

	Response Checklist √: 

This checklist is based on best practice guidance for dealing with complaints. The checklist is to assist you with your response and does not need returning to the Complaints & Compliments Team. 

A  ‘GOOD’ response should include: 
	Tick √

	A summary to show your understanding of each issue of the complaint
	

	Give a brief summary of the steps taken to investigate the complaint – list any records reviewed or members of staff spoken with (to evidence your conclusions) 
	

	Detail the key issues and findings of the investigation
	

	Identify any errors or shortfalls in the service  provided and be clear if the complaint was upheld or not upheld
	

	Give an apology, if needed
	

	Outline any learning identified by the complaint 
	

	Explain what steps will be taken to resolve the complaint issues and improve the service going forward 
	

	 Information / contact details - what to do if customer is still unhappy?

‘This response concludes my consideration of your complaint at Stage 1/2/3? of the Council’s complaints procedure OR Children and Young People’s complaints procedure <delete as appropriate>.  If you remain unhappy with the outcome or you have any further queries please do not hesitate to contact the Complaints & Compliments Team on Tel: 01604 363436 E-mail: complaints@northamptonshire.gov.uk  who will be able to discuss a way forward with you. If we do not hear from you within 20 days of this letter then we will presume the matter is resolved to your satisfaction and we will close the record of your complaint’
	

	 Inclusion of Local Government and Social Care Ombudsman contact details; 

If you have been through all stages of our complaints procedure and are still unhappy, you can ask the Local Government and Social Care Ombudsman to review your complaint.
The Ombudsman investigates complaints in a fair and independent way - it does not take sides. It is a free service.
The Ombudsman expects you to have given us chance to deal with your complaint, before you contact them. If you have not heard from us within a reasonable time, it may decide to look into your complaint anyway. This is usually up to 12 weeks but can be longer 
for social care complaints that follow a statutory process.
The Local Government and Social Care Ombudsman
PO Box 4771

Coventry  

CV4 0EH

Tel: 0300 061 0614 
Text 'call back' to 0762 481 1595 

visit www.lgo.org.uk for more information and to complete an online complaint form.

 
	


