
Formal Complaints policy (effective from 1 Jan 2015)

Any complaints must be dealt with in accordance with the LPC constitution and any actions 
taken by the LPC should be governed by those principles?

This policy is to be used when all other routes to resolve an issue have been exhausted. It is
hoped that all informal complaints or issues can be resolved without recourse to a formal 
procedure.

The LPC Chair or Vice-Chair are required to take on the role of a complaints manager, 
to be responsible for managing the procedures for handling and considering complaints 
in accordance with the arrangements. 

The Principles of the arrangements must ensure that:  

 complaints are dealt with efficiently;
 complaints are properly investigated;

 complainants are treated with respect and courtesy;

 complainants receive, so far as is reasonably practical assistance to enable 
them to understand the procedure in relation to complaints or advice on 
where they may obtain such assistance;

 complainants receive a timely and appropriate response;

 complainants are told the outcome of the investigation of their complaint and 
action is taken if necessary in the light of the outcome of a complaint.

Duty to handle complaints

The LPC has a duty to handle formal complaints, which will only be accepted in writing,
only about the representative services provided under arrangements with the LPC.  
Where a complaint is made to the LPC but it appears that it should have been made to 
another body, the LPC can, with the consent of the complainant, send the complaint to 
that body. 

If the LPC decides that a complaint is not required to be dealt with, for whatever 
reasons, it must as soon as reasonably practicable notify the complainant in writing of 
its decision and the reason for the decision. 

When acknowledging the complaint an initial written contact to the complainant will be 
sent within 14 working days with the LPC offering to discuss with the complainant, at a
time to be agreed with the complainant - 

o the manner in which the complaint is to be handled;
o the response period agreed:

o when the investigation of the complaint is likely to be completed; 

o when the final response is likely to be sent to the complainant;

The time for response is to be as quick as possible or a maximum of six months.  



Investigation and response

The LPC Governance sub-group must investigate the complaint in a manner 
appropriate to resolve it speedily and efficiently and during the investigation, keep the 
complainant informed in writing, as far as is reasonably practicable, as to the progress 
of the investigation. 

During an investigation, it may be necessary to interview the complainant, members of
staff, or others who are able to give an account which may help establish the 
facts. (The complaints officer will complete a complaint report form that will be for LPC 
use only) 

As soon as is reasonably practicable after completing the investigation, the LPC must 
send the complainant; in writing, a response, signed by the responsible person, which 
includes — 

← a report which covers the following matters— 

 an explanation of how the complaint has been considered; 

 the conclusions reached in relation to the complaint including any 
matters for which the complainant or LPC considers remedial action 
is needed; 

 actions that need to be instigated for future use;

Annual reports

The LPC must prepare an annual report for each year, ending 31 March, which must—  

o specify the number of complaints which the LPC received;

o specify the number of complaints which the LPC decided were well-
founded;

o the subject matter of complaints that the LPC received;

o any matters of general importance arising out of those complaints, or
the way in which the complaints were handled;

o any matters where action has been or is to be taken to improve 
services as a consequence of those complaints.

The annual report will be published and must be available to contractors on request.  


