
 

Tunbridge Wells Borough Council 

Complaints Procedure 

We welcome and value your feedback to help us improve our services. The aim of the 

Council’s complaints procedure is to: 

 Make it easy for customers who are dissatisfied to complain 

 Treat all complaints fairly and consistently 

 Try to resolve complaints at the initial point of contact 

 Improve our services by listening to and acting on customer feedback 

 

What is a Complaint?  

We define a complaint as: 

‘An expression of dissatisfaction about the standard of service, actions or lack of 

action by the Council, or by a contractor or third party that we use’.    

Requests for or enquiries about services do not come under our definition of a complaint.  A 

request for service may, however, result in a complaint if we fail to meet our service 

standards after receiving the initial enquiry. 

Some complaints may fall outside the scope of our procedure, or where there is an 

alternative right of appeal.  For example, there are statutory procedures for appeals against 

parking fines, planning applications, housing benefit decisions and reviews of homelessness 

decisions.  There is also a separate process for appeals against Fixed Penalty Notices 

issued for littering.   

The Council will not respond to complaints where there is an alternative right of appeal. 

However, we will let you know if your complaint needs to be dealt with in another way. 

 

How you can make a complaint 

You can make a complaint in the following ways: 

 On-line at http://www.tunbridgewells.gov.uk/council/complaints-and-

feedback/complaints-and-suggestions  

 By email to complaints@tunbridgewells.gov.uk 

If you are unable to use the internet or email, or would like to complain in a different way, we 

also accept complaints in person at our Gateway office, in writing, by telephone, or using the 

complaint form available at the Gateway and our other customer contact centres. 
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The Complaints Procedure 

Tunbridge Wells Borough Council has a two stage Complaints Procedure. 

Stage 1 

We will try to resolve your complaint when you first contact us, but if we can’t or we need to 

look into your complaint further we will deal with your complaint at Stage 1 of our Complaints 

Procedure.     

The responsible Head of Service will investigate your complaint, and respond to you within 

15 working days of receipt of your complaint.  

If you are unhappy with the response at Stage 1 you can request for your complaint to be 

reviewed at Stage 2. 

 

Stage 2 

If you remain dissatisfied with the response at Stage 1, the matter will be independently 

investigated by our Complaints Team, and then considered by the Chief Executive for a final 

decision.  Your complaint and the Stage 1 response will be reviewed, and the Chief 

Executive will respond within 20 working days.   

If you remain dissatisfied with the response at Stage 2 of the Council’s Complaints 

Procedure you can take your complaint to the Local Government Ombudsman (LGO).   

 

If at either stage we need more time to respond to your complaint, we will explain the 

reasons for the delay and let you know when you can expect a full response. 

 

Local Government Ombudsman 

The LGO is an independent service set up by the Government to investigate complaints 

about Councils.  The Ombudsman will not investigate most complaints until they have been 

through the Council’s Complaints Procedure. If you remain dissatisfied with the outcome of 

your complaint at stage 2, you can complain to the Ombudsman at http://www.lgo.org.uk. 

  

  

http://www.lgo.org.uk/


 

Complaints that do not fall in the scope of the Complaints Procedure 

Alternative Right of Appeal / Alternative Legal Remedy 

The Council will not respond to complaints where there is an alternative right of appeal. Such 

matters include, but are not restricted to: 

 Appeals against parking fines 

 Appeals against planning application decisions 

 Appeals against housing benefit decisions 

 Reviews of homelessness decisions 

 Fixed Penalty Notices 

  

Complaints about Councillors 

Complaints about Councillors are handled in a different way.  

If you want to complain about a Councillor, please contact the Council’s Monitoring Officer 

via email to monitoring.officer@tunbridgewells.gov.uk or in writing to the Monitoring Officer, 

Tunbridge Wells Borough Council, Town Hall, Royal Tunbridge Wells, Kent, TN1 1RS. 

 

Complaints about Freedom of Information Decisions 

If you are unhappy with the way we have dealt with your request for information, or disagree 

with the decision, you can request a review by the Head of Legal Services.  This will be dealt 

with outside the Council’s Complaints Procedure.  The Head of Legal Services will respond 

to your review within 20 working days and following this if you remain dissatisfied you can 

contact the Information Commissioner’s Office.  

 

Unreasonable and Unreasonably Persistent Complaints  

Tunbridge Wells Borough Council is committed to dealing with all complaints fairly and 

impartially.  We acknowledge that some complaints can be difficult to resolve and can cause 

anxiety and distress to complainants.  Whilst we aim to resolve matters there are times 

where a small number of complainants may pursue their complaints in a way which hinders 

consideration of their complaints, and has a significant impact on the Council’s resources.   

In cases such as these we will follow our Policy on Unreasonable and Unreasonably 

Persistent Complaints, which may result in a complainant’s contact being restricted by the 

Council.     
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