A. Informal enquiry received

Offer of factual information
letter' sent to enquirer

No further action

No further action

75% refund of fees to
complainant

Complainant withdraws
complaint

Can issue be
resolved without
Council?

Letter notifying receipt of
enquiry sent to hedge owner

Can issue be resolved
without Council?

Complaint put on hold for
up to 10 working days/
complainant advised of

required action

B. Complaint form received

Complaint form and
fee checked

Letter confirming receipt
of complaint form? sent to
complainant

Preliminary desk
investigation

Does complaint fall
within the Act?

Complaint
rejection letter sent
to complainant

Complaint form copied to hedge
owner with covering letter® (copied to

75% refund of fees to
complainant

complainant)

Further scope for
informal resolution?

Acknowledgement

Complaint re-activated

of complaint letter*
sent to complainant

Y

No further action

Appendix 1

Stage 1 -
Establishing a Complaint

(A 75% refund of fees may be made should
a complaint be withdrawn within this stage)

v

Notification of complaint letter
sent to hedge owner inviting
comment/additional information

Comments from hedge owner
copied to complainant

Relevant specialist expertise (eg ecological,
heritage etc) sought, as required

Stage 2 -
Investigation

Assessment of evidence (including consideration

of requirements/limitations on remedial action due

to TPOs, Planning, convenants etc)

s remedial action
necessary?

Stage 3 -
Determining Action

No further action

Text in italics indicates a document
suggested in DoENI's Guidance for
Councils

"Includes guidance for complainants;
emphasises need to attempt to resolve
issue informally; states process and costs

2Addtional to those documents suggested
by DoENI; does not comment on validity
of complaint; signifies start of formal
process; states process and costs

3Additional to those documents suggested
by DoENI; emphasises need to attempt to
resolve issue informally; states process
and costs

“Acknowledges that the complaint meets
the requirements of the Act; does not
comment on any decision by the Council;
allows a two week ‘cooling off’ period with
which a 75% refund of fees will be made
should the complaint be withdrawn

A complaint may be withdrawn at any
stage prior to Stage 4 (although a refund
may only be given within Stage 1)

Yes

Is appeal upheld?

Hedge owner appeals to
NI Valuation Tribunal

s

Appropriate enforcement
action by Council

A

Legal Services consulted

Decision letter, remedial
notice and case report

Decision letter and
o | case report sent to all

sent to all parties

Does hedge owner
wish to appeal?

Fee refunded to
complainant

v

Fee transferred to hedge
owner

Remedial action undertaken within 28
days of the remedial notice (unless
otherwise stipulated)

Compliance with
remedial notice?

No further action

parties

Does complainant
wish to appeal?

Complainant appeals to
NI Valuation Tribunal

Is appeal upheld?

No further action

Stage 4 —
Implementation
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