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Minutes of the Finance and Administration meeting of the City of Perth in Committee Room 
1, Ninth Floor, Council House, 27 St Georges Terrace, Perth on Tuesday, 7 February 2017. 
 
Members in Attendance: 
 
Cr Davidson   - Presiding Member  
Cr Harley  
Cr Green   - Deputy Member (entered the meeting at 4.04pm)  
 
Officers: 
 
Mr Mileham  - Chief Executive Officer  
Ms Moore  - Director Community and Commercial Services  
Mr Mianich  - Director Corporate Services  
Mr Crosetta  - Director Construction and Maintenance  
Ms Battista   - Acting Director Economic Development and Activation  
Mr Ridgwell  - Manager Governance  
Mr Quinlivan  - Manager Executive Support (entered the meeting at 4.22pm) 
Mr Richards  - Manager Finance (entered the meeting at 4.13pm) 
Mr White   - Chief Accountant (entered the meeting at 4.13pm)  
Mr McDougall   Principal Economic Development Officer (departed the   

 meeting at 4.17pm) 
Mr Robertson   - Principal, Heritage and Strategy  
Ms Best  - Governance and Risk Officer  
  
Guests and Deputations: 
One member of the public.  
 
1. Declaration of Opening 

 
4.00pm The Presiding Member declared the meeting open. 
 
2. Apologies and Members on Leave of Absence 
 Cr Chen (LOA) 
 
3. Question Time for the Public 
 Nil 
 
4. Confirmation of Minutes – 6 December 2016  
 

Moved by Cr Harley, seconded by Cr Davidson  
 
That the minutes of the meeting of the Finance and Administration Committee held 
on 6 December 2016 be confirmed as a true and correct record. 
 
The motion was put and carried 
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The votes were recorded as follows: 
 
For:  Crs Davidson and Harley   
 
Against: Nil 
 
5. Correspondence 
 Nil   
 
6. Disclosures of Members' Interests 
 

Member / 
Officer 

Minute 
No. 

Item Title. Nature / Extent of Interest 

Cr Harley 
 

8.7 Review Policy 9.2 Heritage 
Rate Concession 

Impartiality Interest – Cr Harley is a 
current tenant of the Atlas Building 
that could potentially receive 
heritage rate concession 

 
7. Matters for which the Meeting may be Closed 
 Nil  
 
4.04pm Cr Green entered the meeting.  
 
8. Reports 
 

Item 8.1  Financial Statements and Financial Activity Statement for the 
Period Ended 31 December 2016 

 
Moved by Cr Harley, seconded by Cr Green 
 

That Council approves the Financial Statements and the Financial Activity 
Statement for the period ended 31 December 2016 as detailed in Attachment 8.1A 
of this Report. 
 

The motion was put and carried 
 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
Meeting Note:  Cr Harley queried why an item within the municipal fund report for 

purchases of land and buildings has not been expended in the past 
financial year. Director Corporate Services advised that this will be taken 
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on notice and a full cost breakdown of that item will be provided to the 
Finance and Administration Committee.  

 

Item 8.2 Payments from Municipal and Trust Funds – November 2016 
 

Moved by Cr Harley, seconded by Cr Green 
 

That in accordance with Regulation 13(1) of the Local Government (Financial 
Management) Regulations 1996, the list of payments made under delegated 

authority for the month ended 30 NOVEMBER 2016, be received and recorded in 
the Minutes of the Council, the summary of which is as follows: 
 

FUND PAID 

Municipal Fund   $ 16,226,721.67 

Trust Fund   $ 247,104.77 

TOTAL:   $ 16,473,826.44 

 

The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
4.13pm The Manager Finance and the Chief Accountant entered the meeting. 
 
 

Item 8.3 Payments from Municipal and Trust Funds – December 2016 
 

Moved by Cr Green, seconded by Cr Harley  
 

That in accordance with Regulation 13(1) of the Local Government (Financial 
Management) Regulations 1996, the list of payments made under delegated 

authority for the month ended 31 DECEMBER 2016, be received and recorded in 
the Minutes of the Council, the summary of which is as follows: 
 

FUND PAID 
Municipal Fund   $ 24,827,777.12 

Trust Fund   $ 66,911.16 

TOTAL:   $ 24,894,688.28 

 

The motion was put and carried 
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The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
Meeting note:  The CEO advised that issues associated with the Perth Convention and 

Exhibition Centre (PCEC) Carpark will be presented to a future Elected 
Member Briefing. 

 
 
Item 8.4 Investments and Investment Returns for Period ended 30 

November 2016 
 

Moved by Cr Harley, seconded by Cr Green 
 

That the Finance and Administration Committee receives the report detailing 
investments and investment returns for the period ended 30 November 2016 as 
detailed in Attachment 8.4A of this Report. 
The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
4.17pm The Principal Economic Development Officer departed the meeting and did 

not return.  
 
 

Item 8.5 Investments and Investment Returns for the Period Ended 31 
December 2016 

 

Moved by Cr Green, seconded by Cr Harley 
 

That the Finance and Administration Committee receives the report detailing 
investments and investment returns for the period ended 31 December 2016 as 
detailed in Attachment 8.5A of this Report. 
 
The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
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Item 8.6 Public Art Advisory Panel Nominations 
 

Moved by Cr Harley, seconded by Cr green  
 

That Council approve John Barrett-Lennard for membership of the City of Perth 
Public Art Advisory Panel in the role of art critic. 
 
The motion was put and carried 
 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
4.22pm The Manager Executive Support entered the meeting.  
 
 

Item 8.7 Review Policy 9.2 Heritage Rate Concession  
 
Moved by Cr Green, seconded by Cr Harley 
 

That Council: 
 
1. approves an amendment to the City of Perth Policy 9.2 Heritage Rate 

Concession eligibility criteria to: 
 

1.1 require Council approval for the granting of a Heritage Rate Concession 
to owners of non-strata places, where original heritage floor space 
comprises less than 50% of the total development’s floor space; 

 
1.2 only apply to grouped rates for that portion of the group that is 

heritage listed; 
 
1.3 require owners to provide a copy of an annual pest inspection report in 

place of a pest control contract; 
 
2. agrees to the continuation of the Heritage Rate Concession Program for a 

further five financial years; 
 
3. notes that Policy 9.2 Heritage Rate Concession will be reviewed in five years; 

(Cont’d) 
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4. in accordance with Section 2.7(2)(b) of the Local Government Act 1995, 
approves the City of Perth Policy 9.2 Heritage Rate Concession as detailed in 
Attachment 8.7A; and 

 
5. notes that a business case for a trial project offering Heritage Rate Concession 

as an incentive for the activation of upper floors / underutilised spaces is to be 
developed by the City as part of the Hay Street Mall Activation Plan, and that 
a further report on this matter will be presented to Council. 

