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South Gloucestershire Council

Help us to

get it right
 
This leaflet tells you how you can help us to improve by 
making a compliment, suggestion or complaint about 
the services we provide.

Independence, choice and quality
www.southglos.gov.uk
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We welcome your feedback

We aim to provide you with the best possible 
service. We welcome your feedback so that we can 
improve the services we provide to you. We need to 
know what we are doing well, what we are not doing 
well and any ideas you may have on how we can 
improve our services for the future. We care about 
what you think.

 
How to compliment us
	 compliment - what you are happy or pleased with

If we have done something that has exceeded your
expectations or if you have found our staff, advice or the
information we have given you particularly helpful, it is
important we know. Your compliments can help us make
sure our staff and services continue to provide a good
service to you.

You can contact us to make your compliment using the
contact details on page 10 or by completing the feedback form 
in this leaflet.

 
What happens to my compliment?

When we receive your compliment we will contact you to thank 
you within five working days. All compliments will be sent to the 
appropriate manager(s) who will ensure that the relevant staff 
and service providers are recognised and acknowledged.
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How to make a suggestion
	 suggestion - an idea or proposal

We would like to know if you have any ideas on how we can 
improve our services. You can make your suggestions using the 
contact details on page 10 or by completing the feedback form 
in this leaflet.

What happens to my suggestion?

When we receive your suggestion we will contact you to 
thank you within five working days. Your suggestion will be 
passed to the appropriate manager(s) who will inform you if an 
improvement can be made to our service as a result.

How to make a complaint
	 complaint - what you are unhappy about

Sometimes we do make mistakes so if you are not happy
with something we have done please let us know.  

We want to resolve your complaint as quickly as possible.  
If you have a concern about a council service, please talk to 
a member of staff who may be able to sort things out straight 
away.
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What you can expect

If we cannot resolve your complaint straight away, we will make 
a record of it and consider the most appropriate way to deal with 
it. This might be through our complaints procedure.   
Where this is the case we will:

❙	� look into your complaint thoroughly and fairly
❙	� be honest and polite and keep information you give us 

confidential
❙	� keep you informed of the progress of your complaint and tell 

you who is dealing with it
❙	� apologise if we have made a mistake
❙	� learn from our mistakes and take action to improve the 

quality of our services.

 
What we expect of you

Throughout your contact with us, we expect you to:

❙	� give us all relevant paperwork and as much information as 
possible so we can deal with your concerns as quickly as 
possible

❙	� be reasonable with your requests and demands
❙	� treat our staff with courtesy and respect. We will not tolerate 

rude or abusive behaviour.

Because of the nature of their contact with us, a small number 
of complainants hinder the consideration of their own, or other 
complainant’s cases. This may be because of unacceptable 
behaviour in their dealings with us, or because of unreasonably 
persistent contacts that distract staff but add nothing to our 
knowledge of the case. This can hinder the consideration of 
their, or other people’s, complaints.  When necessary, we will 
take action to restrict access to our service when unreasonable 
behaviour of this nature persists.

There are some circumstances where it will not be appropriate 
for us to consider your complaint through our complaints 
procedure.  Further explanation can be found at page 8. 
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The complaints procedure

20 working days to request
escalation of your complaint

to Stage 2

20 working days to  
request escalation of 

your complaint to Stage 3

Please note - If you are happy that your complaint has been resolved or you no longer 
wish to pursue your complaint, then you can end the process at any stage.  

However, should you wish to take your complaint to the Ombudsman, you will normally 
be expected to complete stages 1 and 2 of our procedure (stage 3 is optional).

Stage 2
A senior officer not related to 
the service complained about 
investigates. Response within  

25 working days

Stage 1
The manager or senior officer of 
the service complained about 

looks into your complaint. 
Response within  
10 working days

Stage 3  
Internal review  

(optional)
A panel of three 

Councillors
review your complaint.
Panel convened within 

30 working days

External review
Local Government

Ombudsman
(independent 
organisation)

You may request the Local 
Government Ombudsman 
to review your complaint
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The Complaints Procedure

Stage 1

We will acknowledge your complaint within five working days
of receiving it and pass it to the manager of the service
complained about. We will provide you with a full response
to your complaint within 10 working days.

