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Newry, Mourne
and Down

District Council

August 17th, 2023
Notice Of Meeting

You are requested to attend the meeting to be held on Thursday, 17th August 2023 at 6:00 pm
in Microsoft Teams & Downshire Civic Centre.

Committee Membership 2023 - 2024
Councillor L McEvoy Chairperson
Councillor C Enright Deputy Chairperson
Councillor J Brennan

Councillor P Byrne

Councillor O Hanlon

Councillor R Howell

Councillor T Kelly

Councillor A Lewis

Councillor D McAteer

Councillor A Mathers

Councillor S O'Hare

Councillor A Quinn

Councillor H Reilly

Councillor G Sharvin

Councillor D Taylor



1.0

2.0

3.0

Agenda

Introduction and Apologies

Mr C Mallon

Declaration of Interest

Action Sheet arising from SPR Committee Meeting held on 15
June 2023

1 Draft SPR-Action Sheet arising from 15 June 2023.pdf

Page 1

For Discussion/Decision

4.0

5.0

6.0

7.0

Officer report on Notice of Motion — Memorial to Crossgar’s
Titanic Victim, James McGrady

[1 Officer report on Notice of Motion Memorial to Crossgars Titanic Victim James
McGrady.pdf

Revised Terms of Reference for Councillors' Equality and

Good Relations Reference Group

1 Revised Terms of Reference for Councillors' Equality and Good Relations
Reference Group.pdf

4 Appendix I - Draft revised Terms of Reference for Councillors' Equality and Good
Relations Reference Group.pdf

New Council Complaints Handling Procedure - Implementation
of Northern Ireland Public Sector Ombudsman (“NIPSO”)
Model Complaints Handling Procedure Parts 1-3

1 Report to SPR Committee 17 August2023.pdf

1 NMDDCDraft LG MCHP Part 1 The Procedure28.07.2023.pdf

1 NMDDCCHPPart2.pdf

1 Draft NMDDC MCHP Part 3 Guide for Complainants.pdf

Revised Records Management Policy and Procedure
[ SPR Report - Revised RMPP.pdf

Page 10

Page 13

Page 16

Page 18

Page 22

Page 24

Page 65

Page 75



1 Records Management Policy V1-3.pdf Page 78

[ Records Management Procedures V1-3.pdf Page 84

8.0 Council Decision-Making Processes

1 Council Decision-Making Processes.pdf Page 136
1 Decision Making Process - Appendix 1.pdf Page 138
[1 Decision Making Process - Appendix 2.pdf Page 141

9.0 Business Continuity Policy

[ SPR Report -Business Continuity Policy August 2023.pdf Page 144

[1 NMD Business Continuity Policy June 2023.pdf Page 147

[1 Copy of Business Impact Analysis - template example.pdf Page 156

1 Departmental Business Continuity Plan - Maintaining Critical Services - Page 157
template.pdf

1 Departmental Business Continuity Plan - Recovery of Non-Critical Services - Page 165
template.pdf

[ Departmental Critical Contacts Register - word template.pdf Page 172

[1 Copy of Departmental Critical Contacts Register - excel template.pdf Page 177

Items deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local
Government Act (NI) 2014

10.0 Sale of No 13 and No 15, The Square, Ballynahinch

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

[ SPR - Ballynahinch Square Update - Aug23 (002).pdf Not included

1 Appendix A - The Square Ballynahinch 24.07.23.pdf Not included

11.0 Proposed Renewal of a Licence of lands at Castle Park,
Newcastle to National Westminster Bank for a Mobile Bank
Unit



12.0

13.0

14.0

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

1 SPR AUG 17 Licence at Castle Park Newcastle.pdf Not included

1 Map for Licence at Castle Park.pdf Not included

Proposed Lease of Area for Mobile phone installation at
Downpatrick HRC Site
This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act

(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

[ Proposed Lease of Area for Mobile Phone Installation at Downpatrick HRC.pdf Not included
1 Drawings Map of proposed mobile phone installation at Downpatrick HRC site.pdf Not included
[1 Killough Rd Civic Amenity Site Folio DN208122 Map TL251.pdf Not included

Kilkeel Bowling Pavilion

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

1 SPR - Kilkeel Bowling Pavilion - August 2023.pdf Not included

[ Copy of Appendix 1 - CE Register.pdf Not included

Director Recruitment

This item is deemed to be restricted by virtue of Paragraphs 1-3 of Part 1 of Schedule 6 of the Local
Government Act (Northern Ireland) 2014 - Information relating to any individual, information which is likely
to reveal the identity of an individual and information relating to the financial or business affairs of any
particular person (including the Council holding that information). The public may, by resolution, be
excluded during this item of business

1 Director Recruitment SPRC 2023-08-17.pdf Not included
1 Appendix 1 LGSC COP extract.pdf Not included
1 Appendix 2 Director Outline Recruitment Timetable.pdf Not included

FOR NOTING Items deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of



the Local Government Act (NI) 2014

15.0

16.0

17.0

18.0

Consent to assign Lease of lands at Ballykinlar.

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

[1 Surrender of Lease of Lands at Ballykinlar.pdf Not included

Quarter 1 Management Accounts — 2023/24

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
(including the Council holding that information) and the public may, by resolution, be excluded during this
item of business.

[1 Management Accounts Q1 202324.pdf Not included
1 Appendix 1 - Mgt Accs by Directorate at 30.06.23.pdf Not included
1 Appendix 2 - Mgt Accs by Assitant Directorate at 30.06.23.pdf Not included
1 Appendix 3 - Mgt Accs by Expense Code at 30.06.23.pdf Not included
1 Appendix 4 - Payroll Report as at 30.06.23.pdf Not included

Belfast Region City Deal: Annual Report

This item is deemed to be exempt under paragraph 3 of Part 1 of Schedule 6 of the Local Government Act
(Northern Ireland) 2014 - information relating to the financial or business affairs of any particular person
and the public may, by resolution, be excluded during this item of business.

1 BRCD Annual Report (002).pdf Not included

1 RESTRICTED - BRCD Annual Report 2022-23 for Partner Approval.pdf Not included

Staff Matter: Sustainability & Environment

This item is deemed to be exempt under paragraph 3 and 4 of Part 1 of Schedule 6 of the Local
Government Act (Northern Ireland) 2014 - Information relating to the financial or business affairs of any
particular person (including the Council holding that information) - and the public may, by resolution, be
excluded during this item of business; Information relating to any consultations or negotiations, or
contemplated consultations or negotiations, in connection with any labour relations matter arising between
the Council or a government department and employees of, or office holders under, the Council.

1 Staff Matter SE 100823 Final3.pdf Not included



19.0 Newry Leisure Centre (NLC) — Swimming Pool
1 SPR - Newry Leisure Centre Swimming Pool August 2023.pdf Not included

For Noting

20.0 Statutory reporting: 1) Section 75 Policy Screening Report —
Quarterly Report for period April — June 2023 2) Newry,
Mourne and Down District Council Public Authority Statutory
Equality and Good Relations Duties Annual Progress Report
2022-2023

[1 Statutory reporting - Quarterly Policy Screening Report for period April - June 2023 Page 178
Annual Report to ECNI.pdf

@ Appendix I - Section 75 Policy Screening Report Quarterly Report for period April Page 181
June 2023.pdf
1 Appendix Il - NUDDC Public Authority Statutory Equality and Good Relations Page 186

Duties Annual Progress Report 2022-2023.pdf

21.0 Sickness Absence
[@ Sickness Absence report August 2023.pdf Page 218

22.0 Draft NILGA Corporate Plan 2023-2027

1 Draft NILGA Corporate Plan Report.pdf Page 221
[M NILGA Strategic Context Corporate Plan.pdf Page 223
[1 Correspondence from NILGA regarding Draft Corporate Plan.pdf Page 232

23.0 Closed / Open Reporting

1 SPR Report - Closed Open Sessions Report _.pdf Page 233

[@ Confidential information slides.pdf Page 237
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Report to: Strategy, Policy and Resources Committae

Date of Meeting: 11 August 2022

Subject: Officer report an Motice of Maotion = Memorial to Crossgar’s Titanic
Wictim, James MoGrady

Reporting Officer Colin Moffett, Assistant Director Corporate Planning & Policy

(Including Job Title): (Acting)

Contact Officer Colin Moffett, Assistant Director Corporate Planning & Policy

(Including Job Title): (Acting)

Suzanne Rice, Corporate Policy and Equality Officer

Confirm how this Report should be treated by placing an x in either:-

| For decision | X | For noting only [ ]

1.0 | Purpose and Background

1.1 The foliowing Motice of Mation in the name of Councillor Bowsie was tabled for consideration
at Council Meeting on 3 April 2023:

/10472023 Motice of Motion — Memaorial to Crossgar’s Titanic Victim, James McGrady

"This Counal recognises the significance of the Titanics legacy, the public interest in the
tragedy and the imporfance of reamembering the focal lives that were lost on ity Tasks the
Council to prepase a report with the wew to instailing a mamorial fo Crossgars Titanic
wictim, James MoGrady, fn @ public space in Crossgar and recommends ligising with 8
maritime fistonan and the councls hentage officer to ensure this memorial s sccurate
amd befitting to this Titanic worker.”

