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L:;t:ll::t}:“ll:(r:r \1’ ‘c:cnczic:;::; and Tratc}paycrs 1S csscnliql in helping us continuously improve and
bae .’ ¥ ery. To share your complanqts or compliments regarding our services,
please follow the steps outlined below. As an organisation, we are committed to handling all
?ccdchk transparently, fairly, and confidentially. All complaints will be thoroughl

investigated by experienced members of staff. o

Step 1: Complaint Submission
e You can m.akc your submissions through our emails, telephones, complaints log book at
our Reception Office and customer feedback boxes located at all our departments
e We reCO{nm.end that you put your complaint in writing so that there is a record of the
communication.
e To help us resolve your complaint quickly, please provide us with :
v Your account details

v" Your complaint
v How you feel the matter should have been handled

Step 2: Investigations
e We strive to acknowledge receipt of your complaint within 48 hours and resolution

within 7 working days.
e Where a complaint cannot be resolved within 7 working days, a timeous notification
will be sent to you advising of the delay and you will be kept updated of progress made

[as necessary]
e All complaints are received and dealt

statutes and policies.

e If necessary complaints may
Department for resolutions

with by the Town Secretary in line with governing

be escalated to the responsible Manager or relevant

Step3: Resolution and feedback

o [fwe are able to address the complaint within 7 working days and you have confirmed
ur satisfaction we will send you a written

that the matter has been resolved to yo
confirmation of the resolution
e If your complaint has not been handled in a manner_you felfgt , ki
Secretary clearly,g¥ ‘ :

l/letter tothe T
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Complaints
Handling Procedure

Feedback from residents and ratepayers is essential in helping us continuously improve and
enhance our service delivery. To share your complaints or compliments regarding our services,
please follow the steps outlined below. As an organisation, we are committed to handling all
feedback transparently, fairly, and confidentially. All complaints will be thoroughly
investigated by experienced members of staff.

Step 1: Complaint Submission
* You can make your submissions through our emails, telephones, complaints log book at
our Reception Office and customer feedback boxes located at all our departments
e We recommend that you put your complaint in writing so that there is a record of the
communication.
e To help us resolve your complaint quickly, please provide us with :
v Your account details

v Your complaint
v How you feel the matter should have been handled

Step 2: Investigations
e We strive to acknowledge receipt of your complaint within 48 hours and resolution

within 7 working days.
e Where a complaint cannot be resolved within 7 working days, a timeous notification
will be sent to you advising of the delay and you will be kept updated of progress made

[as necessary|
e All complaints are received and dealt with by the Town Secretary in line with governing

statutes and policies.
e If necessary complaints may be escalated to the responsible Manager or relevant

Department for resolutions

Step:3: Resolution and feedback

e Ifwe are able to address the complaint within 7 working days and you have confirmed
that the matter has been resolved to your satisfaction we will send you a written

confirmation of the resolution
e If your complamt has not been handled in a manner g’ﬂl?o\&ld, indly call or
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