—— Compliments & Complaints Policy

Tribunals Service

Cheshire Coroner's Court welcomes all feedback.

As stated in the Ministry of Justice guide to Coroner Services, Coroner's courts are committed
to providing a service which meets the needs of the public it serves. The jurisdiction has a
process for recording both compliments and complaints, please see below for the individual
process. Our service welcomes feedback to enable us to continuously monitor the way we

work and to improve our service for the future, which is recorded in the court’s annual reports.

Every compliment is seen by the Senior Coroner who will liaise with the relevant manager to

ensure appropriate recognition.

Every complaint is seen by the Senior Coroner, who determines the most appropriate person to

manage it.
All feedback should be relayed to coronersadminteam@warrington.gov.uk

Please see Section 8 of the Ministry of Justice's guide to Coroner Services for further

information by following this link: A Guide to Coroner Services for Bereaved People

SECTION 2: COMPLIMENTS

This coroner’s service is very happy to report that we receive far more compliments and messages

to say “thank you” than complaints.

Please note that the coroner’s service is here to support you throughout the inquest procedure,
and it does not expect any recognition for the necessary work it does at, what we know, is

probably the most difficult period of your life.

That said, many people are so very kind and wish to express their thanks to the staff for the
support and guidance offered throughout the inquest process. Please be reassured that these

compliments mean a great deal to the staff and are displayed in the privacy of the office.

The Senior Coroner has asked to see all such correspondence. We ensure any person mentioned
within a document/letter/card has sight of it. If it is addressed to one person in particular, they

will retain the original.

Although we are very grateful for the kindness of the gesture, the Coroner, as ajudicial post holder,

cannot accept any gifts for the work they do.
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SECTION 3: COMPLAINTS

We recognise that on occasion, despite our best efforts, cases will not proceed in line with

our desired expectations or to the standards expected by the people we serve.

This policy outlines procedures for complaints/concerns regarding coroners, court/police

staff working in the Coroner’s Court, the building/facilities, other professionals working under

the coroner’s jurisdiction and data protection.

In the event of any dissatisfaction with any of our work, please speak initially to the coroner’s

officer or ask to speak to the Coroner’s Officer Manager. They will be pleased to discuss your

concerns with you and will make every effort to resolve them to your satisfaction.

1) COMPLAINTS ABOUT A CORONER

a)

b)

c)

Judicial Decision-Making

A Senior Coroner has authority over the jurisdiction and the manner in which itis run,
however a Senior Coroner has limited powers when dealing with issues concerning
fellow coroners and decisions made by other coroners in their jurisdiction.

Personal Conduct

If you are dissatisfied with the personal conduct of the coroner, you should raise this
by writing initially to the HM Senior Coroner, via the court email address. You will
receive an acknowledgement to your correspondence within 5 working days and a full
response within 20 working days.

Judicial Conduct Investigations Office (JCIO)

If the Senior Coroner is unable to deal with your personal conduct complaint
satisfactorily, you may complain to the Judicial Conduct Investigations Office (JCIO)
(formerly known as the Office for Judicial Complaints).

Complaints about a coroner can be made to the JCIO. Examples of potential personal
misconduct would be the use of insulting, racist or sexist language, inappropriate
anger or unreasonable delays in replying to correspondence or progressing an
investigation.

There is no charge for complaining to the JCIO and you can do so online via the JCIO
website. Alternatively, you can download the JCIO complaints form and send itto the JCIO
by fax, post or email. Further information about complaints about coroners is also on

their website Making A Complaint - Customer Self-Service
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You can also complain by letter or email. The JCIO’s contact details are:
The Judicial Conduct Investigations Office 81 - 82 Queens Building
Royal Courts of Justice

Strand, London WC2A 2LL

Tel: 020 7043 4719 Fax: 020 7073 4725

Email: inbox@jcio.gsi.gov.uk
2) CHALLENGING A CORONER’S JUDICIAL DECISION

Complaints that relate to a judicial decision made by a coroner cannot be investigated as a

complaint. The process for challenging a judicial decision is set out below.

Complaints cannot be made about judicial decisions. If it is a decision during the course of the
investigation, initially you should discuss the matter with the coroner’s officer and then, if

necessary, write to the coroner seeking an explanation and or review of the decision.
Examples of judicial decisions include:

o  Whether to investigate a death,

e Whois aninterested person,

o Whether to order a post mortem examination,

e The extent of disclosure,

e The scope of an investigation, whether to call a witness, whether to instruct an expert, a

finding or conclusion made in court

3) FunNcTtus OFFICIO

Once aninquest is concluded a coroner becomes “functus officio” which means the coroner is
regarded as having performed/finalised their legal duty and they no longer have the authority to
act further. A conclusion to aninquestis legally binding and cannot be changed by that coroner.
Once a coroner has reached a conclusion at the end of an inquest the coroner cannot re-open

it, re-hear it or amend the conclusion.

If you are dissatisfied with the outcome of the inquest or investigation there are two methods by
which the coroner’s decision can be challenged but the grounds for doing so are complex and

advice should be sought from a lawyer with expertise in this area of the law.

4) THE LEGAL PROCESSES FOR REVIEWING A JUDICIAL DECISION:
a) An application to the High Court for judicial review of a decision. There are occasions that

this can be done urgently during an investigation, but more usually it relates to the
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conclusions of the inquest, when it must be done within 3 months of completion of the
inquest.

b) A separate power under section 13 of the Coroner’s Act 1988 by which the Attorney-
General may initiate an application to the High Court for an inquest to be held if a coroner
has neglected or refused to hold one, or for anotherinquest to be held on the grounds that
itis necessary or desirable. There is no time limit under these circumstances.