Agreed: The Motion was referred to the Equality and Good Redations Forum in accordance
with Standing Order 16.1.6.

1.2 The Motion was discussed at the Councillors” Equality and Good Relations Reference Group
on 1 August 2023,

Coundilior Bowsie was present at the meeting and provided context to the notice of mation
suggesting that this be a 'Titanic style’ bench located in Crossgar with an information panel
referencing the Titanic, explaining Crossgar's link to the Titanic; James McGrady who is
recorded as the last body recovered.

Members ware advised that requests related to benches and information panels fall within
the scope of the Council's Palicy on Maming Coundil Fadilities and are considered through this

process by an Officer Assescment Panel,

Following discussion, members of the Reference Group were supportive of the notice of
motion.
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Key issues

2.1

2.2

3.0

During discussion, Members enquired as to whether there were other victims of the Titanic
that lived within the Council district.

As noted in section 1.2, Members were advised that requests related to benches and
information panels Fall within the scope of the Council’s Policy on Maming Council Facilities
and are considerad through this process by an Officer Assessment Panel. These requests
are progressed as per Council's Policy on Maming Coundl facilities,

Recommendations

31

To note the notice of motion has been considered and discussed at the Councillors’ Equality
and Good Relations Reference Group on 1 August 2023 and that members of the Reference
Group were suppartive of the notice of motion to place a 'Titanic style® bench located in
Crossgar with an information panel referencing the Titanic, explaining Crossgar's link to the
Titanic; James McGrady who is recorded as the last body recoverad.

Should Council agree to approve the Natice of Motion this will be progressed as per Council’s
Policy on Naming Council facilities.

4.0

4.1

Resource implications

Resource implications assodated with this Motice of Maotion include the cost of purchasing
and designing a "Titanic style’ bench and information panel, installation and ongoing
maintenance.

Due regard to equality of opportunity and regard to good relations (complete the
relevant sections)

51

General proposal with no clearly defined impact upon, or connection fo, specific
equality and good relations outcomes

It is not anticipated the proposal will have an adverse impact upon eguality of 7
apportunity or good relations =

5.2

Proposal relates to the introduction of a strategy,. polficy initiative or practice and
S or sensitive or contentious decision

Yes |:| Mo E

If yes, please complete the following:

The policy {strategy, policy initiative or practice and / or decision) has been &
equality screened

The policy (strategy, policy initiative or practice and / or decision) will be subject i
to equality screening prior to implementation
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3.3

Proposal initiating consuftation

Consultation will seek the views of those directly affected by the proposal, address
barriers for particular Section 75 equality categories to participate and allow
adequate time for groups to consult amongst themselves

Consultation period will be 12 weeks

Consultation period will be less than 12 wesks (rationale to be provided)

L O

Rationals:

6.0

Due regard to Rural Needs (please tick all that apply)

6.1

Proposal relates to developing, adopting, implementing or revising a policy /
strateqy / plan / designing and/or delivering a public service

ves (1 no B4

If ves, please complete the following:

Rural Needs Impact Assessment completed

7.0

Appendices

e

NJA
Background Documents

MMDDC Policy on Maming Coundil facilities
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Report to: Strategy, Policy and Resources Committes
Date of Meeting: 17 August 2023
Subject: Revised Terms of Reference for Councillors’ Equality and Good

Relations Reference Group

Reporting Officer: Colin Maffett, Assistant Director Corporate Planning & Policy
(Acting)

Contact Officers: ' Calin Maffett, Assistant Director Corporate Planning & Policy
(Acting)
Suzanne Rice, Corporate Policy and Equality Officer

Confirm how this Report should be treated by placing an x in either:-

| For decision | X | For noting only

1.0 | Purpose and Background

1.1 The Councillors’ Equality and Good Relations Reference Group s a facilitated
discussion space, serving as a ‘barometer of opinion’, playing a role in considering
and discussing politically sensitive and contentious issues, with a view of reaching
a common understanding, agreement and actions which will enhance and promote
equality of opportunity and good relations.

The Terms of Reference has been reviewed and updated to reflect the change in
political party membership within Council following the recent local government
elections.

The revised Terms of Beference (Appendix ) was tabled for consideration and
noted at the Coundillors” Equality & Good Relations Reference Group meeting on 1
August 2023,

2.0 Key issues

2.1 It has been necessary to review the membership of the Reference Group due to
changes in the political parties.

The terms of reference have also been revised to reflact that this is a facilitated
discussion space.

3.0 Recommendations

3.1 To consider and agree to the revised Terms of Reference of the Councillors’
Equality and Good Relations Reference Group

4.0 Resource implications
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4.1 Mo financial or resources implications are anticipated.

5.0 Due regard to equality of opportunity and regard to good relations
{complete the relevant sections)

5.1 | General proposal with no clearly defined impact upon, or connection to,
specific equality and good relations outcomes

It is not anticipated the proposal will have an adverse impact upon equality
of opportunity or good relations

5.2 Proposal relates to the introduction of a strategy, policy initiative or
practice and / or sensitive or contentious decision

Yes 1 No (O
If yes, please complete the following:

The policy (strategy, policy initiative or practice and / or decision) has been O
eguality screened

The policy (strategy, policy initiative or practice and / or decision) will be O
subject to equality screening prior to implementation

7] Proposal initiating consuitation

Consultation will seek the views of those directly affected by the proposal, O
address barriers for particular Section 75 equality categories to participate

and allow adequate time for groups to consult amongst themselves

Consultation period will be 12 weeks

Consultation period will be less than 12 weeks (rationale to be provided)

Rationale:

6.0 Due regard to Rural Needs (please tick all that apply)

6.1 Proposal relates to developing, adopting, implementing or revising a policy /[
strategy / plan / designing and/or delivering a public service

Yes O Mo

If yes, please complete the following:
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Rural Needs Impact Assessment completed O
7.0 Appendices
Appendix 1 - Draft revised Terms of Reference for Councillors' Equality and Good
Relations Reference Group
B.0 Background Documents

MNewry, Mourne and Down District Council Equality Scheme.

Back to Agenda
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COUNCILLORS' EQUALITY AND GOOD RELATIONS REFERENCE GROUP
- Terms of Reference -

Scope:

The Councillors” Equality and Good Relations Reference Group will primarily be a
facilitated discussion space. It will serve as a "barometer of opinion’, playing a
role in considering and discussing politically sensitive and contentious issues,
including those relating to events, centenaries, policy and procedure, single
issues requiring specific consideration for advice, and guidance on the
establishment of wider good relations fora etc with a view of reaching a common
understanding, agreement and actions which will enhance and promote eguality
of apportunity and good relations.

Membership:

Membership shall be respectful of the party political representation on the
Council and acknowledge majority/minority political party dynamics whilst taking
account of the need to create a space for minority political voices.

No single political party shall hold more than two membership places in any year,
with the two largest political parties being entitled to hold two membership
positions.

Membership shall be composed of:

+ One Councillor nominated from each of the political rties and Independent
grouping.

= Further nominees, as required, from the two largest political parties in line
with their entitlement to hold a maximum of two membership positions.

= Palitical parties and the Independent grouping can nominate a substitute in
the event of a member not being available to attend a meeting.

Chairperson:
Meetings do not operate with a chairperson and is a facilitated discussion space,

Meetings:

The Reference Group is a facilitated discussion space and does not have decision
making powers, it makes recommendations only, Recommendations arising will
be tabled at the Council’s Strategy, Policy and Resources Committee for
consideration.

It does not operate to any quorum and meetings proceed regardless of numbers
in attendance.

Meetings will be convened by the Chief Executive.
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Officers:
Chief Executive, Director of Corporate Services, Head of Corporate Policy,
Corporate Policy and Equality Officer,

Press:
Not open to the press.

Public:
Mot open to the public.
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Report to: Strategy, Policy and Resources Commities
Date of Meeting: 17 August 2023
Subject: Mew Council Complaints Handling Procedure -

Implementation of Morthern Ireland Public Sector
Ombudsman ("NIPSC™) Model Complaints Handling
Procedure Parts 1-3

Reporting Officer: Gerry McBride, Head of Administration and Customer
| Services

Contact Officers: Gerry McBride, Head of Administration and Customer
Services

Josephine Kelly, Director of Corporate Services

' For decision | X ‘ For noting
only

1.0 | Purpose and Background

1.1 The purpose of this report is to bring to Members attention the new Complaints
Handling Procedures which Council is required to adopt. The new Procedures will
replace Council’s current 3-stage complaints model with a new 2-stage
Complaints Procedure. Upon implementation of the new Procedure the current
complaints procedure will cease to be operational.

1.2 It is @ mandatory reguirement for Council to adopt the MCHP, in full, to ensure it
mesets NIPSO's MCHP test of compliance. Councils have been given a limited
discretion to customise the documents in terms of corporate branding,
operational processes and governance arrangements, which will vary across the
11 Councils.

1.3 In accordance with Part 3 of the Public Services Ombudsman Act {Narthern
Ireland) 2016 the Northern Ireland Public Services Ombudsman (NIPSO) was
empowered to introduce Model Complaints Handling Procedures for all
organisations within their remit.