 
The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
 

Item 8.8 Adoption - City of Perth Parking Local Law 2017 
 

Moved by Cr Harley, seconded by Cr Green 
  
 That Council: 
 

1. notes that no submissions were received in response to the public notice 
period for the proposed City of Perth Parking Local Law 2017; 

 
2. notes the comments received from the Department of Local Government and 

Communities and the Department of Transport in response to the public notice 
period and amendments made to the local law as detailed within this report 
titled “Adoption – City of Perth Parking Local Law 2017”; 

 
3. in accordance with Section 3.12(4) of the Local Government Act 1995, BY AN 

ABSOLUTE MAJORITY makes the City of Perth Parking Local Law 2017 as 
detailed in Attachment 8.8A; and  

 
4. in accordance with Section 3.12(6) of the Local Government Act 1995, gives 

local public notice of the City of Perth Parking Local Law 2017. 
 
The motion was put and carried 
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The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
Meeting Note: The Chief Executive Officer advised that Cr Green requested a report 
 from the United Kingdom’s Local Government Ombudsman Office in 
 relation to parking fines and appeals of interest be tabled for information 
 at the Finance and Administration Committee refer to attachment 8.8B and 
 circulated to Elected Members.  
 
 

Item 8.9 2017 Local Government Elections 
 

Moved by Cr Harley, seconded by Cr Green  
 

That Council, BY AN ABSOLUTE MAJORITY DECISION: 
 
1. in accordance with section 4.20(4) of the Local Government Act 1995, declares 

the Electoral Commissioner responsible for the conduct of the 2017 City of 
Perth ordinary election together with any other elections or polls which may 
be required; and 

 
2. in accordance with section 4.61(2) of the Local Government Act 1995, decides 

to conduct the City of Perth’s 2017 ordinary election as a postal election. 
 
The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
 

Item 8.10 Open Government – Accountability and Transparency 
 

Moved by Cr Green, seconded by Cr Harley  
 

That Council: 
 
1. notes the report “Local Government Accountability and Transparency – 

Opening the Door to International Best Practice” detailed in Attachment 
8.10A; and  

(Cont’d) 
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2. approves in principle support for the development of an “open government” 
approach to achieve its goal to be a leader in transparency and accountability 
to be developed through the process to review the City of Perth Community 
Strategic Plan and Corporate Business Plan. 

 
The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 

MOTION TO CLOSE THE MEETING TO THE PUBLIC 
 

Moved by Cr Davidson, seconded by Cr Harley  
 

That the Finance and Administration Committee resolves to close the meeting to 
the public to consider Confidential information in relation to Item 8.11 – Third Party 
Travel Contribution – Participation in International Exchange Program. 
 
The motion was put and carried 
 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
4.33pm  The meeting was closed to the public. 
 
 

Item 8.11 Third Party Travel Contribution – Participation in International 
Exchange Program 

 

Moved by Cr Harley, seconded by Cr Green 
 

That Council: 
 
1.  notes that a City of Perth Officer has been selected by the US Department of 

State to participate in an International Visitor Leadership Program in the 
United1 States from Monday, 17 July 2017 until Friday, 4 August 2017; and 

(Cont’d) 

                                                           
1
 Typographical error, Unites was amended to United.  
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2.  approves acceptance of third party contribution to travel to enable 
participation in the program. 

 

The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
 
 

MOTION TO RE-OPEN THE MEETING  
 

Moved by Cr Davidson, seconded by Cr Harley  
 

That the Finance and Administration Committee resolves to re-open the meeting to 
the public. 
 
The motion was put and carried 
 
The votes were recorded as follows: 
 
For:  Crs Davidson, Harley and Green   
 
Against: Nil 
 
4.40pm  The meeting was re-opened to the public with 1 member of the public returning.  
 
The Chief Executive Officer advised the public gallery of the decisions made on Item 8.7 as detailed 
above. 
 

9. Motions of which previous notice has been given 
 Nil  
 
10. General Business 

8.1 Responses to General Business from a Previous Meeting  
Nil  
 

8.2 New General Business 
Nil  
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11. Items for consideration at a future meeting 
 

Outstanding Items: 
 

 The following items are currently being investigated and actioned by Officers. 
Information will be provided to Elected Members when available. 

 Potential Financial Opportunities and Shared Services across local governments 
(raised at FA 04/10/16). 

 Council Policy 1.9 – Public Relations Policy – Media Statements and Press 
Releases (raised at FA 04/10/16, updated FA 06/12/16). 

 City of Perth Art collection (raised at FA 04/10/16, updated FA 06/12/16). 
 
  Outstanding Reports: 

 Land Value Capture Opportunities (raised at FA04/10/16, updated PL 06/12/16)   
 
The Chief Executive Officer advised that a possible briefing could be held for the Land Value 
Capture Opportunities as it spans across both Finance and Administration and Planning 
Committees.  It was noted that this item is to be transferred to the Planning Committee. 
 

 Council Dining Room (raised FA30/09/14, updated FA 21/04/15, 23/08/16 & 
06/12/16). 

 Audit of commercial buildings that are vacant / in disrepair (raised at Council 
30/08/16). 

 
The Chief Executive Officer advised that a program will be undertaken on prioritising and 
closing out all outstanding reports and items within this Committee within reasonable 
timeframes.  
 

 Air and land rights available to City of Perth for potential creation of affordable 
housing (raised at Council 30/08/16, updated FA 06/12/16). 

 Council Policy 10.6 – Elected Member Expense Reimbursements (raised at FA 
04/10/16, updated 06/12/17). 

 
12. Closure 
 
4.45pm The Presiding Member declared the meeting closed. 
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/RFDO�DXWKRULWLHV�LQ�(QJODQG�LVVXH�DURXQG�
���PLOOLRQ�SDUNLQJ�WLFNHWV�D�\HDU1.  These 
DUH�IRUPDOO\�NQRZQ�DV�SHQDOW\�FKDUJH�
notices, or PCNs2��0DQ\�PRWRULVWV�IHHO�
JHQXLQHO\�DJJULHYHG�DERXW�WKH�IDLUQHVV�
RU�SURSRUWLRQDOLW\�RI�WKH�SDUNLQJ�SHQDOWLHV��
WKH\�UHFHLYH�DQG�WKH\�KDYH�D�ULJKW�
RI�DSSHDO�WR�DQ�LQGHSHQGHQW�SDUNLQJ�
adjudicator. 

