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1. Purpose of Report 
 
1.1 To present an updated complaints policy for approval by Cabinet 
 
 
2. Recommendations  
 
2.1 That Cabinet approve the draft complaints policy attached to this report 
 
 
3. Reasons for Recommendations and Background 
 
3.1 The Council’s complaints policy was adopted in 2003. It has been reviewed (and 

updated) periodically since then, and a further review is now due. 

3.2      Minor changes are proposed to the policy and these can be summarised as follows: 

i. The policy now refers to the Council’s safeguarding duties and reminds those 
dealing with complaints to consider whether the complaint raises safeguarding 
issues; 

ii. The list of complaints officers has been updated to reflect current management 
responsibilities; 

iii. The timescale for dealing with stage 2 complaints has been extended slightly 
from 10 working days to 15 to better and more realistically reflect  the time and 
effort involved in dealing with complaints thoroughly; 

iv. The advice on the investigation of complaints has been simplified; 
v. The policy now refers to the Council’s register of reported health and safety 

incidents. Where the complaint involves an individual who is potentially 
threatening or aggressive, officers are reminded to consider whether the register 
should be updated to include details.  



 

 

3.3      There is nothing to indicate that the complaints policy requires substantial amendment. 
For example, the Local Government Ombudsman (“LGO”) receives a low level of 
complaints about Hyndburn. This makes it difficult to identify trends from the statistical 
information provided by the LGO, but the low level of complaints may reflect generally 
good standards of service delivery and / or a good internal complaint handling process.  

3.4     The LGO’s latest annual letter to the Council (dated July 2016) does not flag up any 
areas of concern about either the Council’s services or its procedures for dealing with 
complaints. The letter relates to the period 2015/16 and during this time the LGO 
received 9 complaints about the Council. The table below shows the service areas to 
which the complaints related and compares this to the position in 2014/15: 

2015/16  2014/15 

Benefits and Council Tax         2  Benefits and Council Tax       5 

Environmental Services           3  Environmental Services         0 

Housing                                    1  Housing                                  1 

Planning                                   3  Planning                                 6 

Total                                        9   Total                                      12 

 

3.5      During this period the LGO also determined 8 complaints about the Council. Details 
are set out in the table below, which also compares this to the position in 2014/15: 

2015/16  2014/15 

Complaint invalid                     1  Complaint invalid                     0 

Advice given                            0  Advice given                            0 

Sent back to HBC                    4  Sent back to HBC                   7 

Closed after initial enquiry       2  Closed after initial enquiry      1 

Detailed investigation              1 

Of which, number upheld        1 

 Detailed investigation              5 

Of which, number upheld        4 

Total                                        8   Total                                      13 

 

            Complaints will usually be referred back to the Council for resolution because the 
complaint to the Ombudsman was made before the complainant had been through the 
Council’s own complaints procedure. 

 

3.6     The table below shows a comparison between the Council’s position and that of 
neighbouring District Councils over the same period. This exercise also does not 
indicate any obvious cause for concern in respect of the Council, with Hyndburn 
receiving a comparable number of complaints to its neighbours in 2015/16: 

Council Complaints 
received 

Complaints 
decided 

Complaints upheld after 
detailed investigation 



 

 

Hyndburn 9 8 1 

Burnley 12 13 0 

Pendle 15 16 2 

Rossendale 9 13 2 

Ribble Valley 9 8 1 

 
 
4. Alternative Options considered and Reasons for Rejection 
 
4.1 The Council could decide to retain the Council’s existing complaints policy. The 

existing policy is substantially the same as the revised version but this course of action 
is not recommended for the reasons set on Section 3 of this report. 

 
 
5. Consultations 
 
5.1 All chief officers and senior managers have been consulted and their comments and 

suggestions have been incorporated into the revised draft. 
 
 
 
6. Implications 
 

Financial implications (including 
any future financial commitments 
for the Council) 
 

None 
All training in respect of the revised policy 
and procedures will be carried out in-house. 

Legal and human rights 
implications 
 

None 
There is no external right of appeal against 
the Council’s decision in respect of a 
complaint, but anyone dissatisfied with the 
Council’s decision, or the way a complaint 
has been dealt with, may refer the matter to 
the Local Government Ombudsman. 

Assessment of risk 
 

No risks identified 

Equality and diversity implications 
A Customer First Analysis should be 
completed in relation to policy 
decisions and should be attached as 
an appendix to the report.  
 

The policy applies to all complaints. Only 
minor changes have been made to the 
existing policy and production of a CFA does 
not appear justified 

 
 
7. Local Government (Access to Information) Act 1985: 

List of Background Papers  

http://hyntranet/index.php?option=com_remository&Itemid=80&func=startdown&id=1407


 

 

 
7.1 The Council’s existing complaints policy 
 
 
 
 
 
 
 