1.4 This matter was previously reported to the Strategy, Policy and Resources
Committee on 12 August 2021 at which Members agreed to respond positively to
the consultation paper provided by NIPSO on the proposed Model Complaints
Handling Procedure ("MCHP™).
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1.5 In the intervening period Council has been represented on an 11 Council
Operational Network which has worked with NIPSO as a pilot for the new MCHP
to refine the documents to meet the needs of the Local Government Sector.

2.0 Key issues

2.1 NIPSO published the mandatory MCHP for Local Government on 1 July 2023,
Councils have & months to implement the new Procedure.

The MHCP introduces a two-stage complaints Procedure with required response
times as follows:

Stage 1 Frontline responsa= 5 working days

Stage 2 Investigation — 20 working days.

2.2
The Model Complaints Procedures comprise three parts:

Part 1 — The Procedure — sets out the two-stage process for handling complaints
for the Local Government Sector.

23 Part 2 — Organisational Guidance — is an internal document covering areas such as
) when and how to use the CHP, the essential compliance activity and governance
arrangements.

Part 3 — Guide for Person who wishes to make a complaint — public facing
document providing guidance for complainants on how to make a complaint.

Attached are the Paris 1-3 draft documents as modified for implementation by
Council,

2.4 Characteristics of the new CHFP worthy of particular note are:

« How complaints can be made (social media communications will be
redirected to Council’s Customer Services portal)

= What Is and is not a complaint — this is purposely detailed and practical
examples are provided to assist complainants

« Time limit for making complaints

« Timescales for respanses

« Dealing with particular complaints e.g. third party and anonymous
complaints

= Expected behaviours from staff and customers

= The reguirements to record, report and publicise complaints information

« The requirement to lkearn from complaints.
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2.0 It is proposed that operational responsibility for responding to complaints should
ordinarily sit with Assistant Directors who manage the service being complained
about, In certain circumstances it may be necessary to escalate a complaint to a
Director, for example, if the complaint references the Assistant Director who would
ordinarily have responsibility for responding.

2.6 The Chief Executive and Directors will have oversight of the ongoing
implementation of the CHP through structured reporting requirements, internal and
external, quarterly and annually, with reports also being provided to Elected
Members by way of fulfilling their scrutiny role,

2.7 A Complaints Tracker has been developed using Sharepoint to support the
recording, menitoring and reporting requirements ufilising existing resource, A
new an-line complaints form will be provided with hard copy complaint forms
available on request.

2.8 To ensure Council’s obligations under the new CHP can be met a training
programme will be provided to staff and Elected Members.

An electronic resource folder will also be available to support staff in responding
effectively to complaints, including response templates and best practice guidance.

3.0 Recommendation

3.4 It is recommended that Councdil agree to adopt the model MCHP as published by
NIPS0 and replace its current policy documents with the attached customised
version within the period of 6 months from the publication date as required.

4.0 Resource implications

4.1 There are no resource implications for Council, save Officer ime in the
implementation of the new CHP and staff training.

5.0 Due regard to equality of opportunity and regard to good relations
(complete the relevant sections)

51 General proposal with no clearly defined impact upon, or connection to,
specific equality and good refations outcomes

It is not anticipated the proposal will have an adverse impact upon equality =
of opportunity or good relations.
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2.2

Proposal refates to the introduction of a strategy, polficy initiative or
practice and / or sensitive or contentious decision

Yes O No
If yes, please complete the following:
The policy (strategy, policy initiative or practice and / or decision) has been

equality screened.

The policy (strategy, policy initiative or practice and / or decision) will be
subject to eguality screening prior to implementation.

O

5.3

Proposal initiating consultation

Consultation will seek the views of those directly affected by the proposal,
address barriers for particular Section 75 eguality categories to participate
and allow adequate time for groups to consult amongst themselves
Consultation period will be 12 weeks

Consultation period will be less than 12 weeks (rationale to be provided)

Rationale:

6.0

Due regard to Rural Needs (please tick all that apply)

6.1

7.0

| Appendices

8.0

Proposal relates to developing, adopting, implementing or revising a policy /
strategy / plan / designing and/or delivering a public service

Yes 0 No &
If yes, please complete the following:
Rural Needs Impact Assessment completed

Customised documents
Part 1 — The Procedure
Part 2 — Organisational Guide

Part 3 - Guide for Person who wishes to make a complaint.

Background Documents —
Nane.
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Newry, Mourne & Down District Council

The Model Complaints Handling
Procedure (MCHP)

Part 1

The Procedure

Page 1af 2
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The Model Complaints Handling Procedure m

To comply with MIPSO's Model Complaints Handling Procedure (MCHP), your complaints handling
procedure must have two stages. NIPSO expect the majority of complaints to be handled at stage
1. It the customer remains dissabshed attar Stage 1, they can request that the arganisation look at
il again, at stage 2, 1f the organisation considers a complaint is complex, and requires an in-depth
investigation, the organisation should consider it first at stage 1 and, following discussion and
agreement with the customer, move the complaint to stage 2.

Below 15 an overview of the MCHP. The detailed operatons of the MCHP are provided al Part 2,
section 2 of NIPS0O's MCHP Organisational Guide.

® Covmgstaind pnache varbally wwritiog. facedo-face, by
ralenhons, lstterar el

. « Carmpkaint sl or résprons s Arovide it § wanking days
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o resalve oompiaine.
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Newry, Mourne & Down District
Council

Complaints Handling Procedure (CHP)

Organisational Guide

Page 1o0f41
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Mewry, Mourne and Down District Council Complaints Handling Procedure

Foreword from Marie Ward, Chief Executive

At Mewry, Mourne and Down District Council we value feedback from our customers and use
information from them to help us IMmprove our senices,

Thiz complaints handiing procedure reflects our commitment to respond positively to
complaints.

The procedure has been developed by senior local government complaints handling officers
working with the Northern Ireland Public Sector Ombudsman (NIPS0Q). The aim was (o
preduce a standard approach to complaints handling acrass local government, which complies
with NIPS0's guidance on model complaints handling procedures.

The procedure seeks to enable us 10 resolve customer dissatisfaction as quickly as possible
and as closely as passible o the point of service delivery. We will conduct thorough, impartial,
and fair investigations of customer complaints to ensure, where appropriate, we can make
evidence-based decisions on the facts of the complaint.

We appreciate that we are not going to be able to resolve every complaint to the satisfaction
of every customer and not every complaint will be upheld. However, the procedure aims o
help us ‘get it rghl first lime' and have guicker, more streamlined complaints handling with
local, early resolution by capable, well-rained staff.

We acknowledge that complaints provide valuable feedback which will enable us to
continuously review our senvice delivery and identify where we can do things better. Handled
well, complaints can give our customers a form of redress when things go wrong and also help
s Improve our Services.

Thiz complaints handling procedure will help us to do our job better and improve relationships
with our custiomers by keeping dissatisfied customers at the heart of our customer complaints

procedurs whilst also seeking to continously improve our sermvices by learning from your
feedback.

Marie Ward, Chief Executive

Page 2 0of 41
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Contents Page
Foreword from Chief Executive 2
Section 1: When and How to Use the Complaints Handling
Procedure (CHP)
‘What is a complaint? 5
Who can make a complamnt? T
Supporting the custamer 7
Expected behaviours 8
Maintaining confidentiality and data protection 2]
How complaints may be made 10
‘Time limit for making complaints 10
Particular circumstances 11
Complaints by {or about) a third party 11
{zee also 'Complaints abowt contracted or  commissioned
services/ALEOS')
Serious, high-risk or high-profile complaints 11
ANCNYMOLUS complaints 12
What if the customer does not want to complain? 12
Complaints involving more than one area or organisation 1z
Complaints about contracted or commissioned senvices/ALEOS 13
Complaints about senior staft 14
Complaints and other processes 14
Euniplain’rs and service requests 14
Complaints and disciplinary or whistieblowing processes 14
Contact from MLAS or Councillors 15
Complaints and compensation claims 15
Complaints and legal action 15
Complaints relevant to other agencies 15
What to do if the CHP does not apply 16
Section 2; The Operations of the CHP 17
The definition of a complaint 17
The complaints handling process 17
Resolving the complaint 17
What to do when you receive a compiaint 18
Stage 1: Frontline response 15
“Natifying staff members involved 19
Timelnes 19
Extension to the imeline 20
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Closing the complaint at the frontdine response stage 20
Stage 2: Investigation 21
| Acknowledging the complaint 21
Contents Page
Agreeing the issues of complaint and outcome sought 22
Motifying staff members involved 23
Investigating the complaint 23
Allernative complaint resolution approaches 23
Meesting with the customer during the Investigation 24
Timelines 24
Extension to the imeline 24
Closing the complaint at investigation stage 25
Signposting o MIPSO 26
Post-closure contact 4 a7
Section 3; Governance of the CHP 28

Roles and responsibilities

Recording, reporting, publicising, and learning fmﬁ:umﬁlﬁls

Recording complaints

Reporting of complaints
Puhlicising complaints information

Manitoring compliance and performance
Future revisions of the MCHP
NIPSO advice and support
Training
MIFSO website
‘Complaints handler networks
Appendix 1 - Potential Stage 1 Complaints
Appendix 2 - Complex complaints not to be handled through thae CHP
Appendix 3 - Timelines

Bleieelreeene e sy

Page 4 of 41



Back to Agenda

Section 1: When and How to Use the Complaints Handling Procedure (CHP)

What is a Complaint?

