WHO CAN MAKE A COMPLAINT?

Anyone who is not satisfied with a service
provided by Berwick-upon-Tweed Borough
Council may make a complaint in person, by
telephone or in writing.

WHAT YOU SHOULD DO

If you feel you have a complaint you should
first raise your concern with the Head of
Service which provides the service
complained of, the details of which are set
out below. If you have any difficulty
identifying which Head of Service is
responsible for the service about which you
are complaining, please contact Liam Henry
(Berwick 330044 ext. 110 or 301710). If you
are unhappy with the action taken by the
Head of Service concerned you may
complain to the Chief Executive who will
ensure that the matter is thoroughly
investigated and will write to you with a full
explanation of what action has been or will
be taken.

CAN | GET HELP IN MAKING THE
COMPLAINT?

At any stage during the process you may
wish to ask for help from your local
Councillor or from the local Citizens’ Advice
Bureau (CAB).

The local CAB is at: 5 Tweed Street,
Berwick-upon-Tweed, Telephone: (01289)
330222

Its normal opening hours are : 10.00am —
2.00pm

Monday, Tuesday, Wednesday & Friday.

HOW THE COMPLAINT SYSTEM
WORKS

If your complaint is in writing we will
acknowledge it, in writing, within two days.

The Head of Service will investigate your
complaint and may ask to speak with you
to discuss your concerns.

The Head of Service will give you a
detailed explanation, in writing, of the
actions which have been taken, or will be
taken to solve your complaint; and will aim
to complete an investigation and report to
you within 15 working days of receiving
your complaint.

If you are unhappy with the action we have
taken in stage one you should contact the
Chief Executive and explain why you feel
we have not resolved your complaint.

The Chief Executive will examine your
complaint thoroughly, will look at what
action has been taken so far and at what
other action can be taken.

The Chief Executive will reply to your
complaint, in writing, explaining what
action has been, or will be taken following
your complaint.

COMPLAINTS TO THE LOCAL OMBUDSMAN

At any stage of the Council’'s complaints
process you may complain to the Local
Government Ombudsman, an independent
person who will investigate any complaint
about the Council. The LGO Advice Team,
operate Monday to Friday 8.30am to 5pm and
can be contacted in writing, by telephone,
email or text:

Local Government Ombudsman

PO Box 4771, Coventry, CV4 OEH
Telephone: 0845 602 1983 or 024 7682 1960
Email: advice@lgo.org.uk Text: 0762 480
4323

If your complaint concerns a Freedom of
Information, Data Protection or Environmental
Information issue you may also complain to
the Information Commissioner, another
independent person. The Information
Commissioner’s address is:

Wycliff House, Water Lane,

Wilmslow, Cheshire, SK9 5AF

Tel: 01625 545 745 Fax: 01625 524 510
Email: mail@ico.gsi.gov.uk

COUNCIL SERVICES

Legal and Democratic Services

Borough Solicitor: Liam Henry (Administration,
Committee Services, Elections, Taxi Licensing, Legal
Services, Conveyancing, Right-to-Buy and Alcohol
Licensing)

Environmental Health

Head of Public Protection: Jan Anderson
(Environmental Health, Refuse Collection, Street
Sweeping, Litter Collection, Recycling, Dog Warden,
Charter Market, Noise and Food Hygiene)

Transport

Transport and Environmental Regulations Manager:
Gary McBride (Car Parks)

(Please note that appeals against Excess Parking
Charges are dealt with under a separate appeals
system, further details of which can be obtained from
the Transport and Environmental Regulations
Manager).

Finance

Head of Finance (Accountancy & Audit): Charles
Oakley

Head of Revenues & Benefits: Ann Skeldon (Benefit,
Business Rates, Council Tax, Invoicing and Cashiers)

Housing

Head of Housing and Property: Michael Haynes
(Council Properties and Housing, Homelessness, Rent
Payment, Renovation Grants, Architectural Services
and Direct Labour Organisation (Property))
Information Technology

ICT Systems Officer: Nick Latham (Computing
Services and Council Telephone System)

Personnel

Personnel Manager: John Wilson (Personnel and
Council Safety Officer)

Amenities, Development and Regeneration
Director of Regeneration and Development:




Shona Alexander (Tourism, Leisure and Recreation,
Borough Museum and Archives)

Planning

Head of Development Services: Peter Rutherford
(Development Control and Building Regulations,
Town and Country Planning)

Environmental Maintenance Services

Environmental Maintenance Manager:

Chris Budzynski (Civil Engineering, Parks and Open
Spaces, Direct Labour Organisation, Highways
Agency)

Chief Executive: Jane Pannell

Berwick-upon-Tweed Borough Council, Council
Offices,

Wallace Green, Berwick-upon-Tweed, TD15 1ED

For all of the above telephone: (01289) 330044

OUR PROMISE

Berwick-upon-Tweed Borough Council
are determined to make sure that the
services we provide are as effective and
efficient as possible.

We try to make sure that we deal with
any problems you experience swiftly
and with courtesy. However, sometimes
we do make mistakes. The complaints
system set out in this leaflet will help us
learn from those mistakes and put
things right. We value your role in
helping us to improve our services.

Your complaint will be dealt with in
confidence.

THE COUNCIL’S COMPLAINTS
STANDARDS

We aim to provide you with a prompt
and thorough response to your
complaint.

Your complaint will be acknowledged
within two days of receipt

Investigations will start within two
days of receipt of your complaint.

Senior staff will investigate your
complaint and will carefully review
the issues involved. Written reports
will be produced where appropriate.

Our aim is to give you a full
explanation within 15 working days.

For further information about the
complaints procedure, please contact

Liam Henry

Berwick-upon-Tweed Borough Council
Council Offices

Wallace Green

Berwick-upon-Tweed

TD15 1ED

Telephone: (01289) 301710



YOUR RIGHT
TO COMPLAIN



