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We  are committed to providing high quality services and support
for all our customers. We value all feedback as it allows us to make
valuable improvements to our services. 

This policy covers all services that are provided by Babergh and Mid
Suffolk District Councils, either by us directly or through sub-
contractors, contractual partners, and providers of services on our
behalf.

The information below provides a summary of the headline numbers
from 20/21 and some key findings from our complaints survey,
carried out in 2021. 

In 2020/21



What is a complaint?
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‘An expression of dissatisfaction, however made, about the standard of service,
actions or lack of actions by the organisation, its own staff or those acting on its

behalf, affecting an individual resident or group of residents’ 
 

Cases where other rights of appeal exist (e.g. against refusal of planning
permission, or housing benefit assessment). Appeals » Babergh Mid
Suffolk

Routine requests for service (e.g. raising a repair request, grass cutting, a
missed bin, complaints about neighbours), unless such a request has been
dealt with improperly or with undue delay. These should be logged via the
online forms or through customer services Contact us » Babergh Mid
Suffolk.

Allegations of fraud (which are dealt with via our fraud reporting service). 

Services we do not deliver. This includes  services delivered by Suffolk
County or Town and Parish Councils, such as Highways Roads and
transport | Suffolk County Council, Blue badges Blue Badge scheme |
Suffolk County Council.

Complaints about Councillors. If your complaint is about a Councillor,
please go to: Making a complaint about a councillor » Babergh Mid Suffolk.

Complaints that are over a year old unless you can provide a statement to
explain why the matter could not be raised sooner. We will review this on
a case-by-case basis.

Anonymous complaints, as we are not able to in investigate this fully for
you.

Lastly, complaints where they have been or are subject to formal court
proceedings. 

What is not considered a complaint under this policy? 

The definition of a complaint is: 

https://www.midsuffolk.gov.uk/council-tax/appeals/
https://www.midsuffolk.gov.uk/contact-us
https://www.suffolk.gov.uk/roads-and-transport/
https://www.suffolk.gov.uk/roads-and-transport/parking/blue-badge-scheme/
https://www.babergh.gov.uk/the-council/making-a-complaint-about-a-councillor/
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How to make a complaint,
comment or compliment

In the first instance, it’s always best to try to resolve the problem at
the first point of contact informally, by contacting the area your

concern relates to via Contact us » Babergh Mid Suffolk.

Early resolution

If you feel this is unsuccessful, please contact us using the
following contact options:

The easiest way to register a complaint is online, by completing our online portal
form Contact Us - Babergh and Mid Suffolk Self Service (achieveservice.com)

You will receive an instant acknowledgement and case reference number. 

Please note if you do not sign up to the system, your complaint will not receive as
response as we cannot accept anonymous complaints. 

Via our social media sites 

Twitter: @BaberghDistrict @MidSuffolk
Facebook: @BaberghDistrict @midsuffolkdistrictcouncil

If you wish to submit a complaint through via social media, please let us know it’s
for the attention of compliments, comments and complaints. 

If you are not online, you can also submit your complaint: 
 
By letter addressed to: Compliments/Comments and Complaints, 
Babergh and Mid Suffolk District Councils,
8 Russell Road,
Ipswich,
Suffolk,
IP1 2BX

If you send a complaint via post, please include your contact information and allow
up to 10 working days to receive an acknowledgement. 

By calling 0300 1234 000 and selecting option 7. 

Face to face via our customer access points (for more information, please visit:
Contact us » Babergh Mid Suffolk).

https://www.babergh.gov.uk/contact-us/
https://bmsdc-self.achieveservice.com/Forms/Contact%20Us
https://twitter.com/BaberghDistrict
https://twitter.com/MidSuffolk
https://www.facebook.com/BaberghDistrict/
https://www.facebook.com/midsuffolkdistrictcouncil/
https://www.midsuffolk.gov.uk/contact-us


What can you expect once you
have submitted a complaint? 
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We will deal with your complaint in a professional,
confidential, and fair manner

We will let you know who is investigating your complaint
and tell you what will happen next. We will respond to
your complaint in the timescale described below and keep
you as updated as possible throughout the process. 

If we make a mistake, we will apologise and put things
right where we can. 

We will learn from your feedback and use it to improve
services and publish public annual reports to show the
lessons learnt and improvements made. 

Our promise: 



Our complaints process 
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The manager or deputy manager of the service the complaint relates to will respond
as they will be able to best review the concerns you have raised. 

The person dealing with your complaint will contact you within five working days to
acknowledge your complaint and let you know who they are and then provide a full
response within 10 working days. 

The deadline can be extended by a further 10 working days if necessary and this will
be discussed with you if this is the case. 

We will also share the outcome of your complaint, before the final submission so you
can read or talk this through with us and ask any further questions before your final
response. 

If you need any support in raising a complaint or someone raising this on your behalf
please let us know, using the contact methods above. 