1. Newry, Mourne and Down District Council's (MNMDDC s) definition of & complaint is:
An expression of dissatisfaction by one or more members of the public about
MMDODC's action or lack of action, or about the standard of service provided by or on
behalf of NMDDC.

2. For clarity, where an employee also receives a service from NMDDC as a member of
the public, they may complain about that semvice.

3. A complaint may relate (o the following, bul is not restricled (o this list:
¢ failure or refusal to provide a senvice

« inadequate quality or standard of service, or an unreasonable delay in
providing a service

» dissatisfacton with one of our podicies or i impact on the indnidual
e failure to properly apply law, procedure or guidance when delivering services
= failure to follow the appropnate administrative process

« conduct, treatrmenl by or attitude of a mamber of stall or contracion (excepl
where there are arrangements.in place for the contractor o handle the
complaint themselves: please see zection "Complaints about Confracted
Services al page 13)

s g concern about the actions or service of an organisation who is delvering
sarvices on our behall

» disagreament with a decision, (except where there is a statutory procedure for
challenging that decision, or an established appeals process)

# dissatisfacton with how an element of a planning decision was administrated.

4. Appendix 1 provides a range of examples of potential complaints we may receive at
stage 1, and how these may be handied.

b A complaint is not:

» A routine first-time request for a service (see saction 'Complamts and service
requests’ at page 14)

o a first-time report of a fault

*» A request for compensation onby {see section "Complaints and compensation
claims' al paga 15)

» issues that are in count or have already been heard by & court or a tribunal
(see section “Complaints and kegal action’ at page 15)

Page 5 of 41
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« disagreemeant with a decision where there is a statutory procedure for
challenging that decision (such as freedom of information and subject access
requests), or an established appeals process followed throughout the sector
(such as planning or a parking ficket appeal)

« 3 request for infarmaton under the Data Pratection or Freedom of Information
(Morthern Ireland) Acts

» a3 grievance by a staff member or a grievance relating to employment or staff
recruitment

s & concem raised internally by & member of staff which was not about a
sarvice they received {such as a whistleblowing concern)

» A concem about a child or an adult's safety

« an attempt to reopen a previously concluded complaint or to have a complaint
reconsiderad where we have already given our final decision

« abuse or unsubstantiated allegations about our organisation or staff wherna
such actions would be covered by our Policy & Procedure for the Personal
Safety of Employees exposed to Workplace Violence and abuse from the
Public.

s  aconcermn about the actions or service of a different organisation, wheare we
have no involvement in the issue (except where the other organisation is
delivering services on our behalf: see section "Complaints about contracted
sarvices' at paga 13)

« challenges to decizsions made via formal decision-making channegls i.e. a
customer is dissatisfied with a planning decision, but not with any element of
the process that led to the decision.

6. We will not treat these issues as complainis. We will instead direct customers o use
the appropriate proceduras. Some situations can involve a combination of issues,
wheare some are complaints and others are not, and each situation should be
assessed on a case-by-case basis.

7. I amatter is not a complaint, or not suitable to be handled under the Complaints
Handling Procedure (CHF), we will explain this to the customer, and tell them what (if
any) action we will 1ake, and why [please see section Whart fo do if the CHP does nof
aply” at page 16].

8. Same complaints may be more complex, Examples of potentially complex complaints
include:

= complamts about senior stalf
« complaints involving more than one department within the organisation

« compounded complaints about both an onginal issue and the organisation’s
handfing of the complaint

» Ccomplamnts about the administration process of a planning decision.

Page 6 of 41



Back to Agenda

O, Appendix 2 provides examples of more complex complaints which are not
appropriate for this CHP. The section on ‘Complainiz relevant fo ofher agencies’ at
page 15 provides information about some of the other agencies thal may be ahle to
assist customers if their complaint is not approprate for this CHP.

Who can make a complaint?

10. Anyone who receives, reguests, or is affected by our services can make a complaint.
This is not restricted to 'service users' and their relatives or representatives but may
also include people who come into contact with or are affected by these services,
such as:

e gresident Iving in & neighbourhood where NMDDC is runming an event

= athird-party stakeholder interested in the administration of a planning
decision.

In this procedure these people are termed “customers’, regardiess of whether they
are Or were Lsing a senice.

11. We also accept complaints from the representative of a person who s dissatisfied
with our service, Please see section ‘Complaints by {or aboul) a third party” at page
11.

Supporting the customer

12. All members of the community have the right to equal access to our complaints
procedure, Itis important to recognise the barriers that some customers may face
barriers to complaining. These may be physical, sensary, cammunication or language
barriers, but can also include their anxieties and concerns. Customers may need
support to overcome these barriers.

13, We are aware that some groups will not have the same access to information as
athers. In particular:

Paople with sensary, learning, communication and maobility disahilities may require
printed information in other formats;

Members of ethnic minority groups, whose first language is not English;
Children and young people may not be able to fully access or understand information.

14. We have legal duties o make our complainis semvice accessible under equalities
legislation. Section 75 of the Northern Ireland Act 1998 (the Act) requires NMDDC, in
carrying out its functions relating to Morthern lreland to have due regard to the need to
promate equality of opportunity and regard to the desirability of promoring good
relations across nine categories. Qur Equality Scheme, approved by the Equality
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Commission for Morthern Ireland, sets out how the Councif proposes o fulfil our
Section 75 statutory duties.

15. To ensure guality of opportunity in accessing information, we will provide information
in alternative formats on request, where reasonably practicable. Where the exact
request cannol be mat we will ensure a reasonable allernative is provided,
Alternative formats may include Easy Read, Braile, audio formats (CD, mp3 or
DAISY), large print of minarity languages to meet the needs of those for whom
English is nat their first language.

Expected behaviours
16, We expect all stafl 1o demonstrale a high kevel of candour, honesty, and openness
when dealing with and investigating complaints. Complaints should be received with
a willingness ta listen to challenge about our sevices andfor semvice delivery. We
expect staff to be responsive in dealing with complaints to help buikd and maintain
customer relations.

17. Example behaviours expected from staff and customers are set out below.

« We expect all staff to behave in a professional manner and treat
customers with courtesy, respect and dignity. We also ask customers
bringing & complaint ta treat our staff with respact. We ask customers to
enpage actvely with the complaints handling process by:

« telling us their key issues of concern and organising any supparting
information they wanl 1o give us (we understand thal some people will
require suppaort o do this)

« working with us to agree the key points of complaint when an investigation
i= reguired

« responding to reasonable requests for information,

18. We have a policy in place for when these standards are not met which is our Policy &
Procedurs for the Personal Safety of Employees exposed to Workplace Violence and
abuse from the Public.

19. We recognise that people may act out of character in times of trouble or distress.
Sometimes a health condition or a disability can also affect how & person axpresses
themseives, The circumsiances leading (o a complaint may also result in the
customer displaying unaceeptahle behaviours.

20. Customers who have a history of challenging or inapprogriate actions, or have
difficulty expressing themselves, may still have a legitimate grievance, and we will
treat all complaints seriously. However, we also recognise that the actions of some
customers may result in unreasonable demands on time and resources or
unacceptable behaviour towards our staff. We will, therefore, apply our policies and
procedures (o protect staff from unacceptable actions such as unreasonable
persistence, threats or offensive behaviour from customers. Where we decide o
control access to a customer under the terms of our policy, we have a procedure in
place 1o communicate that decision, notfy the customer of their right of appeal, and
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review any decision to control contact with us in accordance with our Policy &
FProcedure for the Personal Safety of Employvees exposed to Workplace Violence and
abuse from the Public.

21 If wie decide to contral a customer's contact, we will be careful to follow the process
sel out in our Policy & Procedure far the Personal Safety of Employess exposad (o
Workplace Violence and abuse from the Public palicy and (o minimise any controls on
the customer's access to the complaints process. We will normally continue
investigating a complaint even whene contact controls are in place (for example,
imiting communication o letter or to a named staff member]. In some cases, it may
he possible to continue investigating the complaint without contact from the customer,
This would be as a last resort, should be as limited as possible (for & imited time, or
about a limited set of subjects) and requires manager approval, Where access (o the
complaint process is controlled, we must signpost the customer o MIFS0D [please see
section 'The Complaints Handling Procedure - Signposting to MIPS0 at page 26].

22. NIP30 has guidance on 'Promoting positive behaviour and managing unacceptable
actions’ available at wanw. nipso.org.uk.

23. Council's Policy & Procedure for the Personal Safety of Employees exposed 1o
Workplace Violence and abuse from the Public can be found using the following link.

Maintaining confidentiality and data protection

24. Confidentiality is impaortant in complaints handling. This includes maintaining the
customers confidentiality and confidentiality in relation ta information about staff
members, contractors or any third parties invobved in the complaint.

25. This should not prevent us from being open and transparent, as far as possible, in
how we handle complaints. This includes sharing as much information with the
complainant (and, where appropriate, any affected staff members) as we can. When
sharing information, we should be clear about why the information is being shared
and our expectations on how the recipient will use the information.

