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Complaints' Policy and Procedures Complaints' Policy (draft)

Llanfairfechan Town Council is committed to providing high quality, accessible and
responsive services to everyone who lives, works or visits the town and to serve them as
effectively and courteously as possible. This is a standard procedure to provide a
transparent, fair and confidential process for dealing with complaints made about the
administration of the council, its procedures and councillor’s conduct. Which will ensure
that any complaint is properly and fully considered.

Main Aims of this document:
The Council aims to ensure that:

1.
2.

Making a complaint is as easy as possible;

A complaint is taken as a clear expression of dissatisfaction with its service which calls for an
immediate response;

A complaint is dealt with promptly, politely and, when appropriate, confidentially;

It responds in the right way - for example, with an explanation, or an apology where it has got things
wrong, or information on any action taken etc.;

It learns from complaints, uses them to improve its service, and reviews annually its complaints policy
and procedures.

Every effort will first be made by the Clerk or Chairman to resolve complaints to the satisfaction of
the complainant informally, or by providing an explanation, before resorting to the formal complaint’s
procedure.

How to contact Llanfairfechan Town Council

1.

There are many ways in which you can contact the Town Council to pass on compliments and
comments;

You could write to the council; Llanfairfechan Town Council, Llanfairfechan Community Town Hall,
Village Road, Llanfairfechan Conwy LL33 1AB

You could email the council using: jayne@Ilanfairfechan.net or callum@Ilanfairfechan.net

You could telephone the council on 01248681697

You could visit the council offices at Llanfairfechan Community Town Hall. Office is open Monday to
Wednesday 9am to 12pm

You could email your local councillor —contact details are available our website

A ‘Complaints Log’ will be produced and kept by the Town Clerk and regularly updated and made available
to the Council when it reviews complaints. The log should record:

1.
2.

The date the complaint was made and details of the complainant/s and complaint/s being made

How the complaint was made, e.g. in person, letter, email;


mailto:jayne@llanfairfechan.net
mailto:callum@llanfairfechan.net
https://www.llanfairfechantowncouncil.co.uk/en/about-the-council.php#councillors

3. When the complaint/s were responded to;
4. What action was taken;

5. What further actions may need to be taken

Further information: -

Unreasonable and Vexations Complaints

The Council may decide that no further action can usefully be taken in response to the complainant, and inform
the complainant so, making it clear that only new and substantive issues will merit a response. Complaints can
take this further by approaching the Public Ombudsman for Wales.

Anonymous Complaints
Anonymous complaints may be dismissed at the discretion of the council according to the type and seriousness
of the allegation.

Informal Complaint (Stage 1)

A complaint should be made, either orally or in writing, to the Clerk or the Chairman who will investigate the
complaint and report back to the complainant. in writing

Informal Complaints (Stage 2)

If the complainant is not satisfied with the response, they will be directed to contact the Public Ombudsman
for an evaluation of the matter
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