first principle explicitly covers the correct 
management of enquiries and requests. 

7.2. The successful implementation of the Comments, Compliments and Complaints Policy will 
indirectly facilitate the delivery of the corporate promises by creating a mechanism in which local 
views are captured and used to improve Council services, policies and procedures. Overall to 
work more efficiently to deliver the desired outcomes for residents. 

7.3 ‘Comments, Compliments and Complaints’ Procedure

Details the comments, compliments and complaints process for customers, including the contact 
information to provide feedback to the Council and the agreed complaint management stages.

https://www.basildon.gov.uk/complaints 

https://www.basildon.gov.uk/complaints
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