7KH�/RFDO�*RYHUQPHQW�2PEXGVPDQ�
�/*2��FRQVLGHUV�SDUNLQJ�SHQDOW\�
FRPSODLQWV�PDLQO\�ZKHUH�WKHUH�LV�D�
TXHVWLRQ�RYHU�ZKHWKHU�WKH�SURFHVV�ZDV�
IROORZHG�FRUUHFWO\��2XU�ZRUN�LQYHVWLJDWLQJ�
these cases suggests that sometimes 
motorists may be paying more than they 
QHHG�WR�EHFDXVH�WKH\�KDYH�QRW�EHHQ�
JLYHQ�WKH�FRUUHFW�DGYLFH�DERXW�KRZ�WR�
FKDOOHQJH�WKHLU�WLFNHWV�

�$V�D�UHVXOW��ZH�FRQFOXGH�WKDW�FRXQFLOV�
VKRXOG�GR�PRUH�WR�LQIRUP�PRWRULVWV�
of their rights when issuing parking 
DQG�WUDI¿F�SHQDOWLHV��3URYLGLQJ�FOHDU�
DQG�WUDQVSDUHQW�LQIRUPDWLRQ�ZRXOG�
LPSURYH�WKH�WUXVW�EHWZHHQ�PRWRULVWV�
DQG�DXWKRULWLHV�DQG�VDYH�PRWRULVWV�IURP�
paying unnecessary charges.

7KLV�UHSRUW�ORRNV�DW�WKH�FRPSODLQWV�ZH�
UHFHLYH�DQG�SURYLGHV�DQ�LQVLJKW�LQWR�KRZ�
FRXQFLOV�FRXOG�LPSURYH�SURFHGXUHV�DQG�
guidance when issuing and managing the 
payment of PCNs. It examines common 
UHDVRQV�IRU�FRPSODLQWV�DQG�LQFOXGHV�
DQRQ\PLVHG�FDVH�VWXGLHV�RQ�LQGLYLGXDO�
cases.

1

Introduction

1�����������3HQDOW\�&KDUJH�1RWLFHV��3&1��LVVXHG�E\�/RQGRQ�DXWKRULWLHV��LQFOXGLQJ�7UDQVSRUW�IRU�
/RQGRQ�LQ���������DQG�����������3&1V�LVVXHG�E\�RWKHU�(QJOLVK�DXWKRULWLHV�LQ�����������6RXUFH��
/RQGRQ�&RXQFLOV�DQG�7UDI¿F�3HQDOW\�7ULEXQDO�DQQXDO�VWDWLVWLFV�

2�,Q�WKLV�UHSRUW�ZH�UHIHU�JHQHUDOO\�WR�SDUNLQJ�FRQWUDYHQWLRQV���+RZHYHU��ORFDO�DXWKRULW\�HQIRUFHPHQW�RI�
SDUNLQJ�DOVR�LQFOXGHV�EXV�ODQH���DQG�LQ�/RQGRQ���PRYLQJ�WUDI¿F�FRQWUDYHQWLRQV.



For parking authorities

:H�FRYHU�EHVW�SUDFWLFH�LQ�PRUH�GHWDLO�
ODWHU�LQ�WKH�UHSRUW���%XW�LQ�VXPPDU\��ORFDO�
authorities and any contractors acting on 
WKHLU�EHKDOI��FDQ�IROORZ�WKHVH�SULQFLSOHV�WR�
LPSURYH�WKH�KDQGOLQJ�RI�FRPSODLQWV�DERXW�
SHQDOW\�QRWLFHV�

 > /LVWHQ�SURSHU\�WR�LQIRUPDO�FKDOOHQJHV�

 > ([SODLQ�IXOO\�PRWRULVWV¶�DSSHDO�ULJKWV

 > &RQVLGHU�SURSHUO\�H[SODQDWLRQV�DERXW�
FKDQJHV�WR�YHKLFOH�NHHSHU�GHWDLOV

 > %H�DFFHVVLEOH�WR�GLVFXVV�PRWRULVWV¶�
enquiries

 > (QVXUH�HQIRUFHPHQW�DJHQWV��EDLOLIIV��
IROORZ�EHVW�SUDFWLFH

 > %H�RSHQ�WR�FRQVLGHU�H[FHSWLRQDO�
circumstances 

For motorists: Avoiding parking 
penalty problems

3D\LQJ�D�SDUNLQJ�¿QH�LV�D�FRVWO\�EXVLQHVV��
FOHDUO\�ZH�ZRXOG�DGYLVH�PRWRULVWV�WDNH�
DOO�SUHFDXWLRQV�WR�DYRLG�D�3&1�LQ�WKH�
¿UVW�SODFH��+RZHYHU��LI�D�PRWRULVW�IHHOV�D�
SHQDOW\�LV�XQIDLU�DQG�ZLVKHV�WR�FKDOOHQJH�
LW��RXU�H[SHULHQFH�VKRZV�WKDW�WKH\�FRXOG�
DYRLG�PDQ\�SUREOHPV�E\�

 > UHDGLQJ�FDUHIXOO\�DQG�UHVSRQGLQJ�
SURPSWO\�WR�FRPPXQLFDWLRQV�WKH\�
UHFHLYH

 > NHHSLQJ�WKHLU�GHWDLOV�XS�WR�GDWH�ZLWK�
WKH�'9/$�DV�WKH�ODZ�UHTXLUHV��ERWK�
GULYHU�DQG�YHKLFOH�GHWDLOV�

 > QRW�SXUVXLQJ�LQIRUPDO�FRUUHVSRQGHQFH�
RQFH�DQ�DXWKRULW\�KDV�H[SODLQHG�
what options are open to them. If the 
PRWRULVW�LV�FRUUHFWO\�WROG�WKH\�PXVW�
HLWKHU�SD\�RU�VXEPLW�DQ�DSSHDO�WR�D�
WULEXQDO��WKHUH�LV�QR�SRLQW�LQ�ZULWLQJ�
again to the parking department 

 > PDNLQJ�DQ\�SD\PHQWV��FKDOOHQJHV�RU�
DSSHDOV�ZLWKLQ�WKH�WLPH�OLPLWV��

,W�LV�DOVR�KHOSIXO�IRU�PRWRULVWV�WR�EH�DZDUH�
RI�WKH�SURFHVV���WKH\�KDYH�WKH�ULJKW�
RI�DSSHDO�WR�DQ�LQGHSHQGHQW�SDUNLQJ�
DGMXGLFDWRU�HYHQ�LI�WKH�DXWKRULW\�UHMHFWV�
their represetations.

