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PORT ST MARY COMMISSIONERS  
ORDINARY BOARD MEETING  

 2 7 th  NOVEMBER  2019  
AGENDA ï OPEN PUBLIC SESSION  

 

Item 

Number  
Item  Action Required  

1.  OPENING OF THE MEETING  

1.1  Welcome, Apologies & Declarations  
As required by Board 
members  

2.  MINUTES  

2.1  
Minutes of the Ordinary Meeting held 

on the 2 3 rd  October  2019  
For Board approval  

3.  MATTERS ARISING  

3.1  
Matters arising from previous 
meetings  

Clerk to provide 
necessary updates  

3.3  Complaints Policy & Procedure draft  
For Board discussion  & 

approval  

4.  MOTIONS -  None  

5.  FINANCE  

5.1  Invoices for payment Novem ber 2019  For Board approval  

6.  PROJECTS  

6.1  Mariners Shelter  For noting  

6.2  Manxonia House  For discussion & Board 

approval      

6.3  Remembrance Service & Garden  For noting  
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6.4  Skate Park  For noting   

6.5  Public Conveniences  For noting   

6.6  Highways  For noting  

6.7  Happy Valley  For noting   

6.8  Boat Park  For noting  

6.9  Reduction in Board numbers  For noting   

6.10  Jetty Repair  For noting   

6.11  Bay Queen Exhibition  For noting  

6.12  
Monaôs Queen III Exhibition ï Verbal 
update from the Chair  

For noting  

6.13  Christmas  
For discussion & Board 

approval  

7.  PUBLIC CORRESPONDENCE  & COMMUNICATIONS   

7.1   Letter of condolence    For noting   

7.2  Letter of thanks from Nick Watterson  For noting  

7. 3 Tynwald Commissioner communication  For noting  
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7. 4 
Communication from Manx Utilities re 

street light columns  

For Board discussion  & 

approval  

7. 5 
Communication from Waste 

Management Unit  
For noting  

7. 6 3 rd  Supplemental Valuation List  For noting  

7. 7 
Request from Rushen Silver Band re 

street collection  

For Board discussion  & 

approval  

7. 8 
Scoill Phurt le Moirrey Play Area  ï 
Verbal item submitted by the Vice 

Chairman  

For Board discussion  

7. 9 

Correspondence from the Ministers 

Watterson & Skelly  regarding flood 
risks  

For discussion  

7. 10  Letter received from Mr Merchant  For discussion  

8 . PUBLIC CONSULTATIONS  

8.1  Consultation of electoral legislation  For Board discussion  

8.2  Gellings Avenue Responses  For Board discussion  

9.  PLANNING MATTERS  

9.1  Planning Applications  For Board discussion  

9.2  Registered Building Consent  For noting  

9.3  

 

Planning Appeals  For noting  

9.4  

 

Intention to Demolish  For noting  

10.  POLICY & RESOURCES  
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10.1  
The Underway development ï verbal 

item  
For Board discussion  

10.2  
Public Records Office  

For Board discussion  

10.3  
2019 Meeting Dates  

For noting  

10.4  
Draft newsletter for approval ï to be 

tabled  

For Board discussion & 

approval  

10.5  
General Maintenance Report  

For noting  

11.  INVITATIONS  

11.1  
Invitation to Tynwald Christmas Carol 

Service on 12 th  December  
For Board discussion  

11.2  
Invitation to Royal Artillery Association 

service on 1 st  December  
For Board discussion  

11.3  
Invitation to Port Erin Commissioners 

Carol Service  
For Board discussion  

12.  
ANY OTHER BUSINESS OF AN URGENT NATURE  

(BY PERMISSION OF THE CHAIR)  
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Item 3.2  

PORT ST MARY COMMISSIO NERS   

MATTERS ARISING  & PUBLIC CORRESPONDENCE REPORT  

 

Matters Arising  

 
Street Signs by Rushen Heritage Trust ï The signs have been ordered and 

PR is being arranged in conjunction with the RHT.  

Gansey Parking ï The Clerk met with Highways on Wednesday 20 th  November 

to discuss the matter.  Highways have a proposed solution and once approved 
they will notify the Board and residents in writing.   

 
Derelict Buildings  ï Environmental Health are due to carry out an inspection in 
December.   

