Licensing Service Complaint Procedure
1. Purpose
This procedure explains how individuals, businesses, and stakeholders can raise complaints about the Licensing Service, and how those complaints will be handled fairly, transparently, and efficiently.
It applies to complaints about:
· The standard of service provided
· Delays or failure to follow procedures
· Staff behaviour
· Administrative errors
It does not apply to:
· Appeals against licensing decisions (these have statutory routes, e.g. Magistrates’ Court)
· Objections or representations under licensing legislation
· Requests for service or general enquiries
· Complaints about licence holders, i.e. taxi drivers, licensed premises, etc. 

2. Definition of a Complaint
A complaint is:
“An expression of dissatisfaction, however made, about the standard of service, actions, or lack of action by the Licensing Authority or its staff.”

3. Principles
Complaints will be:
· Taken seriously and handled impartially
· Dealt with promptly 
· Used to improve services
· Handled in line with data protection and confidentiality requirements


4. How to Make a Complaint
Complaints can be submitted:
· By email to licensing@oldham.gov.uk or taxitest@oldham.gov.uk 
· In writing to Licensing Service, Sir Robert Peacock House, Vulcan Street, Oldham, OL1 4LA
Complainants should include:
· Name and contact details
· Details of the complaint
· Relevant dates/times
· Any supporting evidence

5. Complaint Stages
Stage 1 – Informal / Service Response
· Complaints should first be raised with the relevant Service directly.
· Acknowledgement: within 5 working days
· Response: within 10 working days
The Service will:
· Investigate the issue
· Provide an explanation and/or apology
· Take corrective action where appropriate

Stage 2 – Formal Complaint Review
If the complainant is dissatisfied with the Stage 1 response:
· The complaint will be escalated to a Senior Officer / Licensing Manager
· Acknowledgement: within 5 working days
· Response: within 20 working days
This stage will include:
· Independent review of the original response
· Consideration of whether procedures were followed
· A written outcome explaining findings and actions

Stage 3 – Corporate Complaint / Final Review
If the complainant remains dissatisfied a complaint can be made to the Council via the website here - complaint form. 

6. External Escalation
If the complainant is still dissatisfied after completion of all stages, they may refer the complaint to:
Local Government and Social Care Ombudsman (LGSCO)
· Website: www.lgo.org.uk
· Telephone: 0300 061 0614
The Ombudsman investigates complaints about maladministration causing injustice.

7. Complaints About Licensing Decisions
Complaints cannot overturn licensing decisions. Legal routes include:
· Appeals to the Magistrates’ Court
· Judicial Review (where applicable)
Advice should be sought independently.

8. Unreasonable or Vexatious Complaints
The Service reserves the right to:
· Limit contact
· Refuse to consider repeated complaints with no new evidence

9. Timescale Extensions
If a response cannot be provided within the stated timeframe:
· The complainant will be informed
· A revised deadline will be given

10. Monitoring and Learning
The Licensing Service will:
· Record complaints and outcomes
· Analyse trends
· Use feedback to improve service delivery

11. Contact Details
Licensing Service
Oldham Council
Sir Robert Peacock House, Vulcan Street, Oldham, OL1 4LA
licensing@oldham.gov.uk


