
Appendix A 
 

Complaints Procedure  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

   

Incoming Communication Received 

(Service requests, complaints, feedback, compliment) 

Adults Social 

Care Complaint      

Single Stage 

complaint 

Responded to by 

service within 20 

working days 

Acknowledged 

within 3 working 

days 

Corporate 

Complaint 

Acknowledged 

within 5 

working days 

Stage One 

complaint 

Responded to 

by service 

within 10 

working days  

Stage 2 escalation 

acknowledged within 5 

working days 

 
Stage 2 Complaint 

responded to by 

independent investigator 

within 20 working days 

 

Complaint 

resolved or 

escalated to 

stage 2 

Stage 2 escalation 

acknowledged 

within 5 working 

days 

Stage 2 Complaint 

Responded to by 

independent 

investigator within 20 

working days 

Service 

Request 

Passed 

to service 

to deal 

with 

directly 

and 

sender 

informed 

Council Housing 

Complaint 

To be dealt with by 

Council (landlord) 

or property 

managing agent 

Acknowledged 

within 5 working 

days 

Stage One 

complaint 

Responded to by 

Council or agent  

within 10 working 

days  

 

Where necessary the complainant will be notified of any extension to initial deadline dates provided 

in line with the applicable complaint handling code or statutory guidance 

Escalation route to Local 

Government and Social Care 

Ombudsman  

Escalation route to 

Housing 

Ombudsman 

Services 

Complaint 

resolved or 

escalated to stage 

2 

 

Data 

Protection 

Complaints 

Acknowledged 

within 30 

calendar days 

 

Single Stage 

complaint 

Responded to 

by independent 

investigator 

without undue 

delay 

Escalation route to 

Information 

Commissioner’s 

Office 

 