5) NEW EVIDENCE

If you have new evidence in relation to a case that you wish to put before the coroner this should
be presented in writing to HM Senior Coroner. You will receive an acknowledgement to your

correspondence within 5 working days and a full response within 20 working days.

SECTION 4: COMPLAINTS OR CONCERNS ABOUT A MEMBER OF COURT STAFF

6) COMMUNICATING A CONCERN

Please send any complaint/concern in writing by post at Cheshire Coroner’s Court, Museum
Street, Warrington, WA1 1JX or via email to coronersadminteam@warrington.gov.uk . This may

include concerns relating to the police working in the court, or the building/facilities.

Every complaint/concern is seen by the Senior Coroner, who determines how it is to be handled.
Please be aware that the staff working in the court do so at the direction and guidance of the

Senior Coroner, some staff are employed by the Local Authority, some by the police.

Therefore, if there are complaints/concerns regarding an individual it may not be the Senior
Coroner who is required to conduct an investigation, and particular processes may need to be

followed depending on who is responsible for the issue.
7) THE COMPLAINT RESOLUTION PROCESS

a) We will send you an acknowledgment on receipt of your complaint within 5 working days.

b) We will then investigate your complaint. This will normally involve the Senior Coroner or
another person who they deem to be appropriate, who will review the case file and speak
to the relevant person to determine how the investigation proceeds.

c) We will send you a substantive written response to your complaint, including the
coroner’s suggestions for resolving the matter, within 20 working days of receipt of your

complaint.
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d) The coroner can only act within their official capacity, and there may be occasions when
they are unable to handle your enquiry. If this is the case, you will be advised to send your

complaint to the appropriate authority/organisation.
8) HOW IS A CONCERN INVESTIGATED?

The complaint is initially assessed by the Senior Coroner. The Senior Coroner may delegate

this role to another coroner if circumstances dictate it is necessary to do so.

Complaints involving the conduct of a coroner’s officer are investigated by the Coroner’s

Officer Manager.

Complaints involving the conduct of an administrative officer and/or member of staff working

within the court are investigated by the Business Support Manager.

Complaints which involve an officer and the duties of a coroner are jointly

investigated.

A report is made and sent to the complainant, with conclusions, whether it is upheld in part or

whole and any actions being taken to prevent its recurrence.
9) RIGHT TO APPEAL AN OUTCOME RELATING TO A MEMBER OF STAFF.

If you disagree with the outcome of the complaint investigation or you are still dissatisfied with the

response received, you may take your complaint as follows:

a) Ifthe personis a police officer or police employee, complaints should be made:
i) Via the Cheshire Constabulary Website following this link: Make a complaint about
the police | Cheshire Constabulary

ii) Via the IOPC website at We are the Independent Office for Police Conduct |

Independent Office for Police Conduct (IOPC)
iii) Bycalling101
iv) By attending a police station front office

v) By writing a letter to the Directorate of Professional Standards Complaints

b) Ifthe personis employed by the Local Authority:
i)  The Local Government Ombudsman, at How to Complain - Local Government and
Social Care Ombudsman

ii) By calling 0300 061 0614 or 0845 602 1983.
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iii) Alternatively, you may complain in writing to:

The Local Government Ombudsman
PO Box 4771
Coventry
CV4 0EH
SECTION 5: OTHER COMPLAINTS

10) COMPLAINTS ABOUT OTHER ORGANISATIONS

Some complaints fall outside of the proper jurisdiction of the Senior Coroner as they relate to
individuals or organisations outside of the Senior Coroner’s direct control (for example a

mortuary or a pathologist).

Here, a concern would be referred on to that organisation/individual or you will be directed to
the appropriate place to lodge your complaint. In the first instance please raise your concern

with the coroner’s officer and you will be directed to the relevant place to send your concerns.
This covers complaints about General Practitioners/ hospitals/ care homes etc.
11) COMPLAINTS ABOUT A PATHOLOGIST

If you wish to complain about a pathologist, you should initially write to the coroner using the

contact details above.

Serious complaints should also be made to the General Medical Council (GMC). The GMC can
take action to remove or restrict a doctor's right to practice if it considers that there has been a
serious or persistent breach of its guidance. You can submit a complaint online at by following

this link: How to raise a concern with us - GMC

For further information, or if you wish to speak to a GMC adviser, please telephone 0161 923

6602.

A complaint about a registered forensic pathologist should be made to the GMC and the Home

Office. Details for the Home Office are at Forensic pathology: role within the Home Office -

GOV.UK
12) DATA PROTECTION

If you have a concern regarding a data protection breach, the Senior Coroner is the Data
Controller for the court. Please address your concern to the Senior Coroner who will ensure the

matter is investigated in accordance with GDPR procedures.
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13) VEXATIOUS COMPLAINTS AND SERIAL COMPLAINTS

The court and its staff will always treat people with courtesy and politeness. The Senior Coroner

expects all interaction with the court to follow the same principle.

The court will not accept vexatious complaints. If the complaint contains insults or derogatory

comments, they will be ignored in totality.

If a person is known to make continual complaints, while a complaint will be considered, should
it become apparent that a complaint (or series of complaints) are being made in order to disrupt
the interests of justice, undermine the judicial process, being used as an attempt to intimidate the
coroner or their staff or to cause harassment, the complainant will be told to desist from such
correspondence. If correspondence continues the complainant may be referred to the legal

department of the Local Authority or the police with regards to harassment.
14) CONTACT US

To enable us to deal with all complaints efficiently in line with this policy, please submit your

feedback in writing via post or via e-mail.
Via post: Cheshire Coroner’s Court, Museum Street, Warrington, WA1 1JX

Via E-mail: coronersadminteam@warrington.gov.uk
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