26. We must always bear in mind legal requirements, for example data protection
legislation, as well as internal pelicies on confidentiality and the use of customer
information. Should staff require further advice on this they should contact the Data
Protection Officer or a mamber of the Compliance Team.

27. Examples of situations where a response 1o a complaint may be limited by
confidentiality are:

« where a complaint has bean raised against a staff member and has been
upheld — we will advise the customer that their complaint is upheld, but
would not share specific details affecting staff members, particularly
where disciplinary action is taken.

« where someone has raised a concem about & child or an adult's safety
and is unhappy about how that has been dealt with — we would laok into
this 1o check whather the safety concern had been properly dealt with, but
we would not share any details of our findings in relation to the safety
CONCern.
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How complaints may be made

28. Complaints may be made verbally or in writing, including face-to-face, by telaphane,
letter or email. We will try to be as flexible as possible to remove any barriers to
customers submitting complaints.

29, Where a complaint is made verbally, we will make a record of the key issues of
complaint raised. Where it is clear that a complex complaint may be reqguired 1o be
investigated at stage 2, we will firstly consider it at stage 1, and if helpful, complete a
complaint form with the customers input 1o ensure full details of the complaint are
documented. It is good practice to confirm the details with the person to prevent any
misunderstandings. However, there 1S no requirement far (he person ta complete a
complaint farm, and it is important that the completion of a complaint form does not
present a barrier o people complaining.

30. Complaint issues may also be raised on digital platforms {including social media).

31 Where a complaint issue is raised via a digital channel managed and conirolied by
MMDDC (for example an official Twitter address or Facebook page), we will explain
that wie do not take complaints on social madia, but we will tell the person how they
can camplain.

3Z. Where a complaint izsue is raised via a digital channel managed and controlled by
MMDDC (for example an official Twitter address or Facebook page):

« we will normally respond by explaining that we do not normally take
complants on social media and teling the person how they can complain

« in exceptional circumstances, we may respond o very simple complaints on
social media. This will normally only be appropriate whare an issue is likely to
affect a large number of people, and we can provide a very simple responss
(for example. an apology for & cancelled bin service or late cancellation of an
information session).

33. We may also become aware that an issue has been raised via a digital channel not
controlled or managed by us (for example a YouTube video ar past on a private
Facebook group). In such cases we may respond, where we consider it appropriate,
by telling the person how they can complain.

34. We must always be mindful of our data protection obligations when responding to
issues online or in & public forum [please see section “Maintaining confidentiality and
data profection’ at page 9).

Time limit for making complaints

35. The customer should raise their complaint within six months of when they first knew of
the problem, unless there are special circumstances for considering complaints
beyvond this time (for example, whene a person was nol able (o complain due (o
senous illness ar recent bereavement or was unaware of the issue).

36. Where a customer has received a stage 1 response, and wishes (o escalate 0 stage
2, unless thare are special circumstances, they should request this either:
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e within six months of when they first knew of the problem; or
s within two months of receiving their stage 1 responsea {if this is [ater).

37, We will not apply the abave time limits in a fgid fashion. In determining whether to
apply discretion outside these time limits, the following factors are relevant: taking into
account the sernousness of the issue, the availahility of relevant records and staft
invaolved, how long ago the events ocourrad, and thea likelibood that an investigation
will tlead to a practical benefit for the customer or uselul learning for the organisation.

4. At the conclusion of the complaints procedurne, the complainant has the right to
complain to MIPSC and the tme lmit for this is usually within six months of
completing our complaints procedure. However, MIPSO has discretion to waive this
time imit and may do 5o if NIPS0 considers special circumstances apply.

Particular circumstances

Complaints by [or about) a third party
(See also ‘Complaints about contracted or commissioned services | ALEOS")

39. Sometimes a customer may be unahle or reluctant to make a complaint on their own.
We will accept complaints from third parties, which may include ralatives, friends,
advocates and advisers. Where a complaint is made on behalf of a customer, we
must ensure that the customer has authorised the person to act on their behalf. 1tis
good practice o ensure the customer understands their personal information will be

shared as par of the complaints handhing process (partcularly where this includes
sensitive persanal information). This can include complaints brought by parents on

behalf of their child, if the child is considered to have capacity to make decisions for
themselves.

40. The provision of a signed mandate from the customer will normally be sufficient for us
to investigale a complaint. 11 we consider it is appropriate, we can lake verbal consenl
direct from the customer fo deal with a third party and would normally fallow up in
writing to confirm this.

41. In certain circumsiances, 8 person may raise a complaint involving ancther person’s
personal data, without receiving consent. The complaint should stll be investigated
where possible, but the investigation and response may be limited by considerations
of confidentiality. The person who submitted the complaint should be made awars of
these limitations and the effect this will have on the scope of the response.

42. See alzo section "Mainfalning confidentiality and dala protection’ at page 5.
Serious, high-risk or high-profile complaints

43. We will take particular care to identify complaints that might be considered serious,
high-risk or high-profile, as these may require particular action or raise crtical issues
that need senior management's direct input. Serious, high-risk or high-profile
complaints shauld normally be handled at stage 2 following full and careful
consideration at stage 1 first [please see section Stage 2 Investigation” at page 21).

44 We define potential high-nsk or high-profile complaintz as those that may:
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#  involve serous service failure
« generate significant and ongoing prass interest
« present issues of a highly sensitive nature, for example concerming:

« present issues of a highly political nature,

Anonymous complaints

45 We value all complaints, including anonymous complaints, and will take action to
consider them further wherever this is approprigte. Generally, we will consider
anonymous complaints if there is enowgh information in the complaint to enable us to
make further enguines. Any decision not o pursue an anomymaous complaint must be
authorised by an appropriate manager.

46. If we pursue an anonymaous complaint further, we will record it as an anomymaous
complaint together with any leaming from the complaint and action laken,

47, Il an anommous complamant makes senous allegations, these should be dealt with in
a mely manner under relevant procedures, This may not be the complaints
procedure and could instead be relevant child protection, adult pratection or
disciplinary procedures,

What if the customer does not want to complain?

48. If a customer has expressed dissatisfaction in line with our definition of a complaint
hut does not want to complain, we will explain that complaints offer vs the opportunity
to improve senvices where things have gone wrong, We will encourage the customer
to submil their complaint and allow us (0 handle it through the CHP. This will ensure
that the customer is updated on the action taken and gels a responsa 1o their
complaint.

49. If the customer insists they do not wish to complain, we are not required to progress
the complaint under this complaints procedure. However, we should record the
complaint as an anenymous complaint {including minimal information about the
complaint, without any identifying information) to enable us to track trends and themes
in complaints. Whera the complaint is serious, or there is evidence of a problem with
our services, we should also look into the matter to remedy this (and record any
OLILCOme).

50, Fleasa refer (o the exampla in Appendix 1 [or further guidance,
Complaints invalving more than one area or organisation

51. If a complaint relates to the actions of tavo or more areas within aur organisation, we
will tell the customer who will take the lead in dealing with the complaint and explain
that they will get only one response covering all issues raised.

B2, If a customer complains to us about the service of another organisation or public
senvice provider, but we have no invalvement in the issue, the customer should be
advised o contact the appropriate organisation directly,
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53, If a complaint relates to our service and the service of another organisation or public
senvice provider, and we have a direct interest in the issue, we will handle the
complaint about the organisation through the CHP. If we need to contact an outsice
body about the complaint, we will be mindful of data protection [please see section
‘Maintalining confidentiality and dala profection’ at page 9).

54. Such complaints may include a complaint against a third party and'or a contractor
who provides a service on our behall.

Complaints about contracted or commissioned services | ALEOs

55. We may use Am's Length External Organisations (ALEOs) to deliver certain services.
They are ‘arm's-length’ because we retlain a degree of control or influence, usually
through a funding agreement, and ‘axternal’ becausa they have a separate identity 1o
us, An exampie might be a charitable organisation defivering leisure and culture
services on our behalf.

56. Whera we use an ALED or contractor to deliver a service on our behalf we recognise
that we remain responsible and accountable for ensuring that the services provided
meeat our standards (including in refation to complaints). We will either do 50 by;

= ensuring the contractor complies with this procedure; or

» @nsuring the contractor has their own procedure in place, which fully meets
the standards in this procedure. At the end of the investigation stage of any
such complaints the contractor must ensure that the customer s signposted
o MIPS0,

57. Depandent on our arrangemeants with the contractor or ALED, wea may also apply a
hvbrid approach to handling complaints about organisations delivering senvices on our
behalf. e.g., stage 1 of the complaints process is conducted by the contractor F ALED
and stage 2 is conducted by NMDDC. Staff should confirm the complaints handling
arrangements for each contractor / ALEO regarding the management of complaints
prior to commaeancing this process. Where a complaint about a contractor or ALEQ is
submitted to MIPSD, MIPSO will treat it as a complaint about NMDDC.

58. We will confirm that service users are clearly informed of the process and understand
hew ta complain, We will also ensure that there is appropriate provision for
information sharing and governance oversight where reguired.

59. We retain discretion to investigate complaints about arganisations contracted to
deliver senvices on our behalf even where the procedure has normally been
delegated.