 
Commissioners Informa tion Pack ï The project is ongoing, the first draft of 

the pack will be on the January 2020 Agenda.  
 
Chapel Bay Parking  ï Highways have suggested imposing 18 in 24 hour parking 

in the area.  This will mean that motor homes etc can park over night but not for 
longer periods of time and should be sufficient for residents also.  Letters will be 

issued to residents to seek their view on the suggestion.   
 

Freedom of Information  ï It is estimated that costs incurred dealing with 
Freedom of Information requests in the 2019/20 financial year to date are £ 2,432.  
 

Laneôs reported as requiring attention (Underway & Lime Street) ï The 

ownership of the lanes on Lime Street need to be confirmed at the Land Registry.  

The lane leading from the High Street to the Underway  has been power washed 

and cleaned.     

 

Public Correspondence  
 

Local Authority Elections ï This has been included on the draft newsletter and 

will be advertised on social media and the website.  

Letter regarding sunken stones at Gansey Point  ï Larger stones will be 

placed in the area.  

IOM Post Office intention to Modernise the Islandôs Retail network of 

Postal Services press release ï A media release in response was issued.   

Road Traffic Licensing Committee ï A response regarding the new opera tor 

licence was submitted.  

Proposed purchase of Headlands, Clifton Road ï The Advocates were notified 

that there were no objections.  
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Item 3.3  

PORT ST MARY COMMISSIO NERS   

DRAFT COMPLAINTS PROCEDURE  

Below are two examples of draft complaints procedures for review by the Board.  
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DRAFT COMPLAINTS PROCEDURES FOR PORT ST MARY COMMISSIONERS 
 
A complaint is: 
άAny expression of dissatisfaction from, or on behalf of, a customer, whether oral or written and 
whether justified or notΦέ 
 
Explaining the complaints process to clients 
 
A copy of the attached leaflet, explaining the complaints procedure must be given to any client who 
requests it and to any complainant with the acknowledgement letter. 
 
What do we do if we receive a complaint? 
 
Receiving a complaint 
 
All complaints, whether they are oral or written, must be referred immediately to the Clerk, even if 
the complaint has already been resolved by an apology. 
 
Any oral or written statement made by a client, which might be considered as a complaint, must be 
referred to The Clerk so that it can be determined as to whether is a complaint or not. 
 
Lǘ ƛǎ ǘƘŜ /ƻƳƳƛǎǎƛƻƴŜǊǎΩ ǇƻƭƛŎȅ ǘƻ ǘǊŜŀǘ ŀƭƭ ŎƻƳǇƭŀƛƴǘǎΣ ǿƘŜǘƘŜǊ ƧǳǎǘƛŦƛŜŘ ƻǊ ƴƻǘΣ ŀŎŎƻǊŘƛƴƎ ǘƻ ǘƘŜ 
Complaints Procedures.  
 
Record Keeping 
 
An entry of each complaint received will be made within the Complaints Register, which will be 
ǳǇŘŀǘŜŘ ŀǘ ŜŀŎƘ ŀǇǇǊƻǇǊƛŀǘŜ ǎǘŀƎŜ ƻŦ ƘŀƴŘƭƛƴƎΦ  ¢ƘŜ /ƻƳƳƛǎǎƛƻƴŜǊǎΩ ǿƛƭƭ ǊŜǘŀƛƴ ŀ ǊŜŎƻǊŘ ƻŦ ŜŀŎƘ 
complaint received for at least 3 years from the date the complaint is received.    
 
What if the complaint is about another person/firm/Government department? 
 
If we receive a complaint that is not about us, or our services, and assuming that we can identify the 
άǇŜǊǎƻƴέ ǘƻ ǿƘƻƳ ǘƘŜ complaint should be addressed, we will carry out the following action: 

¶ ²Ŝ ǿƛƭƭ ǿǊƛǘŜκŜƳŀƛƭ ǘƻ ǘƘŜ άǇŜǊǎƻƴέ ŎƻƴŎŜǊƴŜŘΣ ŜȄǇƭŀƛƴ ǘƘŀǘ ǿŜ ōŜƭƛŜǾŜ ǘƘŜ ŎƻƳǇƭŀƛƴǘ ǘƻ ōŜ 
theirs and suggest that they contact the client directly 