 

Advice and Guidance
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Getting a ticket: the background for parking and 
WUDI¿F�HQIRUFHPHQW
Legal context

/RFDO�DXWKRULWLHV�LQ�*UHDWHU�/RQGRQ�
WRRN�RYHU�SDUNLQJ�HQIRUFHPHQW�IURP�WKH�
SROLFH�DV�D�UHVXOW�RI�WKH�5RDG�7UDI¿F�$FW�
������,Q�������WKH�7UDI¿F�0DQDJHPHQW�
$FW��������H[WHQGHG�WKHVH�SRZHUV��7KH�
PDMRULW\�RI�ORFDO�DXWKRULWLHV�LQ�(QJODQG�
QRZ�RSHUDWH�FLYLO�HQIRUFHPHQW�RI�SDUNLQJ��
EXV�ODQHV�DQG���LQ�/RQGRQ���PRYLQJ�WUDI¿F�
UHJXODWLRQV��7UDQVSRUW�IRU�/RQGRQ�DOVR�
enforces the London Congestion Charge 
DQG�5HG�5RXWHV��

:KLOH�WKH������$FW�SURYLGHV�WKH�PDLQ�
OHJLVODWLRQ�JRYHUQLQJ�WKH�HQIRUFHPHQW�RI�
SDUNLQJ�DQG�RWKHU�WUDI¿F�FRQWUDYHQWLRQV�
E\�DXWKRULWLHV�LQ�(QJODQG��WKHUH�DUH�
DGGLWLRQDO��UHJXODWLRQV�IRU�D�YDULHW\�
RI�FRQWUDYHQWLRQV�ZKLFK�PD\�GLIIHU�
EHWZHHQ�/RQGRQ�DQG�WKH�UHVW�RI�(QJODQG��
*HQHUDOO\��KRZHYHU��WKH�SURFHVVHV�DUH�
YHU\�VLPLODU��$XWKRULWLHV�PXVW�DOVR�KDYH�
UHJDUG�WR�VWDWXWRU\�DQG�RSHUDWLRQDO�
JXLGDQFH�LVVXHG�E\�WKH�6HFUHWDU\�RI�
6WDWH�IRU�7UDQVSRUW��

:H�UHIHU�WR�WKLV�FROOHFWLYH�JXLGDQFH�LQ�WKLV�
UHSRUW�DV�µWKH�*XLGDQFH¶���

Exercising discretion

,PSRUWDQWO\��DOWKRXJK�WKH�SURFHVVHV�DUH�
VHW�RXW�LQ�ODZ�DQG�UHJXODWLRQV��FRXQFLOV�
KDYH�WKH�GLVFUHWLRQ�WR�GHFLGH�127�WR�
SXUVXH�D�SHQDOW\�FKDUJH�DW�DQ\�VWDJH�LQ�
WKH�SURFHVV��7KH\�VKRXOG�QRW�ORVH�VLJKW�
of this. 

7KH�VWDWXWRU\�SDUW�RI�WKH�*XLGDQFH�PDNHV�
WKLV�FOHDU��,W�VD\V�

‘Enforcement authorities have a duty not 
to fetter their discretion.... They should 
approach the exercise of discretion 
objectively and without regard to any 
¿QDQFLDO�LQWHUHVW�LQ�WKH�SHQDOW\�RU�

decisions that may have been taken at an 
earlier stage in proceedings. 

Authorities should formulate (with advice 
from their legal department) and then 
publish their policies on the exercise 
of discretion. They should apply these 
SROLFLHV�ÀH[LEO\�DQG�MXGJH�HDFK�FDVH�
on its merits. An enforcement authority 
should be ready to depart from its 
policies if the particular circumstances of 
the case warrant it.’

Who is responsible?

7KH�RZQHU�RI�WKH�YHKLFOH�LV�UHVSRQVLEOH�
IRU�DQ\�SHQDOW\�FKDUJH��UHJDUGOHVV�
RI�ZKR�ZDV�GULYLQJ�DW�WKH�WLPH�RI�WKH�
FRQWUDYHQWLRQ��7KLV�LV�PRVW�RIWHQ�WKH�
person registered as the keeper of the 
YHKLFOH�ZLWK�WKH�'ULYHU�DQG�9HKLFOH�
/LFHQVLQJ�$JHQF\��'9/$���3DUNLQJ�
DXWKRULWLHV�ZLOO�¿UVW�DSSURDFK�WKH�'9/$�
ZKHQ�VHHNLQJ�WR�¿QG�RXW�ZKR�RZQV�D�
YHKLFOH�

7KHUH�LV�D�SHULRG��XVXDOO\����GD\V��
LPPHGLDWHO\�DIWHU�D�3&1�LV�LVVXHG�ZKHQ�
an authority can accept a payment of 
����RI�WKH�SHQDOW\�FKDUJH��+RZHYHU��
WKHUH�LV�QR�ULJKW�WR�FKDOOHQJH�D�SHQDOW\�
charge if it is paid at the discount rate. 

7KH�YHKLFOH�RZQHU�KDV�D�ULJKW�RI�DSSHDO�
DJDLQVW�D�3&1�WR�D�VWDWXWRU\�WULEXQDO���
WKH�7UDI¿F�3HQDOW\�7ULEXQDO�RU�/RQGRQ�
7ULEXQDOV��

�



The Local Government Act 1974�VD\V�WKDW�ZH�VKRXOG�QRW�LQYHVWLJDWH�D�FRPSODLQW�ZKHUH�
VRPHRQH�KDV�D�ULJKW�RI�DSSHDO�WR�D�WULEXQDO��XQOHVV�ZH�GHFLGH�WKHUH�LV�D�JRRG�UHDVRQ�
WR�GR�VR�LQ�D�SDUWLFXODU�FDVH��:H�FDQQRW�LQYHVWLJDWH�LI�VRPHRQH�KDV�DOUHDG\�DSSHDOHG��
UHJDUGOHVV�RI�WKH�RXWFRPH�

$Q�DSSHDO�WR�/RQGRQ�7ULEXQDOV�RU�WKH�7UDI¿F�3HQDOW\�7ULEXQDO�LV�IUHH��WKH�SURFHVV�LV�
VWUDLJKWIRUZDUG�DQG�GHFLVLRQV�DUH�OHJDOO\�ELQGLQJ��

)RU�WKHVH�UHDVRQV�ZH�FDQ�RQO\�ORRN�DW�D�FRPSODLQW�DERXW�D�SHQDOW\�FKDUJH�QRWLFH�LWVHOI�
LQ�FHUWDLQ�FLUFXPVWDQFHV��XVXDOO\�ZKHQ�WKHUH�LV�D�TXHVWLRQ�RYHU�KRZ�WKH�SURFHVV�ZDV�
IROORZHG��

6R�ZKLOH�WKH�SURSRUWLRQ�RI�GHWDLOHG�LQYHVWLJDWLRQV�ZH�FDUU\�RXW�RQ�SDUNLQJ�FRPSODLQWV�LV�
VPDOOHU�WKDQ�LQ�VRPH�RWKHU�DUHDV�RI�RXU�ZRUN��ZH�VHH�WKH�VDPH�LVVXHV�\HDU�RQ�\HDU�LQ�
KRZ�DXWKRULWLHV�RSHUDWH�WKH�HQIRUFHPHQW�DQG�UHFRYHU\�SURFHVV��
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Our role in investigating complaints