Asking for a review of your stage 1 complaint
response 

If you are unhappy with our response or investigation, then you can ask for this
to be re-investigated as a stage 2 complaint. 

Please tell us exactly what you think we did not consider or what you remain
unhappy about when you submit your stage 2 complaint.

At stage 2, your complaint will be investigated by our customer liaison officer, an
officer independent of the service who will be able to re-examine the information
and provide an impartial response. If we decide not to accept or respond to your
stage two complaint, we will let you know and explain the reasons for this in writing

The stage 2 officer will contact you within 5 working days to acknowledge your
complaint and let you know who will be reviewing the concerns, they will respond
within 20 working days. 

This may be extended by up to 10 working days if the nature of the complaint
requires additional time. If this is required, we will let you know ahead of the 20th
day. We will also share the outcome of your complaint before the final submission. 

Stage 1

Stage 2
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The Local Government Ombudsman
 

The Local Government ombudsman may be contacted at
http://www.lgo.org.uk/making-a-complaint/ 

 
Alternatively you can call 0300 061 0614 

Online complaint form: www.housing-
ombudsman.org.uk/residents/make-a-complaint/
Phone: 0300 111 3000
Email: info@housing-ombudsman.org.uk
Postal address: Housing Ombudsman Service, PO Box 152, Liverpool
L33 7WQ

The Housing Ombudsman: 
 

From the 1st October 2022, tenants are no longer required to contact a
designated person regarding their complaint prior to escalating to the
Housing Ombudsman. 

If you remain dissatisfied with the complaint response you have been
provided, you can contact the Housing Ombudsman directly and they
may be able to investigate the review of your complaint. The contact
details for the Housing Ombudsman Service are:

If you are still unhappy and have been through the first 2 stages you
can ask the ombudsman to review your complaint. The ombudsman is
a free, independent service and you can submit your complaint to the
relevant ombudsman using the below information: 

Escalating your complaint to the Local Government
Ombudsman or Housing Ombudsman

Stage 3
Our complaint stages 

http://www.lgo.org.uk/making-a-complaint/
http://www.lgo.org.uk/making-a-complaint/
http://www.housing-ombudsman.org.uk/residents/make-a-complaint/
mailto:info@housing-ombudsman.org.uk
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Make a compliment or
comment 

All compliments will be submitted to a panel for an annual
customer service award to recognise the following: 

• Outstanding contribution to customer services from an individual
• Outstanding contribution to customer services from a team

The panel will include the corporate manager for customer
operations, volunteer officers from across the Councils and
volunteer residents. 

If you would like to be part of this process in the future, please fill
out this form here and we will be in touch within 5 working days. 

Make a compliment: 

If you wish to leave a comment, please use the methods on page five. 

If you would like us to respond to your comment, please let us know in
the body of your comment with your contact details and we will get
back to you within 10 working days. 

 

Make a comment:

https://bmsdc-self.achieveservice.com/service/Compliments_Panel
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Continuous improvement
from feedback

Compliments, comments and complaints are really
important in helping us to make improvements to our
services and we are committed to learning lessons based
from all our customer feedback. 

 
Some of the ways we use your compliments, comments
and complaints are:

• Presenting quarterly reports to our senior leadership
team and councillors. These can be found here
Performance Reporting » Babergh Mid Suffolk

• Publishing annual ombudsman reports and annual
lessons learnt reports on our compliments, comments, and
complaints pages.
 
• Using trends to identify opportunities for process
improvement. 

We always want to hear from you regarding your
experience of our compliments, comments and complaints
process and work with you to co-design improvements to
our services. 

If you wish to be involved in customer feedback panels, to
help shape our improvement work please fill in our
expression of interest form here. 

https://www.midsuffolk.gov.uk/the-council/performance/
https://bmsdc-self.achieveservice.com/service/Customer_Panel_Request
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How we use your information
and retention guidelines 
All feedback is dealt with in the strictest of confidence and
any personal information is stored in accordance with the
General Data Protection Regulation (GDPR). 

This means that your information will only be shared with
the relevant professionals to effectively investigate and
respond to your complaint. 

To find out more about GDPR and our privacy policy please
visit Data Protection Act » Babergh Mid Suffolk and Privacy
Policy » Babergh Mid Suffolk.

As part of our public sector equality duty and our desire to
ensure we provide fair and consistent services for all we
would be grateful if you could take the time to tell us a bit
more about you. This will help us to consider how we
improve services moving forwards. You will receive a link to
the customer satisfaction survey when we provide a
response to your complaint. The survey should not take any
longer than 5 minutes to complete and we will be grateful
for any feedback received.

Retention guidelines: 

We will review and destroy all information after the closure
of a complaint after two years. 

https://www.babergh.gov.uk/the-council/your-right-to-information/data-protection-act/
https://www.midsuffolk.gov.uk/the-council/your-right-to-information/privacy-policy/

