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Gorseinon Town Council aims to provide good quality services. This procedure deals with complaints to the Town Council about its actions, processes and administration.

1. If a complaint about procedures or administration is notified orally to a Councillor or Member of staff and it is not possible to satisfy the complainant fully forthwith, the complainant shall be asked to put their complaint in writing to the clerk. The complainant shall be assured that the complaint will be dealt with promptly after receipt. You can send your written complaint in either of the ways below:

a. Email: clerk@gorseinontowncouncil.gov.uk
b. By Post: Ty Newydd Community Centre, 17 West., Gorseinon Swansea SA44AA
2. If the complainant would prefer not to put the complaint to the clerk, they shall be advised to put it to the Chairman/Mayor.

3. Upon receipt of a written complaint, the clerk, as appropriate shall try to settle the complaint directly with the complainant (except where the complaint is about his/her own actions).

4. Where the clerk receives a complaint about his/her own actions it shall be referred to the Chairman/Mayor.

5. Where the Chairman/Mayor receives a complaint about his/her own actions it shall be referred to the Council after first notifying the complainant of the manner in which it is intended to attempt to settle the complaint.

6. In any case, where a written complaint is about Conduct of a Councillor, the complainant shall be given contact details of The Monitoring Officer, Swansea Council.

7. Where, in the opinion of the clerk, a complaint cannot be resolved satisfactorily, it shall be referred to the next appropriate Council meeting. The complainant shall be notified of the date on which the complaint would be considered.

8. The Council shall determine whether the matter be discussed with the Exclusion of Press and Public and this decision shall be announced at the meeting in public.

9. As soon as practicable after the decision regarding the complaint has been made and the nature of any action to be taken, the complainant shall be informed in writing.

Dealing with your concern

10. We aim to formally acknowledge your concern within 10 working days and let you know how we intend to deal with it.

11. We will ask you to tell us how you would like us to communicate with you and establish whether you have any particular requirements – for example, if you have a disability.

12. We will deal with your concern in an open and honest way.

13. Normally, we will only be able to look at your concerns if you tell us about them within 6 months. This is because it’s better to look into your concerns while the issues are still fresh in everyone’s mind. We may exceptionally be able to look at concerns which are brought to our attention later than this. However, you will have to give us strong reasons why you have not been able to bring it to our attention earlier and we will need to have sufficient information about the issue to allow us to consider it properly. (In any event, regardless of the circumstances, we will not consider any concerns about matters that took place more than three years ago). If you’re expressing a concern on behalf of somebody else, we’ll need their agreement to you acting on their behalf.

Ombudsman

If we do not succeed in resolving your complaint, you may complain to the Public Services Ombudsman for Wales. The Ombudsman is independent of all government bodies and can look into your complaint if you believe that you personally, or the person on whose behalf you are complaining:

a. have been treated unfairly or received a bad service through some failure on the part of the body providing it

b. have been disadvantaged personally by a service failure or have been treated unfairly.

The Ombudsman expects you to bring your concerns to our attention first and to give us a chance to put things right. You can contact the Ombudsman by:

phone: 0300 790 0203

e-mail: ask@ombudsmanwales

Website: How to complain | Public Services Ombudsman Wales
writing to:
Public Services Ombudsman for Wales
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