¶ We will enclose a copy of the original complaint letter 

¶ ²Ŝ ǿƛƭƭ ǿǊƛǘŜ ǘƻ ǘƘŜ ŎƭƛŜƴǘ ƎƛǾƛƴƎ ŎƻƴǘŀŎǘ ŘŜǘŀƛƭǎ ƻŦ ǘƘŜ άǇŜǊǎƻƴέ ŀƴŘ ƛƴǾƛǘŜ ǘƘŜ ŎƭƛŜƴǘ ǘƻ ƎŜǘ ƛƴ 
ǘƻǳŎƘΦ  ²Ŝ ǿƛƭƭ ŜƴŎƭƻǎŜ ŀ ŎƻǇȅ ƻŦ ƻǳǊ ƭŜǘǘŜǊ ǘƻ ǘƘŜ άǇŜǊǎƻƴέΦ 

¶ ²Ŝ ǿƛƭƭ ŎƻǇȅ ǘƘŜ ƴŜǿ άǇŜǊǎƻƴέ ƛƴ ƻƴ ǘƘƛǎ ƭŜǘǘŜǊ ŀǎ ǿŜƭƭΦ 
 
Acknowledging a complaint 
 
In relation to all written complaints the complaint will be acknowledged in writing by the Clerk 
promptly. A minimum of an acknowledgement must be sent within 2 days of receiving the complaint. 
 
In relation to oral complaints, the Clerk will acknowledge the complaint in writing promptly setting 
out (his/her) understanding of the complaint and inviting the client to confirm in writing the accuracy 
of that statement.  
 



Page 9  of 58   
 

 

The acknowledgment letter will outline the result of the investigation if this has been completed.  A 
copy of our complaints procedure leaflet will be enclosed with the acknowledgment letter. 
 
If the investigation has not been completed, the acknowledgement letter will confirm that the Clerk 
will provide the complainant with a further reply within 14 days. 
 
If the investigation is not concluded within 14 days weeks the Clerk will write to the client informing 
him that the investigation is continuing and the reasons for the delay and when he expects to be able 
to contact the client again.  In the case of a seriously complex complaint, which may involve the Board 
in discussions and negotiations with other parties, we will undertake to keep the customer informed, 
at least on a monthly basis.  
 
Investigating a complaint 
 
Any investigation conducted will be fair, consistent, and will be dealt with promptly. 
 
The Clerk will investigate all complaints and may, where appropriate, consult with the any member of 
staff/ other party* whose actions or omissions gave rise to the complaint. 
 
If the Clerk is subject to the complaint, the investigation will then be conducted by a member of the 
Board.     
 
The investigation will include a review of ANY relevant documents and may, where necessary, involve 
contact with third parties*, such as relevant service providers to obtain information.        
 
Immediately on completion of the investigation the Clerk will write to the client notifying him of  

¶ the outcome of the investigation; 

¶ the nature and terms of any settlement 
 
If any compensation is offered it must be fair and the basis of the calculation should be explained to 
the client. 
 
Closing a complaint 
 
Where the Clerk receives confirmation from the client that they are satisfied with the findings and 
outcome of the investigation, and any resolution, the complaint will be considered to be closed. 
 
Where no confirmation has been received from the complainant within 8 weeks of the most recent 
letter, the complaint will also be considŜǊŜŘ ŎƭƻǎŜŘΦ  IƻǿŜǾŜǊΣ ǳƴŘŜǊ ǘƘŜ ŎƻƴŎŜǇǘ ƻŦ Ψ¢ǊŜŀǘƛƴƎ 
/ǳǎǘƻƳŜǊǎ CŀƛǊƭȅΩΣ ǎƘƻǳƭŘ ǘƘŜ ŎƭƛŜƴǘ ŎƻƴǘŀŎǘ ǘƘŜ /ƻƳƳƛǎǎƛƻƴŜǊǎ ŀŦǘŜǊ у ǿŜŜƪǎΣ ǿŜ ǿƛƭƭ ǊŜǾƛŜǿ ŀƴȅ 
further correspondence accordingly.   
 
Staff Understanding 
 
ALL staff are to be given a copy of this document and are required to sign their acknowledgment of 
receipt, understanding and agreement to act within the requirements in all cases. 
 