If we cannot provide a response within this time, we will
contact you explaining the reasons for the delay and tell you
when you can expect a reply.

 
Stage 2

If you are not satisfied with the response you received at
Stage 1, you can request that your complaint is investigated at 
Stage 2. You will need to contact us within 20 working days of 
the date of our response letter at stage 1. We will let you know 
within five working days that we have received your request for a 
Stage 2 investigation.
 
Where appropriate a senior member of staff who is independent 
of the service complained of will look into your complaint, and 
talk to you and everyone who is involved. After this they will 
write a report which will present their findings. A senior manager 
will receive a copy of the report and will decide what action, if 
any, the service needs to take to put things right. A copy of the 
report and senior manager’s review will be sent to you within 25 
working days. If we cannot provide a response within 25 working 
days, we will contact you explaining the reasons for the delay 
and tell you when you can expect a reply.

 
Stage 3 (Optional)

If you are not satisfied with the response you received at
Stage 2, you can request to have your complaint heard by
our complaints review panel or you can refer your complaint
directly to the Local Government Ombudsman.
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Complaints Review Panel

If you would like to request a Stage 3 complaints review
panel you will need to contact us within 20 working days of
the date of our response letter at Stage 2.

Where appropriate a panel of three Councillors will meet to 
review the Stage 2 Investigation. We will aim to arrange this 
within 30 working days of your request. You can attend the 
review panel and take someone to support you. After listening to 
all the information, the panel will reach a view on the complaint 
and decide if it is appropriate to make any recommendations. 
You will be advised of the outcome of your complaint in writing 
within five working days.

 
Local Government Ombudsman

If following stage 2 (or stage 3 if your complaint is heard at 
a panel) you remain dissatisfied with the outcome of your 
complaint, you may wish to consider making a complaint to the 
Local Government Ombudsman. The Ombudsman offers an 
independent, confidential and free of charge service.  
You can contact the Ombudsman’s office for advice at any time, 
but they will usually only look into your complaint once you have 
completed Stage 2 of our complaints procedure.

The Local Government Ombudsman can be contacted using 
the details below:

Local Government Ombudsman 
PO Box 4771
Coventry
CV4 0EH
Tel: 0300 061 0614
Website: www.lgo.org.uk
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Special procedures
Complaints about Children’s and Adults Social Care

We handle complaints about social care under a separate 
procedure. For information about how to complain or provide 
your feedback, please phone the following numbers:  

Children’s social care: 01454 865924
Adult social care: 01454 865924
 
 
Schools

If you have a complaint about a school, please contact the
Headteacher in the first instance. If you feel your complaint
has not been resolved the next point of contact should be the 
school Governing Body. Further advice on school complaints is 
available at www.education.gov.uk

Appeals

There are separate procedures for dealing with complaints 
about the following:
Education Admissions Appeals
Phone 01454 868008
Special Educational Needs and Disability Tribunal
Phone 01454 868008
Complaints about childcare providers
Phone 01454 868008
Housing and Council Tax Benefit entitlement and awards
Phone 01454 868002 or 01454 868003
Planning applications
Phone 01454 868004
A decision made about eligibility of housing
Phone 01454 868005
 
Please note the above list details some of the circumstances where it 
is not appropriate to consider your complaint through our corporate 
complaints procedure. Therefore it is not exhaustive.
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Freedom of Information, Data Protection and Environmental 
Information Regulations

If you are unhappy with the way in which your request has been 
handled and/or responded to please let us know.  Different 
procedures will apply depending on the nature of your 
complaint.  When we receive your complaint we will write to you 
and confirm how we will investigate it.

If following our response you remain dissatisfied you can 
complain to the Information Commissioner at:

First Contact Team
The Information Commissioner’s Office
Wycliffe House 
Water Lane 
Wilmslow
Cheshire 
SK9 5AF
Phone: 0303 123 1113
Website: www.ico.gov.uk

Confidentiality
Any personal information that you give us is confidential and will 
be held by South Gloucestershire Council in accordance with 
the Data Protection Act.  Your information will not be passed 
to any other organisation without your consent.  We will ask for 
your consent to share information where your comments relate 
to services outside the council.

