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1. Purpose

This procedure explains how complaints about our internal audit, training and
consultancy services can be raised and how they will be handled. We are committed to
providing high-quality, professional services and welcome feedback where our service
has not met expectations.

2. Scope
This procedure applies to complaints from:
e Town and Parish Councils
o Councillors and council officers
e Other clients or stakeholders directly receiving our services

A complaintis defined as an expression of dissatisfaction about the standard of service,
conduct, or outcome of our work.

This procedure does not cover:

o Differences of professional judgement where standards and contractual
requirements have been met

¢ Matters already subject to legal proceedings
¢ Personnel or employment-related matters
3. Principles
We will ensure that complaints are:
e Treated seriously, fairly and consistently
¢ Handled promptly and professionally
¢ Investigated objectively

e Treated confidentially
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¢ Usedtoimprove our services
Raising a complaint will not result in any disadvantage to the complainant.
4. How to Make a Complaint

Complaints should be submitted as soon as reasonably practicable and preferably in
writing by email.

Please provide:
e Council name and contact details
¢ Details of the service involved (audit, training, consultancy)
e Acleardescription of the complaint
¢ Anyrelevant supporting information
e The outcome you are seeking (if appropriate)
Complaints should be sent to the following:
For Internal Audit & Consultancy Services

Name: Andy Beams

Email: andy@mulberrylas.co.uk

Telephone: 07428 647069

Postal address: Eastgate House, Dogflud Way, Farnham, Surrey, GU9 7UD

For Training & General Complaints

Name: Anna Beams

Email: anna@mulberrylas.co.uk

Telephone: 07724 545699

Postal address: Eastgate House, Dogflud Way, Farnham, Surrey, GU9 7UD

If a complaint relates to the Complaints Officer, it will be referred to an independent
senior person within the organisation.

5. Informal Resolution (Stage 1)

Where appropriate, we encourage concerns to be raised informally in the first instance
with the lead auditor, trainer or consultant. Many issues can be resolved quickly through
discussion and clarification.

If the issue is not resolved informally, or the complainant prefers a formal process, the
complaint will proceed to Stage 2.
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6. Formal Complaint Investigation (Stage 2)
¢ Awritten acknowledgement will be issued within 5 working days of receipt

¢ The complaint will be investigated by a senior member of staff not directly
involved in the matter wherever possible

¢ Theinvestigation may include reviewing documentation and speaking with
relevant parties

¢ Awritten response outlining findings and any actions taken will be provided
within 20 working days

If more time is required, the complainant will be informed and provided with a revised
timescale.

7. Review and Escalation (Stage 3)

If the complainant remains dissatisfied, they may request a review within 10 working
days of receiving the Stage 2 response.

The review will:
¢ Be conducted by a Managing Director or an independent senior professional
¢ Reconsider the complaint, investigation and response
e Provide a final written decision within 15 working days
The outcome of Stage 3 is final within our internal process.
8. Remedies and Outcomes
Where a complaintis upheld, we may:
e Apologise formally
o Take corrective action
e Provide additional clarification or revised work (where appropriate)
¢ Review and improve internal processes
e Provide training or supervision where required

Any remedy will be proportionate to the complaint.
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9. Confidentiality and Data Protection

All complaints will be handled in accordance with data protection legislation.
Information will only be shared with those necessary to investigate and resolve the
complaint.

10. Learning and Improvement

Complaints and feedback are reviewed periodically to identify trends and areas for
improvement in our services, procedures and staff development.

Version 1.1 | Next review: March 2027
© Mulberry Local Authority Services Ltd
Page 4 of 4



