
 
Complaints Procedure 

 
 Wiltshire Council is committed to listening to the view of customers and 

welcomes feedback whether positive or negative.  This complaints 
procedure sets out what you can expect to happen when you make a 
complaint to this council. 

 
A complaint is any expression of dissatisfaction by you or your 
representative.   You can complain to us verbally or in writing. 

 
1. Aims of the complaints procedure 
 
 Our aim is to ensure that your concern is taken seriously and that you 

receive a satisfactory answer.  The aims of this complaints procedure 
are:- 

 
• To give you an effective way of raising your complaint. 

 
• Where possible, to resolve complaints quickly. 

 
• To deal with complaints fairly and consistently. 

 
 
2 What is covered under the complaints procedure? 
 
 A complaint can be considered under this procedure if Wiltshire 

Council has a power or duty to provide or secure the provision of a 
service for you.  If you are unsure whether we can deal with your 
complaint, please contact  us for advice. 

 
 
3 What is not covered by the complaints procedure? 
 
 

Sometimes you will not be able to complain using our complaints 
procedure.  We give some examples of complaints that we cannot 
consider using our complaints procedure below.   

 
• Complaints from individuals or organisations where there is a 

contract governing the relationship between the council and the 
complainant (for example, contractors) 

 



• Complaints by one part of the council or its affiliate organisations 
against another (e.g, community area boards, maintained 
schools, governing bodies) 

 
• If there are or have been legal proceedings in connection with 

the complaint, including proceedings taken by the Council. 
 

• Any matter that should be considered by a court, statutory 
tribunal or statutory appeals process.  

 
• A school admission or exclusion appeal dealt with by the 

Education Appeals Panel. 
 

• Complaints about a councillor – there is a separate complaints 
process for this. 

 
• A complaint which lies within the jurisdiction of the governing 

body of a school. 
 

• A complaint about personnel matters, including appointments, 
dismissals, pay, pensions and discipline. 

 
• Complaints that are principally about members of staff.  

Complaints about staff may, if it is appropriate, go through the 
staff disciplinary procedure. 

 
• Complaints about council policy, such as the level of council tax, 

how eligibility criteria are set, or the prioritisation of works. 
 
This list is not exhaustive.  If we cannot consider your complaint using this 
procedure we will try to advise you of other appropriate routes available to you 
for making your complaint. 
 
 
 
4 Making a complaint 
 
We will take complaints seriously, and will always ensure that you receive a 
response.   
 
You can make a complaint in a number of ways.  You can contact us by 
phone, e-mail, by e-form online, a letter or at one of our offices.  When you 
make your complaint please provide as much information as possible, 
including the names of any officers you may have already spoken to about the 
matter and any reference number you may have relating to the complaint. 
 
If you want someone else, for example a friend, relative or representative, to 
complain to us on your behalf, we will work with them to resolve your 
complaint. However, we will always need to have evidence that you have 
given your permission for someone else to complain on your behalf. 



 
 
 
5 The Complaints Procedure 
 
This is a two stage procedure, and it can be used for most concerns you wish 
to raise.   
 
Stage 1 
 
We hope that most complaints can be resolved at the first stage of the 
complaints procedure.    Our aim is to resolve complaints as quickly as 
possible. 
 
When you first make a complaint we should acknowledge receipt of it within 2 
working days, and let you know when we think we will be able to give you a 
full response.  
  
At stage one your complaint will be dealt with by a member of the team that 
provides the service you are complaining about.  They will contact you with a 
full response.  If they are not able to give a full response within one working 
week of acknowledging your complaint, they will let you  
know how long they expect to take before they are able to give you a full 
response. 
 
If you are not happy with the full response that you receive at Stage 1, you 
can ask for the complaint to be put through to Stage 2.  Please telephone or 
write to the Corporate Complaints team at County Hall if you want us to take 
your complaint through to Stage 2.  The Corporate Complaints team’s contact 
details are at the end of this document. 
 
 
Stage 2 – Investigation and Review 
 
If we are unable to resolve your complaint at Stage 1, the Corporate 
Complaints team will review your complaint.  You will be kept advised of 
progress with your complaint, and will receive a written response. 
 
If you remain unhappy with the council’s response at the end of Stage 2, you 
can contact the Local Government Ombudsman.  We will provide information 
about how to complain to the Ombudsman, who is completely independent of 
the council. 
 
7.  Data Protection 
When you make a complaint, we will log information about your complaint and 
your name and contact details on our complaints management system.  
Information will only be collected and stored for the purposes of dealing with 
your complaint and improving our services.  Your complaint and details will be 
treated confidentially. 
 



8 Equality and diversity complaints (including complaints relating 
to allegations of discrimination or discriminatory behaviour) 
 
If in receiving a service from us, you feel you have experienced any form of 
unlawful discrimination or unfair treatment on the grounds of your race, 
gender, disability, sexuality, faith/belief or age  you can make a complaint 
using the corporate complaints procedure.   In these cases we will put your 
complaint straight through to Stage 2 of the corporate complaints procedure.   
 
If the complaint relates to staff conduct and behaviour the Corporate 
Complaints Manager and the Equality and Diversity Manager will consider the 
details of the complaint and decide what the most appropriate way to 
investigate the complaint.  Where officers of the Council are involved, it may 
be necessary to refer the matter to the Council’s Human Resources 
department to be handled under the staff disciplinary procedures 
 
Depending on the seriousness of the allegations, it may be necessary to refer 
the matter directly to the police.  
 
If you would prefer to seek independent advice about a complaint of this 
nature, you may wish to contact The Equality and Human Rights Commission.   
 

Contact us 

If you are unsure about making a complaint or want to talk to someone for 
some general advice, please contact us in the following ways: 
 
Corporate Complaints Team 
Wiltshire Council 
County Hall 
Trowbridge 
Wiltshire 
BA14 8JN 
 
Telephone:  0300 456 0100 
 
E-mail: complaints@wiltshire.gov.uk 
 
 
 
 
 
 
 
 
 
 
 
 

mailto:complaints@wiltshire.gov.uk


 
Further sources of information : 
 
Local Government Ombudsman 
 
Telephone LGO Advice Team on 0845 602 1983, 

between Monday and Friday – 8.30 – 
5pm. 

Text ‘call back’ on 0762 480 4323 
Write to The Local Government Ombudsman 

PO Box 4771 
Coventry 
CV4 OEH 

Online Further information about the LGO 
can be found at www.lgo.org.uk  

 
 
Housing Ombudsman 
Telephone 
 
Lo-call 

020 7421 3800 
 
0845 7125 973 

Minicom 020 7404 7092 
Fax 020 7831 1942 
E-mail info@housing-ombudsman.org.uk 

Write to Housing Ombudsman Service 
81 Aldwych 
London 
WC2B 4HN 

Online www.ihos.org.uk  
 
 
Equality and Human Rights Commission 
 
Write to The Equality and Human Rights 

Commission 
Freepost RRLL-GHUX-CTRX 
Arndale House 
Arndale Centre 
Manchester 
M4 3EQ 

Telephone 0845 604 6610 
 
Mon, Tues, Thurs, Fri – 9am to 5pm 
 
Wed – 9am to 8pm 
 

Text 0845 604 6620 
Fax 0845 604 6630 
Online www.equalityhumanrights.com  
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