60. Contracted service providers/ALEO's will be required to report back to NMDDC and
share their complaints data relating to the delivery of the contract or commissionad
senvice for monitoring and learning purposes. This will help ensure that we meet our
overall governance responsibility for the provision of the service.
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Complaints about senior staff

61. Complaints which involve decisions or actions involving senior staff can be more
difficult, as there may be a conflict or perceived conflict of interest for the staff
investigating the complaint. When serious complaints are raised against senior staff,

it is particularly important that the investigation is conducted by an individual who is
independant of the situation. We must ensure we have strong governance

arrangements in place that set out clear procedures for handling such complaints.

62, Complaints about senior staff members will ordinarily be dealt with by a more senior
officar. Where this is not possible or weare considered necessary NMDDC may seek
ta have the complaint investigated by an individual of suitable seniorty from an
independant organisation eq. Local Government Stafl Commission.

Complaints and other processes
63. Complaints can sometimas be confused (or overlap) with other processes, such as
disciplinary or whistleblowing processes. Specilic examples and guidance an how to
handle these are below.

Complaints and service requests

Gd. If & customer asks NMDDC o do something (for example, provide a service or deal
with a problam), and this is the first time the customer has contacted us, this would
normally be a routine service request and not a complaint,

B5. Service reguests can lead to complaints, if the request is not handled promptly or the
customer is then dissatisfied with how we provide the service,

Complaints and disciplinary or whistleblowing processes

GE. It the issues raisad in-a complaint ovarlap with 1ssues raised under a disciplinary or
whistleblowing process, we still need o respond o the complaint,

67, Our response must be careful not (o share confidential information (such as anything
about the detanl of whistleblowing or disciplinary investigations, or outcomes for
individual staff members). It should focus on whether we failed 1o meet our service
standards, where relevant, or expected standards and what we have done to improve
things, in general terms. It is important to make clear to the complainant what issues
they have raised are being deall with under other procedures,

G, Siaff investigating such complainis will need to take extra care to ensure that:

« we comply with all requirements of the CHP in relation to the complaint (as
well as meeting the reguiraments of the other processes)

« all complaint issues which can be are addressed (sometimeas issues can get
missed if they are not relevant to the overlapping process); and

= we keep records of the investigation thal can be made available 1o NIPSO Jf
required. This can be problematic when the other process is confidential,
becauss MIPSC will normally require documentation of any corespondence
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and interviews 2 show how conclusions were reached. We will need 1o bear
this in mind when planning any elements of the investgation that might
overlap (for example, if staff are interviewed for the purposes of both the
complaint and a disciplinary procedure, they should be assured that any

evidence given will be confidential. However, it may be made available to
MIPS0O).

Contact fmrom MLAs/Councillors

649. Where MLAs or Councillors make a complaint on behalf of a constituent NMDDC will
doal with the complaint following this CHP and keep the MLA or Councillor informed
of progress.

70. In this regard elected members should be aware of special arrangements for elected
members in relation to seeking third party consent (the Information Commissioner's
Office has guidance an this: hitps:dico.org.ukimedialfor-
organisations/documents/ 1432063 constituenoy -casework-of-mos-and-the-
processing-of-sensitive-personal-data. pdf).

Complaints and compensation claims

71. Where a customer s seeking financial compensation anly, this is not a complaint.
However, in some cases, the customer may want to complain about the matier
leading to their financial claim, and they may seek additional outcomes, such as an
apotogy or an explanabon. Whers appropriate, we will consider that matter as a
complaint, bul may deal with the iinancial claim separately. The compensation claim
may also form part of the rasolution of the complaint. 1t may be appropriate 10 axtend
the timeframes for responding to the complaint, to consider the financial claim

Complaints and legal action

T2. Where a customer says that legal action is being actively pursued, this should not be
handied under this CHP and the customer should be directed to NMDDC's legal
process,

73. Whera a customer indicates that they are thinking about legal action, but have not yet
commenced this, they should be informed that if they take such action, they should
notify the complaints handler andsor the complaints manager and that the complaints
process, in relation o the matters that will be considered through the legal process,
will be closed. Any outstanding complaints must still be addressed through the CHP.

rd. If an issue has heen, or is being, considered by a court, we will generally not consider
the same issue under the CHP though this should not prevent any learning from the
issue raised in the legal action being implemented.

Complaints relevant to other agencies
7o, Customers may raise concerns about issves which cannot be handled through this CHP,

but which other agencies may be able to provide assistance with or may have an intergst
in. The organisations may include;
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Morthern Ireland Commissioner for Children and Young People:
Wiebsite: wiww. niccy.org

Equality Commission for Morthern Ireland
Website: www.equalityni.orn

Advice NI
Website: www. adviceni.nat

T6. This list is not exhaustive, and it is important to consider the circumstances of each
case, and whether anaother organisation may also have a role to play.

What to do if the CHP does not apply

7701 the issue does not meet the definition of a complaint or if i is not appropriate to
handle it under this procedure (for example, due o tme limits), we will explain o the
cusiomer why we have made this decision. We will also 2l them what action (if any)
we will take (for example, if another procedure applies), and advise them of their right
to contact MIPSO if they disagree with our decision not to respond [o the issue as a
complaint.

T8.Where a customer cantinues o contact us about the same issue, we will explain that
we have already gven them our final responss on the matter and signpost them (o
NIPS0. We may also consider whether we need (o lake action under our Policy &
FProcedure for the Personal Safety of Emplovees exposed o Workplace Violence and
abuse from the Public.

Page 16 0of 41



Back to Agenda

Section 2: The Operations of the CHP

The definition of a complaint

79, Key (o ensuring effective complaint handling and central to introducing our CHF is
having a definition of what a complaint is. Our agreed definition of a complaint is:

An expression of dissalisfaction by one or more members of the public about
NMDDC's action or lack of action, or about the standard of senvce provided by or on
behall of our organisaiion’.

The complaints handling process

80, Ouwr CHP aims to provide a quick, simple and streamlined process for responding to
complainis early and locally by our capable, well-trained staff. The aim is, where
possible, to resolve the complaint to the customer's satisfaction. Where this is not
passible, the customer should be provided with a clear and reasoned response 1o
their complaint.

Resolving the complaint

a8l. A complaint is resolved when both we and the customer agree what acton (if any) will
be taken 0 provide full and final resclution for the customer, Occasienally this may
he done withouwt making a decision about whether the complaint is upheld or nat
upheld. In many cases. however, it may be possible to resolve complaints and make
a decision about whather the complaint is upheld or not uphald

82, You should try to resolve complaints wherever possible, although MMDDC accept this
will not be possible in all cases.

83, A complaint may be resolved at any point in the complaints handling process,
including during the investigation stage. It is particularly important that we try 1o
resolve complaints where there is an ongoing relationship with the customer or where
the complaint relates to an ongoing issue that may give rise to future complaints if the
matter is not fully resolved,

84. Itmay be helpful to use alternative complaint resolution appreaches when trying 1o
resolve a complaint [please see section ‘Alf@marve complaint resolulion approaches’
al page 23]

85, Whera a complaint is resolved, we do not normally nesd to continue looking into it or
provide a response on all points of complaint, There must be a clear recard of how the
complaint was resolved, what action was agreed, and the customer's agreement to
this as a final outcome. In some cases, it may still be appropriate to continue looking
intz the issue, for example where there is evidence of a wider problem or potential for
uzeful learning. ¥ou should use your professional judgment in deciding whether it is
appropriate to continue lnoking into a complaint that is resoheed,
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86, Inall cases, we must record the complaint outcome (resolved), any action taken and
sighpast the customer to stage 2 (for stage 1 complaints) or to NIPSO as usuoal
[please see section Signposting fo NIPSC' at page 26].

87. If the customer and our arganisation are not able to agree a resalution, we then follow
this CHP 1o provide & clear and reasoned responsa 1o each of the issues raised,

What to do when you receive a complaint

83. When you receive a complaint, you should consider four key guestions, This will help
you to either respond o the complaint quickly (at stage 1) or determing whether the
complaint is more suitable for stage 2:

What exactly is the customer's complaint {or complaints)?

89, Itis important to be clear about exactly what the customer is complaining abaut, You
rmay naed 1o ask the customer for more infarmation and probe further 1o get a full
understanding.

a0.  You will need to decide whether the issue can be defined as a complaint and whether
there are circumstances that may imit our abihty 1o respond to the customer (such as
the time limit for making complaints, confidentiality, anonymity or the nead for
consant), You should also consider whether the complaint is serious, high-risk or high-
profile.

91. If the matter is not suitable for handling as a complaint, vou will explain this o the
customer and signpost them to the relevant procedure or MIPSO for further advice.

892,  Inmost cases. this step will be straightforward, 1Tt is not, the complaint may need (o
be handled at stage 2 following discussion and agreement with the customer [please
sep section ‘Stago 2! Invastigation” at page 21].

What does the customer want to achieve by complaining?

93. At the outset, you will clarify the outcome the customer wants. Of course, the customer
may nat be clear about this, and we may neead to probe further to find out what they
expect, and whether they can be satisfied.

Can | achieve this, or explain why not?

a4, It you can achieve the expected outcome, for example by providing an on-the-spot
apology or explain why they cannot achieve it, you should do so.