Your needs
Please let us know if you need help completing the feedback 
form or if you need it in other languages or formats.
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How to contact us
You can provide us with your feedback in the following 
ways:

	 On line: 	 You can fill in a feedback form online 		
		  by going to our website at:  
		  www.southglos.gov.uk 

	 By email:	 CRSfeedback@southglos.gov.uk

	 By phone:	 01454 868009

	 Minicom:	 01454 868010

	 In person:	 You can visit us at one of our One Stop 	
		  Shops in Kingswood, Yate, Patchway 		
		  and Thornbury

	 Feedback form: 	 	
		

Fill in the form attached to this leaflet and 
return it to the address below.

	 By Letter: 	�  		

	 	
		
		
		
		
		
		
		

Write to us using the following  address

South Gloucestershire Council
Chief Executive & Corporate Resources Dept
Customer Relations
PO Box 1953
BRISTOL
BS37 0DB

If you need help with any of these contact methods then 
please let us know.
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Are you making a:

Compliment  Suggestion  Complaint  

Your details:

Title Mr  Mrs  Miss  Ms  Other 

First name

Surname

Address

Postcode

Tel no

Email address

If you are making a complaint, have you contacted the council before about it? 

No   Yes 

If yes, and you know who dealt with your complaint, please write his or her name here:

Which department or service does your complaint relate to:

If you are contacting us on behalf of another person, please also fill in 
the section below with your details.

Title Mrs  Mr  Miss  Ms  Other 

First name

Surname

Address

Postcode

Tel no

Email address

Help us to get it right



 12

Help us to get it right	 April 2014

www.southglos.gov.uk

Details of your complaint, compliment or suggestion

If you are making a complaint how would you like to see the matter resolved?

Signature: Date:
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We want to treat everyone equally and fairly. To help us check whether we are 
doing this we would be grateful if you could answer the following questions.  
All your answers will be treated in the strictest confidence and will not affect 
the way we deal with your feedback. 

It will only be used to monitor our performance and make sure we are treating 
everyone fairly.
 
 
If you prefer not to fill in this section please tick 

Are you:

   Female     Male     Prefer not to say 

Do you consider yourself to be disabled? 

 No

 Prefer not to say

 Yes - Physical impairment, such as difficulty using arms or mobility issues which may  
 mean using a wheelchair or crutches

 Yes - Sensory impairment, such as being blind / having a serious visual impairment or  
 being deaf / have a serious hearing impairment

 Yes - Mental health condition, such as depression, anxiety or schizophrenia

 Yes - Learning disability/difficulty (such as Down’s Syndrome, dyslexia, dyspraxia) or  
 cognitive impairment (such as autistic spectrum disorder)

 Yes - Long standing illness or health condition, such as cancer, HIV, diabetes, chronic  
 heart disease or epilepsy

 Yes - Other (please state)

Please tick the age group you belong to

 18 and under  65 – 74

 19 – 24  75 – 84

 25 – 44  85 +

 45 – 64  Prefer not to say
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Please tick the ethnic group you belong to

 Arab  Mixed/Multiple Ethnic Groups – White & 
 Asian

 Asian/Asian British – Bangladeshi  Mixed/Multiple Ethnic Groups – White & 
 Black African

 Asian/Asian British – Indian  Mixed/Multiple Ethnic Groups – White & 
 Black Caribbean

 Asian/Asian British – Pakistani  Mixed/Multiple Ethnic Groups – Other  
 (please state)

 Asian/Asian British – Chinese  White – English/Welsh/Scottish/Northern 
 Irish/British

 Asian/Asian British – Other (please state)  White – Irish

 Black/African/Caribbean/Black British – 
 African

 White – Other (please state)

 Black/African/Caribbean/Black British – 
 Caribbean

 Other ethnic group (please state)

 Black/African/Caribbean/Black British – 
 Other (please state)

 Prefer not to say

 Gypsy or Traveller of Irish Heritage

Please return your completed form to:

South Gloucestershire Council
Chief Executive & Corporate 
Resources Dept Customer Relations 
PO Box 1953
BRISTOL
BS37 0DB
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