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1.
PURPOSE OF THE POLICY AND PROCEDURE
1.1
The purpose of this Policy and Procedure is to provide a documented and uniform approach to complaints made regarding the services of this Authority.
1.2
It is the Policy of this Authority for the Chief Port Health Inspector to take all necessary action without delay to proceed with his investigations regarding any complaint made to him regarding the services of this Authority and to report his findings to the complainant within two weeks of the complaint.
2.
SCOPE
2.1
This Authority recognises that things sometimes go wrong and when they do, the aggrieved person must have somewhere to complain to about our service.

2.2
The Authority should provide services that are reliable, meet the needs of our customers and are good value for money. 

3.
CONTACT WITH THE AUTHORITY
3.1
This Authority will receive complaints about our service by:

a) Letter:

Mr Laurence Dettman

Chief Port Health Inspector,
Hull and Goole Port Health Authority,

257 Hessle Road,
Hull.
HU3 4BE

b)
Fax :
  
01482 219275
c)
E-mail:

hullpha@cieh.org.uk
d)
Telephone:
01482 324776
e)
In person: 
to the above office
f)         Via the Authority’s web-site www.hullandgoolepha.gov.uk

3.2
Telephone numbers, Fax numbers, the Emergency Standby Service telephone number and Officers' telephone numbers are all listed in the Local Telephone book and on the Authority’s web-site (www.hullandgoolepha.gov.uk)

3.3
When a member of staff is taking a complaint about our service it shall be passed to the Chief Port Health Inspector without delay or in his absence the Deputy Chief Port Health Inspector. He will then acknowledge the complaint by telephone or by letter and explain how he intends to proceed with the complaint.

4.
FINDINGS OF THE CHIEF PORT HEALTH INSPECTOR
4.1 
The Chief Port Health Inspector will carry out an investigation and notify the complainant of his findings within two weeks of the complaint.
4.2 
If the complainant is not satisfied with the way the Authority has dealt with the complaint or is not satisfied with the outcome the Authority will re-examine the complaint.

4.3 
If the complainant is still not satisfied by the result of the complaint then the complainant may then complain in writing to the Chair of the Joint Board Committee.
4.4 
The Chief Port Health Inspector shall request a meeting of the Councillors of the Joint Board Committee who will consider the complaint.

4.5 
The Chief Port Health Inspector will notify the complainant of the result within two weeks of the date of that meeting.
5.
LOCAL GOVERNMENT OMBUDSMAN
5.1 
If the complainant is still not satisfied with the outcome of the meeting of the Joint Board Committee they have right of appeal to the Local Government Ombudsman. 
5.2 
The Local Government Ombudsman is an independent organisation who will look at complaints about Local Authorities on behalf of the complainants.

5.3 
The address of the Local Government Ombudsman is:- 


Mrs H BAINBRIDGE

Deputy Ombudsman


Commission for Local Administration in England


Beverley House

17 Shipton Road

YORK

YO3 6FZ



Email 


custserv.york@lgo.org.uk
Telephone
 
01904 380200 

Fax


01904 380269

Web site

http://www.lgo.org.uk/
6.
DOCUMENT REVIEW
This Policy and Procedure shall be the subject of a review by the Chief Port Health Inspector, at least annually or as necessary to meet any new legislation and/or guidance issued by the Food Standards Agency or other recognised Government body.
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