85.  The customer may expect more than we can provide. If so, we will tell them as soon as
possible,

95,  Complaints which can be resolved or responded o quickly should be managed at
slage 1 [please see section ‘Slage 1, Fronfiine response’ al page 18],
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If | cannot respond, who can help?

a7, It the complaint is simple and straightforward, but you cannot deal with it because, for
example, you are unfamiliar with the issues or area of service involved, you should
pass the complaint 1o someane who can respond quickly.

98,  [fitis not a simple and straightforesard complaint that can realistically be closed within
5 working days [or 10, if an extension is approprigte), it should firstly be fully
considered at stage 1, in case, for example there is a resolution that has not yet been
considered. Following full consideration at stage 1 and discussion and agresment with
the customer, the complaint should be moved o stage 2. A record should be made of
the decision to move the complaint to stage 2. If the customer refuses (o engage at
stage 1, insisting that they want their complaint investigated. a record of this should be
made and the complaint handled immediately al stage 2 [please sea seclion "Slage 2
Invastigation’ al page 21].

Stage 1: Frontline response

299, Frontline response aims 1o respond guickky pwithin 5 working days) to
straightforward complaints,

100. Any member of staft may deal with complaints at this stage (including the staff
member complained about, for example with an explanation or apology). The main
principle is 1o respond o complaints at the earliest opportunity and as close to the
point of service delivery as possible.

101, We may respond (o the complaint by providing an on-the-spot apology where
appropriate, or explaining why the issue occurred and, whare possible, whal will be
done to stop this happening again. We may also explain that, as an organisation that
values complaints, we may use the information given when we review service
standards in the future. [f we consider an apology 15 appropnate, we may wish o
follow NIPSO's ‘Guidance on issuing an Apclogy’.

102, All complaints should be fully considered at stage 1 to identify any opportunites tor
resolution. Only after discussion and agreement with the customer, will the complaint
be moved to stage 2: Investigation. The decizion 0 handle the complaint at stage 2
should be recorded.

Notifying staff members involved

103, If the complaint is about the actions of another staff member, the complaint should be
shared with them, where possible, before responding (although this should not
prevent us responding to the complaint quickly, for example where it is clear that an
apology is warranied)

Timelines

104, Frontline response must be compleled within 5 working days, although in practice
wa would often axpact to respond to the complaint much sooner. ‘Day ong' is always
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the date of receipt of the complaint (or the next working day if the complaint 1s
received on a weekend or public holiday).

Extension to the timeline

105, In exceptional circumstances, a short extension of ime may be necessary due to
unfareseen circumstances {such as the availability of a key staff member). Extensions
must be agreed with an appropriate manager. We will tell the customer about the
reasons for the extension, and when they can expect a response. The maximum
extension that can be granted is 5 working days (that is, no more than ten
working days in total from the date of receipt).

106. If a complaint will take more than & working days to look into, it shauld be handled at
stage 2 immediately. Any movement of a complaint to stage 2 should be discuszed
and agreed with the customer first. The decision and rationale for the decision should
he recorded. The anly exception to this is whera the complaint is simple and could
narmally be handled within 5 warking days, but it is not possible to begin immediataly
(for example, due to the absence of a key staff member). In such cases, the complaint
may still be handled at stage 1 if it is clear that it can be handled within the extended
timeframe of up to 10 working days.

107, It a complaint has not been closed within 10 working days, it should be escalated to
stage 2 for & final response following discusson and agreement with the customer,

108. Appendix 2 provides further information an timelines.
Closing the complaint at the frontline response stage

109, 1fwe convey the decision face-to-face ar on the lelephone, we are nol reguired (o
write 1o the customer as well [although we may choose o). We must:

« tell the customer the outcome of the complaint fewhether it is resolved, upheld,
partially uphekld or not upheld)

« explain the reasons for our decision (or the agreed action @aken (0 resolve the
complaint — please see section Resolving the complaint’ at page 17)

= explain that the customer can escalate the complaint (o stage 2 i they remain
dissatisfied and how to do so (we should not signpost to NIPSO until the
customer has completed stage 2).

110, You should keep a full and accurate record of the decision given to the customer, If
you are not able to contact the customer by telephone, or speak to tham in person,
vou should provide a written response 1o the complaint where an email or postal
address is provided, covering the points abowve.

111, I the complaint is aboul the actions of a particular stall mamber(s), you should share
with them any part of the complaint response which relates to them, (unless there are
compelling reasons not ).

112, The staff member handling the complaint should consider whether any learning has
heen identified. Where learning has been identified, this should be recorded to
enable reporting [please see section ‘Learning from complaints ' at page 32].
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113, The complaint should then be closed and the complaints system updated accordingly.

Stage 2: Investigation

114, Siage 2 is appropriate where:

# the customer is dissatsfied with the frontline response or refuses to engage
at the frontline stage and would like theilr complaint to be investigatad. Unless
exceptional circumsiances apply, the customer should escalate the complaint
within six months of when they first knew of the problem or within two months
of the stage 1 response, whichever is later [please seo section Time dmit for
rmaking & complaint’ at page 10, Exceptional circumstances will be
cansiderad and if acceptable, we will accept the complaint cutside of these
timeframes|

= Ihe complaint is complex (Tor example where the customer has raised a
number of issues, or where information from several sources is needed
before we can establish what happened andfor what should have happensad)

« the complaint relates to serious. high-nsk or high-profile issues [please see
section ‘Serious, high-rsk or high-prafile complaints’ at page 11],

115, An investigation aims to explore the complaint in more depth and establish all the
relevant facts. The aim is to resolve the complaint where possible, or to give the
customer a tull, objactive and proporionate response that represants our final
position. Wheraver possible, complaints should be investigated by someon:a not
invalved in the complaint (for example, a ling manager or a manager from a different
arealdepanment. The organisation should decide at what level in the organisation a
final complaint response at stage 2 can be signed off).

116, Details of the complaint must be recorded on the complaints system. Where
appropriate, this will be done as & continuation of frantline response. If the
investigation stage follows a frontline responss, the officer responsible for the
investigation should have access to all case notes and associated information.

117. The beginning of stage 2 is a good time to consider whether complaint resalution
approaches other than investigation may be helpful [please see section 'Alternalive
complaint resolution approaches’ al page 23].

Acknowledging the complaint
118, Complaints must be acknowledged within 3 working days of receipt at stage 2.

119, ‘You should issue the acknowledgement in a format which is accessible to the
customer, taking into account their preferred method of contact.

120. Whera the points of complaint and expected outcomes are clear from the complaint,
you should set these out in the acknowdedgement and ask the customer to get in
touch with us mmediately it they disagree (see ‘Agreeing the issues of complant and
oulcome sought” at page 22).

121, Whera the points of complaint and expected outcomes are not clear, you should tell
the customer in the acknowledgement letter that we will contact them to discuss this.
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Agreeing the issues of complaint and outcome sought

122, Itis important to be clear from the start of stage 2 about the issues of complaint to be
investigated and what outcome the customer is seeking. We may also naed to
manage the customer's expectations about the scope of our investigation.

123, Where the izsues of complaint and outcome sought are clear, we can confirm our
understanding of these with the customer when acknowledging the complaint.

124, Where the issues of complaint and outcome sought are not clear, we must contact the
customer to confirm thess, We will normally need 1o speak to the customer {by phone
or face-to-face) to do this effectively. In some cases, it may be passible 1o clarfy
complaints in writing. The key point is that we need o be sure we and the customer
have a shared understanding of the complaint. When contacting the customaer, we will
he respectiul of their stated preferred method of contact, We should keep a clear
record of any discussion with the customer,

125, In all cases, we musl have a clear shared understanding of;

126. What are the issues of complaint to be investigated?

While the complaint may appear to be clear, agresing the issues of complaint at the
oulsel ensures thare is a shared understanding and avoids the complaint changing or
confusion arising at a later stage. The issues of complaint should be specific enough
to direct the imvestigation, but broad enough to include any multiple and specific
points of concern about the same issue.

We will make every effort to agree the issues of complaint with the customer
(alternative complaint reselution approaches may be helpful at this stage). In very
rare cases, it may not he possible to agree the issues of complaint (for exampla, if
the customer insists on an unreasonably large number of complaint issues being
saparately investgated, or on framing their complaint in an unacceptable way), We
will manage any such cases in accordance with our Policy & Procedure for the
FPersonal Safety of Employees exposed to Workplace Viclence and abuse from the
Public, bearing in mind that we should continue to investigate the complaint {(as we
understand it) wherever possible.

127, 1s there anything we can't consider under the CHP?

We must explain if there are any iIssues that are not suitahle for handling under the
CHP [please seea section ‘What fo do f the CHP does not apply’ at page 16].

128, What outcome does the customer want to achieve by complaining?
Asking what outcome the customer is seeking helps direct the invesbgation and
enahles us ta focus on resaolving (tha complaint where possible.,

129, Are the customer's expectations realistic and achievable?

It may be that the customer expects mare than we can provide or has unrealistic
expectations about the scope of the investigation. If =0, we should make this clear 1o
the customer as soon as possible.
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Motifying staff members involved

130, If the complaint is about the actions of a particular staff member’s. you should notify
the staff member's imvolved (inciuding where the staff membern's is'are not named, but
can be identified from the complaint). You should:

+« share the complaint information with the staff member!s (unless there are
compelling reasons not to)

#« advise them how the complaint will be handled, how they will be kept updated
and how we will share the complaint response with them

s discuss thelr willingness o engage with allemative camplaint resolution
approaches (where applicabla); and

« signpost the staff member’s to a contact person who can provide support and
information on what to expect from the complaint process {this must not be
the person investigating or signing off the complaint response).