Barbara’s Story

%DUEDUD�ZDV�GULYLQJ�KHU�HOGHUO\�DQG�LQ¿UP�JUDQGPRWKHU�KRPH�DQG�SDUNHG�
DFURVV�WKH�GURSSHG�NHUE�RXWVLGH�KHU�KRXVH��:KLOH�VKH�ZDV�PDNLQJ�VXUH�
KHU�JUDQGPRWKHU�ZDV�VDIHO\�LQGRRUV��WKH�FRXQFLO�LVVXHG�D�3&1�WR�%DUEDUD�
IRU�SDUNLQJ�RQ�WKH�SDYHPHQW��%DUEDUD�EHOLHYHG�VKH�KDG�SDUNHG�OHJDOO\�DQG�
UHVSRQVLEO\�VR�VKH�ZURWH�WR�WKH�FRXQFLO�VHWWLQJ�RXW�DOO�WKDW�KDSSHQHG��:KLOH�VKH�
IXOO\�H[SHFWHG�WKH�FRXQFLO�WR�FDQFHO�WKH�SHQDOW\�FKDUJH��VKH�HQFORVHG�D�FKHTXH�
IRU�����EHFDXVH�VKH�ZRXOG�KDYH�WR�SD\�WKH�IXOO�SHQDOW\�RI������DIWHU����GD\V���

$OWKRXJK�LW�ZDV�FOHDU�%DUEDUD�ZDV�FKDOOHQJLQJ�WKH�3&1��WKH�FRXQFLO¶V�UHVSRQVH�
DGGUHVVHG�QRQH�RI�WKH�LVVXHV�VKH�KDG�UDLVHG��,W�VLPSO\�VDLG�VKH�KDG�DFFHSWHG�
OLDELOLW\�E\�SD\LQJ�DQG�WKH�PDWWHU�ZDV�FORVHG�

7R�FRPSO\�ZLWK�*RYHUQPHQW�JXLGDQFH���DQG�JRRG�DGPLQLVWUDWLYH�SUDFWLFH���WKH�
FRXQFLO�VKRXOG�KDYH�FRQVLGHUHG�DOO�WKDW�%DUEDUD�KDG�VDLG�DQG�GHFLGHG�ZKHWKHU�LW�
VKRXOG�FDQFHO�WKH�SHQDOW\�FKDUJH��,I�LW�ZDV�QRW�SHUVXDGHG�WR�GR�WKLV��LW�VKRXOG�KDYH�
H[SODLQHG�LWV�UHDVRQV�WR�%DUEDUD�DQG�JLYHQ�KHU�DQ�RSSRUWXQLW\�WR�PDNH�IRUPDO�
UHSUHVHQWDWLRQV�DJDLQVW�WKH�IXOO�SHQDOW\�FKDUJH�RU�DJUHH�WR�SD\�WKH�GLVFRXQWHG�
DPRXQW��,I�QHFHVVDU\��%DUEDUD�FRXOG�WKHQ�KDYH�DSSHDOHG�WR�DQ�DGMXGLFDWRU��%\�
VLPSO\�EDQNLQJ�KHU�FKHTXH��WKH�FRXQFLO�GHQLHG�%DUEDUD�KHU�VWDWXWRU\�ULJKW�WR�KDYH�
KHU�FDVH�KHDUG�DW�DQ�LQGHSHQGHQW�DSSHDO��

:H�UDLVHG�FRQFHUQV�ZLWK�WKH�FRXQFLO�DERXW�%DUEDUD¶V�FDVH�DQG�LW�DJUHHG�WR�UHIXQG�
WKH�PRQH\�VKH�KDG�SDLG��,W�DOVR�H[HUFLVHG�LWV�GLVFUHWLRQ�WR�FDQFHO�WKH�SHQDOW\�
FKDUJH�DQG�VDLG�LW�ZRXOG�WDNH�DFWLRQ�WR�HQVXUH�WKH�UHTXLUHPHQWV�RI�WKH�JXLGDQFH�
were met in future. 

Failure to listen at the ‘informal stage’ 

$�3&1�LVVXHG�DW�WKH�VFHQH��LQ�RWKHU�ZRUGV�SODFHG�RQ�D�YHKLFOH��PXVW�VWDWH�WKDW�WKH�
PRWRULVW�FDQ�PDNH�DQ�LQIRUPDO�FKDOOHQJH�WR�WKH�DXWKRULW\�ZKLFK�LW�PXVW�FRQVLGHU��7KLV�
XVXDOO\�UHTXLUHV�ZULWLQJ�WR�WKH�DXWKRULW\�ZLWKLQ�D�VHW�SHULRG��7KHVH�FKDOOHQJHV�DUH�
NQRZQ�DV�µLQIRUPDO¶�EHFDXVH�WKH�DXWKRULW\�GRHV�QRW�VHQG�WKH�VWDWXWRU\�µQRWLFH�WR�RZQHU¶�
E\�SRVW�XQOHVV�WKH�SHQDOW\�FKDUJH�UHPDLQV�XQSDLG�DIWHU����GD\V��

7KH�*XLGDQFH�VD\V�WKDW�WKH�DXWKRULW\�PXVW�FRQVLGHU�WKHVH�FKDOOHQJHV�DQG��LI�LW�GHFLGHV�
WKHUH�DUH�QR�JURXQGV�IRU�FDQFHOOLQJ�WKH�3&1��LW�VKRXOG�H[SODLQ�LWV�UHDVRQV��$OO�WRR�RIWHQ��
ZH�VHH�FDVHV�ZKHUH�D�FRXQFLO�VLPSO\�UHMHFWV�WKH�PRWRULVW¶V�H[SODQDWLRQ�RI��ZK\�WKH\�
LQFXUUHG�WKH�3&1��ZLWKRXW�JLYLQJ�UHDVRQV��RU�IDLOV�WR�FRQVLGHU�WKHP�SURSHUO\�DW�DOO��7KLV�
LQHYLWDEO\�OHDYHV�WKH�PRWRULVW�IHHOLQJ�WKH\�KDYH�QRW�KDG�D�IDLU�KHDULQJ�DW�WKH�µLQIRUPDO¶�
stage. 
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&RPPRQ�,VVXHV�DQG�&RPSODLQWV



Cameron’s Story

&DPHURQ�UHFHLYHG�WZR�µQRWLFHV�WR�RZQHUV¶�UHODWLQJ�WR�SDUNLQJ�
FRQWUDYHQWLRQV�ZKLFK�KDG�QRW�EHHQ�SDLG��GHVSLWH�VHOOLQJ�KLV�FDU�WZR�ZHHNV�

before the date of the offences.