 

*Where there is a need to contact third parties care must be taken to ensure any action is 
in accordance with the requirements of the Data Protection Act 2018. 
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Port St Mary Commissioners Complaints Procedure  
 
This leaflet explains our complaints procedure.  

Port St Mary Commissioners aims to provide all its customers with a high standard of service, and we 

will endeavour to respond to any enquiry or complaint with efficiency, courtesy and fairness. The 

feedback we receive from you will allow us to monitor our standard of service, learn from you what 

may have gone wrong and use the information to improve future services.  

A complaint arises when we fail to meet one of our standards, or someone is dissatisfied with 

something we have done or failed to do.  

How to Make a Complaint  

You can register a complaint in person, by telephone or in writing. Complaints which are made 

anonymously will be considered carefully and action taken where it is deemed appropriate.  In the 

first instance, please complain directly to the person you have been dealing with. We want 

complaints to be dealt with as quickly as possible, and most can be resolved immediately.  If you 

wish to speak to someone else, or you are still dissatisfied, direct your complaint to the Clerk who 

will take a note of your complaint, investigate it and report back to you in writing within 15 working 

days.  If a detailed reply is not possible within that period, you will be contacted with an explanation 

and told when a full response will be given.  It is expected that most issues will be settled by this 

stage.  

To submit your complaint in writing to the Clerk please complete the form on the back of this leaflet 

and forward to the following address: 

Town Hall, The Promenade, Port St Mary, Isle of Man, IM9 5DA.  

Should you require assistance in completing the form, please do not hesitate to contact us.  

 

Making a Complaint in Person  

If a customer visits the Town Hall and registers an enquiry or complaint in person, a member of the 

relevant team will be called to initially deal with the complaint.  In our experience, most cases are 

resolved at that first contact. However, should further specialist knowledge be required, the Board 

will endeavour to provide an appropriate member of staff who is qualified to answer the enquiry or 

ŎƻƳǇƭŀƛƴǘ ŀǘ ǘƘŜ ǘƛƳŜ ƻŦ ǘƘŜ ŎǳǎǘƻƳŜǊΩǎ ŦƛǊǎǘ ǾƛǎƛǘΦ  

Making a Complaint by Telephone  

If a customer would like to make a complaint by telephone they should initially ask for the member 

of staff providing the service, if this employee is not immediately available and the customer would 

like to deal with them directly, arrangements can be made for the call to be returned.  If the 

customer would be willing to raise their complaint with someone else, within the department they 

are dealing with, they can do so.  However, if the customer wishes to speak to a senior officer, they 

should ask for the Clerk who will then investigate the matter and provide a full response in writing, 

within 15 working days. If it is not possible to provide a detailed reply within this time the Clerk will 

make contact and provide an explanation and when a full response will be given.  In the case of a 

seriously complex complaint, which may involve the Commissioners in discussions and negotiations 
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with other parties, we undertake to keep the customer informed, on a monthly basis, at the very 

least.  

Making a Complaint in Writing  

If the Commissioners receive an enquiry or complaint by letter or Email, a written acknowledgement 

will be sent to the customer within 3 working days. The enquiry or complaint will then be dealt with 

urgently.  

For ease, we have provided a complaints form within this leaflet, for customers to complete and 

return to the Town Hall.  

 

We will use the information you provide in accordance with the Data Protection Act 2018 for the 

purposes of dealing with your complaint. In order to deal with the matter effectively the 

information may be shared between different individuals within the Commissioners and, if 

necessary, with relevant third parties.  In such instances the Board will ensure that your personal 

data is processed in accordance with the Act and our Privacy Notice which can be viewed at: 

ΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΧΦΦ 
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Complaints Form  

Please forward this form to the Clerk, Town Hall, The Promenade, Port St Mary, Isle of Man, IM9 5DA 

Your name: 

 

 

Address: 

 

 

 

Postcode: 

 

Your email address: 

 

Your telephone number: 

 

 

1. Staff involved - If you raised this complaint with a member of staff, please give details of the 

person/s you contacted.  

 

 

 

2. The Complaint - Please give as much information as possible; continue on more paper if necessary 
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Item 5.1  

 

 