131, Ifitis likely that internal disciplinary processes may be involved, the requiremeants of
that process should also be met. It is important that there is clear separation between
the complaint and the disciplinary process and that staff are aware of the remit of
both.

Investigating the complaint

132, Itis important to plan the investigation before beginning. The staff member
investigating the complaint should consider what infermation they have and what they
need about:

« what happened? (this could include, for example, recards of phone calls or
meetings, wark requests, recollections of staff members or internal emails)

= what should have happenad? (this should include any relevant policies or
proceduras that apply); and

» s there & difference between what happenad and what should have
happened, and is MMDDC responsible?

133, In zome cases, information may not be readily available. We will balance the need for
the information against the resources reguired to obtain it taking into account the
sernousness of the issue (for example, it may be appropriate to contact a former
employee, if possible, where they hold key information about a senous complaint).

134, If we need to share information internally or externally, NMDDC will be mindful of our
obligations under data protection legiskation.

[MIPSO has resources to assist organisations conducting investigations, including: An
Investigation Plan template and Decision-making tool for complaint investigators]

Alternative complaint resolution approaches

135. Some complex complaints, or complaints where customers and ather interested
parlies have become entrenched in thair position, may reguire a diferent approach o
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resolving the matter. Where we think it is appropriate, we may use alternatne
complaint resolution approaches such as complaint resolution discussions, mediation
or canciliation o try to resofve the matter and to reduce the risk of the complaint
escalating further. If mediation is attempted, a suitably trained and qualified mediator
will be used. Alternative complaint resolution approaches may hetp NMDDC and the
customer 1o understand whal has caused the complaint, and so are more likely 1o
lead to mutually satisfactony solutions.

136, Alternative complaint resolution approaches may be used 1o resolve the complaint
entrely, or to support one part of the process, such as understanding the complaint,
or exploring the customer's desired outcome,

137, 1 NMDDC and the customer (and any staff memben(s) imvolved) agree to using
alternative complamt resolution approaches, it is ikely that an extension to the
timeline will need to be agreed. This should not discourage the use of these
approaches.

Meeting with the customer during the investigation

138. To effectively investigate the complaimt, it may be necassary to arrange a meeting
with the customer. Where a meeting takes place, we will always be mindful of the
reguirement to investigate complaints {including holding any meetings) within 20
working days wherever possible, Where there are difficulties arranging a meeting, this
may provide grounds for extending the timeframe.

139, As g matter of good practice, a written record of the meeting should be completed and
provided to the customer. Alternatively, and by agreement with the person making the
complaint, we may provide a record of the meating in anather format, We will notify
the person making the complaint of the timescale within which we expect 10 provide
the record of the meating.

Timelines

140. The following deadlines are appropriate to casaes at the investigation stage {counting
day one as the day of receipt, or the next warking day if the complaint was received
on a weekend or public holiday):

« complaints must be acknowledged within 3 working days

« afull responsa fo the complaint should be provided as soon as possible but
not kater than 20 working days from the time the complaint was received for
investigation.

Extension to the timeline

141, Mot all investigations will be able to meet this deadline. For example, some complaints
are 50 complex that they reguire careful consideration and detailed investigation

beyvond the 20-working day timeline. It is important to be realistic and clear with the
customer about timeframes, and to advise them early if we think it will not be possible

to meet the 20-day timeframe, and why. We should bear in mind that extended
delays may have a detrimental effect on the customer and any staff member/s
complained about (if applicable).

Page 2401 41



Back to Agenda

142, Any extension must be considered and approved by an appropriate manager. A clear
rationale should be recorded on each occasion for the appropriate manager to
consider and approve. The manager should consider the legitimacy of the reasons
provided before approving any extension. There should be a clear record of what
action has been taken to progress the complaint during the extension timeframe
hefore a funher extension s approved. The customer and any member/s of stafl
complainad about should be kept updated on the reason for the delay and give tham
a revised timescale for completion. You should contact the customer and any
member’s of staff complained about at least once every 20 working days to update
tham on the progress of the investgation, Repeated extensions should be aveidad
where possible as this can l2ad to a loss of faith in the process by the customer,

143, The reasons for an extension might include the following:

« essential accoents or statements, crucial o establishing the circumstances of
the case, are needed from stall. customer or others but the person is nol
available because of long-term sickness or leave.

s e cannot obdain further essental information within normal timescales; or

= the customer has agreed to alternative complaint resolution approaches as a
potential route for resolution

These are only a few examples, and we will judge the matter in relation o each
camplaint, However, an extension would be the exception,
144, Appendix 3 provides further information an timelines.

Closing the complaint at the investigation stage

145, The final response to the complaint should be in writing {or by the customer's
preferred method of contact) and must be signed off by & manager or officer who is
empowerad 1o provide the final response on hehalf of NMDDC.

146, We will tell the customer the outcomea of the complaint (whether it is resolved, upheld,
partially upheld, or not upheld). The quality of the complaint response is vary
important and in terms of good practice should:

« he clear and easy to understand, written in a way that is person-centred and
non-confrontational

« avioid technical terms, but where these must be usad, an explanation of the
term should be provided

s ardress all the issues raised and demonsirate that each elemant bas been
fully and fairly investigated

o include an apalogy where things have gong wrang {this s different @ an
expression of empathy) and any other action o be taken to put things right

» highlight any area of disagreement and explain why no further action can be
taken

» ndicate that a named member of statt is available to clarity any aspect of the
letter.
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147, Inthe same correspondence, and within two weeks of the day the complaines
procedure is exhaustedicompleted, the customer must be advised of our statutory
requiremeants:

= The customer has exhausted/completed our complaints procedure; and

« | the customer is not satisfied with the outcome of the local process and
stage 2, the customer may seek a review by NIPSO [please see section
Signposting to MIES0" below].

148, Where a complaint has been resohlved, our final response does not need ta pravide a
decision on all points of complaint but should instead confirm the resclution agreed
[please see section ‘Resolving the complaint” at page 17).

149, |If the complaint is about the actions of & particular stalf member(s), we will share with
thermn any part of the complaint responss which relates 1o them, (unless there are
compelling reasons not ).

153, A record of the decision, and details of how it was communicated o the custamer,
should be recorded on the complaints system.

151. Before the closure of the complaint, the staff member handling the complaint should
consider whether any learning has been identified. Where leaming has heen
identified, this should be recarded to enable reporting.

Signposting to NIPSO

152, Once the investigalion stage has been completed, the customer has the nght to
approach NIFS0 if they remain dissatisfied. We must make clear 1o the customer:

= their right to ask NIP50 to consider the complaint
» the time limit for doing so
= how to contact NIPSO.

153, NIPSO considers complaints from people whao remain dissatisfied at the conclusion of
our complaints procedure. NIPS0 looks at issues such as service failure and
maladministration {administrative fault), and the way we have handied the complaint
There are some subject areas that are not within MIPS0's jurisdiction, but it is
MIPS0's role to determine whether an individual complaint is one that thay can
consider (and to what extent). Al investigation responses must signpost o NIPS0.

154, NIFS0 recommends that we use the warding below (o inform customers of thair right
to ask NIPSO to consider the complaint. This information should only be included on
MMDDC's final response to the complaint

Infarmation about NIPSO

The Morthern Ireland Public Services Ombudsman (NIPS0) is the final stage for
complaints about the majority of public services in Northern Ireland. This includes
complaints about NMDDC. NIPSO is an independent organisation that investigates
complaints. The zervice provided by NIPSO is free. It is not an advocacy or support
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service (but there are other organisations who can help you with advocacy or
support).

If you remain dissatisfied when you have considered this response, you can ask
NIPS0 to look at your complaint. NIPSO generally expect complaints to be brought to
it:

. within 68 months since you received correspondence from NMDDC informing you
that the complaints handling procedure is complete and of your right to refer
your complaint to NIPSO.

NIPS0 will generally ask complainants to provide details of their complaint and a copy

of the final response from the organisation. You can do this online at How do | make a

complaint o NIPSO? - MIPS0 - Office of the Nonhem Ireland Cmbudaman or call them on

Freephone 0B0D 34 34 24,

You may wish to get independent support or advocacy to help you progress your
complaint. Organisations who may be able to assist you are:

o Advice NI

Website: wyewe adviceni.net
Freephone:; 0800 915 4604

MIPS0's contact details are:

The Narthern Ireland Public Services Ombudsman
33 Wellington Place

Belfast

BT1 6HN

Tel Freephone: 0800 34 34 24

Email: nipso@nipso. org.uk

Web: wanw.nipso.arg. ik

Post-closure contact

155, If & customer contacts us for clarfication when they have received our final response,
it is permissible o have further discussion with the customer o clarify our responsea
and answer ther questions. This can be used as a further opportunity to try (o resolve
the complaint and the organisation's commitment ta improvement and learning.
However, if the customer is dissatisfied with our response or does not accept our
findings, we will 2xplain that we have already given them our final response on the
matter and signpost them o MIPSC,
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