+H�VDLG�KH�FDOOHG�WKH�FRXQFLO�DQG�ZDV�DGYLVHG�WR�HPDLO�WKHP�ZLWK�SURRI�WKDW�
WKH�FDU�ZDV�QR�ORQJHU�KLV��DQG�WKH�GDWH�ZKHQ�WKH�FDU�ZDV�DFTXLUHG�E\�WKH�QHZ�
RZQHU��7KH�FRXQFLO�ZDV�XQDEOH�WR�UHDG�KLV�HPDLO�VR�KH�ID[HG�WKURXJK�D�FRS\�RI�
WKH�ORJ�ERRN�

2YHU�WKH�QH[W�IHZ�PRQWKV��&DPHURQ�VHQW�KLV�ORJ�ERRN�GHWDLOV�WR�WKH�FRXQFLO�RQ�DW�
OHDVW�IRXU�RFFDVLRQV��LQFOXGLQJ�VHQGLQJ�LW�µUHFRUGHG¶�GHOLYHU\�WKURXJK�WKH�SRVW��EXW�
WKH�FRXQFLO�FODLPHG�LW�QHYHU�UHFHLYHG�DQ\�RI�KLV�FRPPXQLFDWLRQV�

&DPHURQ�UHFHLYHG�WKUHH�EDLOLIIV¶�OHWWHUV�GHPDQGLQJ�SD\PHQW��+H�VHQW�D�IXUWKHU�
µVLJQHG�IRU¶�OHWWHU�WR�WKH�FRXQFLO�DQG�WR�WKH�EDLOLIIV��HQFORVLQJ�LQIRUPDWLRQ�DERXW�WKH�
ORJ�ERRN�

&DPHURQ�FRPSODLQHG�WR�XV��6KRUWO\�DIWHU��KH�UHFHLYHG�DQ�HPDLO�IURP�WKH�FRXQFLO�
FRQ¿UPLQJ�WKH�3&1V�ZHUH�TXDVKHG��

:H�DVNHG�WKH�FRXQFLO�WR�DSRORJLVH�WR�&DPHURQ�IRU�WKH�GHOD\�LQ�FDQFHOOLQJ�
WKH�SHQDOWLHV�DQG�SD\�KLP������LQ�UHFRJQLWLRQ�IRU�WKH�XQQHFHVVDU\�GLVWUHVV�
FDXVHG�E\�WKH�EDLOLII¶V�OHWWHUV�
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&RPPRQ�,VVXHV�DQG�&RPSODLQWV
Failure to inform people of their appeal rights at the informal stage

7KH�*XLGDQFH�DOVR�VWDWHV�WKH�DXWKRULW\�PXVW�DOZD\V�PDNH�LW�FOHDU�WKDW�

 > LI�WKH�SHQDOW\�FKDUJH�LV�QRW�SDLG�LW�ZLOO�LVVXH�D�µQRWLFH�WR�RZQHU¶�WKDW�HQDEOHV�WKH�
RZQHU�WR�PDNH�IRUPDO�UHSUHVHQWDWLRQV�

 > WKH�DXWKRULW\�PXVW�FRQVLGHU�DQ\�IRUPDO�UHSUHVHQWDWLRQV��HYHQ�ZKHUH�LW�KDV�SUHYLRXVO\�
FRQFOXGHG�WKDW�WKH�HYLGHQFH�GRHV�QRW�PHULW�FDQFHOODWLRQ�RI�WKH�3&1�

 > LI�WKH�DXWKRULW\�UHMHFWV�WKH�RZQHU¶V�IRUPDO�UHSUHVHQWDWLRQV�WKH\�FDQ�DSSHDO�WR�DQ�
LQGHSHQGHQW�SDUNLQJ�DGMXGLFDWRU��ZKR�ZLOO�FRQVLGHU�ZKHWKHU�WKH�NHHSHU¶V�FDVH�
IDOOV�ZLWKLQ�DQ\�RI�WKH�VWDWXWRU\�JURXQGV�IRU�DSSHDO��,W�LV�QRW�SRVVLEOH�WR�DSSHDO�
WR�D�SDUNLQJ�DGMXGLFDWRU�ZLWKRXW�JRLQJ�WKURXJK�WKH�SURFHVV�RI�PDNLQJ�D�IRUPDO�
UHSUHVHQWDWLRQ�WR�WKH�DXWKRULW\�¿UVW��

+RZHYHU��ZH�KDYH�VHHQ�PDQ\�H[DPSOHV�RI�DXWKRULWLHV�IDLOLQJ�WR�JLYH�VRPH�RU�DOO�RI�WKLV�
LQIRUPDWLRQ�WR�SHRSOH�ZKHQ�UHMHFWLQJ�DQ�LQIRUPDO�FKDOOHQJH��
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Fran’s story

)UDQ�KDG�GULYHQ�WR�D�ORFDO�VKRSSLQJ�FHQWUH�DQG�SDUNHG�LQ�D�SODFH�VKH�ZDV�
TXLWH�IDPLOLDU�ZLWK��:KHQ�VKH�UHWXUQHG�WR�KHU�FDU��WKHUH�ZDV�D�VLJQ�VD\LQJ�WKH�

SDUNLQJ�ED\�ZDV�VXVSHQGHG�DQG�D�SHQDOW\�FKDUJH�QRWLFH�KDG�EHHQ�SODFHG�RQ�KHU�
FDU��)UDQ�¿UPO\�EHOLHYHG�WKH�ED\�ZDV�QRW�VXVSHQGHG�ZKHQ�VKH�SDUNHG�LQ�LW�DQG�
VKH�ZURWH�WR�WKH�FRXQFLO�WR�FKDOOHQJH�WKH�SHQDOW\�FKDUJH�

7KH�FRXQFLO�UHSOLHG�WR�)UDQ�ZLWK�SKRWRJUDSKV�VKRZLQJ�KHU�FDU�SDUNHG�LQ�D�ED\�
where there were prominent signs showing the bay was suspended. It said she 
FRXOG�SD\�WKH�GLVFRXQWHG�DPRXQW�RI�����RU�ZDLW�WR�JHW�D�QRWLFH�WR�RZQHU�ZKHQ�VKH�
FRXOG�PDNH�IRUPDO�UHSUHVHQWDWLRQV�DJDLQVW�WKH�IXOO�SHQDOW\�FKDUJH�RI�������7KH�
FRXQFLO�PDGH�QR�PHQWLRQ�RI�)UDQ¶V�ULJKW�RI�DSSHDO�WR�DQ�LQGHSHQGHQW�DGMXGLFDWRU��

)UDQ�ZURWH�EDFN�WR�WKH�FRXQFLO�WR�VD\�WKH�SKRWRJUDSKV�RQO\�VKRZHG�WKH�VXVSHQVLRQ�
VLJQV�ZHUH�WKHUH�DIWHU�VKH�SDUNHG��QRW�ZKHQ�VKH�GLG�VR��+RZHYHU��VKH�KDG�OLWWOH�
IDLWK�LQ�WKH�FRXQFLO�UHDFKLQJ�D�GLIIHUHQW�YLHZ��VR�VKH�HQFORVHG�D�FKHTXH�IRU������
7KH�FRXQFLO�DFFHSWHG�WKH�SD\PHQW�DQG�FORVHG�WKH�FDVH��)UDQ�FRPSODLQHG�WR�WKH�
2PEXGVPDQ�EHFDXVH�VKH�IHOW�VKH�KDG�QRW�EHHQ�OLVWHQHG�WR�

:H�DVNHG�WKH�FRXQFLO�WR�UHIXQG�WKH�PRQH\�)UDQ�KDG�SDLG�DQG�SXW�KHU�LQ�D�SRVLWLRQ�
ZKHUH�VKH�FRXOG�DSSHDO��7KH�FRXQFLO�DJUHHG�WR�RXU�UHFRPPHQGDWLRQ�DQG�LW�ZDV�
WKHQ�RSHQ�WR�)UDQ�WR�GHFLGH�ZKHWKHU�VKH�ZLVKHG�WR�SXUVXH�KHU�DSSHDO�WR�WKH�

independent adjudicator, now that she knew what options were open to her. 
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$XWKRULWLHV�VKRXOG�FRPPXQLFDWH�WKH�PRWRULVW¶V�RSWLRQV�FOHDUO\�DQG�WUDQVSDUHQWO\�ZKHQ�
WKH\�UHMHFW�D�FKDOOHQJH�

:H�KDYH�VHHQ�FDVHV�ZKHUH�WKH�DXWKRULW\�KDV�UHMHFWHG�DQ�LQIRUPDO�FKDOOHQJH�DQG�
WROG�WKH�PRWRULVW�WKH\�FDQ�SD\�RU�PDNH�IRUPDO�UHSUHVHQWDWLRQ�ZKHQ�WKH\�UHFHLYH�D�
QRWLFH�WR�RZQHU��%XW�WKH�PRWRULVW�ZDV�QRW�LQIRUPHG�WKHUH�LV�D�IXUWKHU�ULJKW�RI�DSSHDO�WR�
DQ�LQGHSHQGHQW�DGMXGLFDWRU�LI�WKH�DXWKRULW\�UHMHFWV�IRUPDO�UHSUHVHQWDWLRQV��+HUH�WKH�
PRWRULVW�QHHGV�WR�GHFLGH�ZKHWKHU�WR�SD\�WKH�GLVFRXQWHG�DPRXQW�RU�µULVN¶�WKH�IXOO�SHQDOW\�
if the authority again rejects their representations. It seems many choose the cheaper 
RSWLRQ��KRZHYHU�WKH\�PD\�KDYH�GHFLGHG�WR�FDUU\�RQ�FRQWHVWLQJ�WKH�SHQDOW\�NQRZLQJ�
VRPHRQH�RWKHU�WKDQ�WKH�DXWKRULW\�FRXOG�FRQVLGHU�WKHLU�FDVH��

:H�FRQVLGHU�WKHUH�LV�IDXOW�LI�DQ�DXWKRULW\�GRHV�QRW�SURYLGH�WKH�UHTXLUHG�LQIRUPDWLRQ��DQG�
ZH�ZLOO�FRQVLGHU�ZKHWKHU�LW�VKRXOG�WDNH�DFWLRQ�WR�UHPHG\�DQ\�LQMXVWLFH��

2XU�UHFRPPHQGDWLRQV�ZLOO�ODUJHO\�GHSHQG�RQ�ZKHWKHU�WKH�PRWRULVW�ZRXOG�KDYH�ZLVKHG�
WR�DSSHDO�KDG�WKH\�EHHQ�SURSHUO\�LQIRUPHG�

Derek’s Story

'HUHN�ZURWH�WR�WKH�FRXQFLO�H[SODLQLQJ�ZK\�KH�WKRXJKW�KLV�3&1�VKRXOG�EH�
FDQFHOOHG�

7KH�FRXQFLO�UHSOLHG��UHMHFWLQJ�KLV�UHTXHVW��LQ�D�OHWWHU�ZKLFK�WROG�KLP�LI�KH�ZDQWHG�
WR�GLVSXWH�WKH�FKDUJH�KH�VKRXOG�ZDLW�IRU�D�µQRWLFH�WR�RZQHU¶�WR�EH�LVVXHG�VR�KH�
FRXOG�PDNH�IRUPDO�UHSUHVHQWDWLRQV��7KH�FRXQFLO�VDLG�LW�ZRXOG�VHQG�WKLV�WR�WKH�
UHJLVWHUHG�NHHSHU�LI�WKH�FKDUJH�UHPDLQHG�XQSDLG��7KH�QRWLFH�ZRXOG�DOVR�H[SODLQ�
WKH�FRXUVHV�RI�DFWLRQ�DYDLODEOH��

'HUHN�SDLG�WKH�SHQDOW\�FKDUJH�DQG�WKH�FRXQFLO�FRQVLGHUHG�WKH�PDWWHU�FORVHG��
+RZHYHU��WKH�OHWWHU�VHQW�E\�WKH�FRXQFLO�WR�'HUHN�GLG�QRW�FRQWDLQ�DQ\�PHQWLRQ�RI�
KRZ�KH�FRXOG�DSSHDO�WKH�3&1�ZLWK�LQGHSHQGHQW�DGMXGLFDWRU��'HUHN�WROG�XV�WKDW�
KH�ZRXOG�KDYH�DSSHDOHG�KDG�KH�NQRZQ�DERXW�WKLV�ULJKW��

7KH�FRXQFLO�DJUHHG�WR�UHIXQG�'HUHN¶V�PRQH\�DQG�UHLVVXH�WKH�µQRWLFH�WR�RZQHU¶�WR�
DOORZ�'HUHN�WKH�FKDQFH�WR�DSSHDO�
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&RPPRQ�,VVXHV�DQG�&RPSODLQWV
Unpaid penalty charges

$Q�HQIRUFHPHQW�DXWKRULW\�FDQQRW�VLPSO\�LQVWUXFW�HQIRUFHPHQW�DJHQWV��EDLOLIIV��WR�FROOHFW�DQ�
XQSDLG�SHQDOW\�FKDUJH�LI�WKHUH�LV�QR�SD\PHQW�RU�VXFFHVVIXO�FKDOOHQJH��$�IRUPDO�SURFHVV�
PXVW�EH�IROORZHG��7KLV�LV�

 > ,I�QR�SD\PHQW�LV�PDGH�ZLWKLQ����GD\V�RI�WKH�µQRWLFH�WR�RZQHU¶��WKH�DXWKRULW\�FDQ�LVVXH�D�
FKDUJH�FHUWL¿FDWH�WR�WKH�RZQHU�ZKLFK�LQFUHDVHV�WKH�SHQDOW\�FKDUJH�E\�����DQG�ZDUQV�
WKDW�WKH�DXWKRULW\�PD\�WDNH�UHFRYHU\�DFWLRQ�WKURXJK�WKH�FRXUWV�

 > ,I�D�SHQDOW\�FKDUJH�UHPDLQV�XQSDLG����GD\V�DIWHU�D�FKDUJH�FHUWL¿FDWH�LV�LVVXHG��WKH�
DXWKRULW\�FDQ�DSSO\�WR�UHJLVWHU�WKH�FKDUJH�FHUWL¿FDWH�ZLWK�WKH�7UDI¿F�(QIRUFHPHQW�
&HQWUH��7(&��DW�1RUWKDPSWRQ�&RXQW\�&RXUW��ZKLFK�GHDOV�ZLWK�WKHVH�PDWWHUV�IRU�WKH�
ZKROH�FRXQW\��7KLV�HQDEOHV�WKH�DXWKRULW\�WR�UHFRYHU�WKH�XQSDLG�SHQDOW\�FKDUJH�DV�LI�LW�
ZHUH�SD\DEOH�XQGHU�D�&RXQW\�&RXUW�RUGHU���

 > :KHQ�LW�UHJLVWHUV�WKH�FKDUJH�FHUWL¿FDWH��WKH�7(&�DXWKRULVHV�WKH�DXWKRULW\�WR�LVVXH�
DQ�µRUGHU�IRU�UHFRYHU\¶��7KH�DXWKRULW\�PXVW�WKHQ�VHQG�DQ�RUGHU�WHOOLQJ�WKH�RZQHU�WKDW�
they must either pay the amount outstanding or make a witness statement to the TEC 
ZLWKLQ�D�IXUWKHU����GD\V�IURP�UHFHLSW�RI�WKH�RUGHU��7KH�ZLWQHVV�VWDWHPHQW�PXVW�H[SODLQ�
ZK\�WKH�RZQHU�UHIXWHV�WKH�QHHG�WR�SD\�WKH�SHQDOW\�FKDUJH��DQG�UHTXHVW�WKDW�WKH�7(&�
UHYRNHV�WKH�UHJLVWUDWLRQ�RI�WKH�XQSDLG�SHQDOW\�FKDUJH�DV�D�GHEW��7KHUH�DUH�VSHFL¿HG�
OLPLWHG�JURXQGV�RQ�ZKLFK�WKH�RZQHU�FDQ�PDNH�D�ZLWQHVV�VWDWHPHQW�

Julie’s story

$�GHEW�IRU�DQ�XQSDLG�SDUNLQJ�SHQDOW\�FKDUJH�ZDV�UHJLVWHUHG�ZLWK�WKH�7UDI¿F�
(QIRUFHPHQW�&HQWUH��7(&��DW�1RUWKDPSWRQ�&RXQW\�&RXUW��7KH�7(&�LVVXHG�
DQ�RUGHU�IRU�UHFRYHU\�ZKLFK�DOORZHG�HQIRUFHPHQW�DJHQWV��EDLOLIIV��WR�DFW�RQ�WKH�
FRXQFLO¶V�EHKDOI��-XOLH�SDLG�WKH�EDLOLIIV�WKH�RXWVWDQGLQJ�SHQDOW\�FKDUJH�DQG�WKH�
EDLOLIIV¶�RZQ�IHHV�

-XOLH�PDGH�D�ZLWQHVV�VWDWHPHQW�WR�WKH�7(&��VD\LQJ�VKH�KDG�EHHQ�XQDZDUH�RI�
WKH�RULJLQDO�3&1�DQG�KDG�QRW�UHFHLYHG�D�µQRWLFH�WR�RZQHU¶��7KH�FRXQFLO�FRQWHVWHG�
WKLV��EXW�WKH�7(&�GHFLGHG�WR�DFFHSW�LW�DQG�RUGHUHG�WKDW�WKH�RUGHU�IRU�UHFRYHU\�EH�
UHYRNHG��7KLV�WRRN�WKH�PDWWHU�EDFN�WR�WKH�µQRWLFH�WR�RZQHU¶�VWDJH��7KH�7(&�PDGH�
LW�FOHDU�LW�KDG�QRW�FDQFHOOHG�WKH�RULJLQDO�3&1��-XOLH�DVNHG�WKH�FRXQFLO�WR�UHIXQG�WKH�
PRQH\��LQFOXGLQJ�WKH�EDLOLIIV¶�IHHV�VKH�KDG�SDLG�RQ�WRS�RI�WKH�SHQDOW\�FKDUJH��DQG�
FRPSODLQHG�WR�XV�ZKHQ�LW�UHIXVHG�WR�GR�VR�

:H�GHFLGHG�WKDW�ZKHQ�WKH�7(&�UHYRNHG�WKH�RUGHU�IRU�UHFRYHU\�LW�ZLWKGUHZ�WKH�
EDVLV�IRU�WKH�EDLOLIIV¶�IHHV��6LPLODUO\��E\�WDNLQJ�WKH�PDWWHU�EDFN�WR�WKH�µQRWLFH�WR�
RZQHU¶�VWDJH��WKH�7(&�GHFLGHG�WKDW�DGGLWLRQDO�SHQDOW\�FKDUJHV�VKRXOG�QRW�EH�SDLG��
)RU�WKHVH�UHDVRQV��ZH�KDYH�LQ�WKLV�DQG�VLPLODU�FDVHV�WDNHQ�WKH�YLHZ�WKDW�FRXQFLOV�
VKRXOG�UHIXQG�HYHU\WKLQJ�H[FHSW�WKH�RULJLQDO�SHQDOW\�FKDUJH��

7KH�FRXQFLO�DFFHSWHG�RXU�YLHZ�DQG�UHIXQGHG�D�WRWDO�RI�������LQFOXGLQJ�EDLOLIIV¶�IHHV�RI������
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&RPPRQ�,VVXHV�DQG�&RPSODLQWV
Ignoring information about changes in owner details – including returned 
documents

$XWKRULWLHV�VKRXOG�VHQG�GRFXPHQWV�WR�WKH�SHUVRQ�WKH\�EHOLHYH�WR�EH�WKH�RZQHU�RI�D�YHKLFOH��
7KH\�LQLWLDOO\�XVH�WKH�DGGUHVV�SURYLGHG�E\�WKH�'9/$�EXW�VKRXOG�QRW�GR�WKLV�VODYLVKO\��

:H�KDYH�VHHQ�FDVHV�ZKHUH�DXWKRULWLHV�KDYH�UHIXVHG�WR�WDNH�QRWLFH�RI�FUHGLEOH�LQIRUPDWLRQ�
DERXW�WKH�RZQHU¶V�DGGUHVV�DQG�KDYH�FRQWLQXHG�WR�VHQG�GRFXPHQWV�WR�DQ�ROG�DGGUHVV��

,Q�VRPH�FDVHV�DXWKRULWLHV�KDYH�VDLG�DQ�DGGUHVV�PXVW�EH�FRUUHFW�EHFDXVH�QRWKLQJ�
LW�VHQW�ZDV�UHWXUQHG���,Q�RWKHUV�WKH\�VDLG�WKH\�WDNH�QR�QRWLFH�LI�OHWWHUV�DUH�UHWXUQHG�
EHFDXVH�WKH�UHDO�RZQHU�PD\�MXVW�EH�VHQGLQJ�WKHP�EDFN��

&RXQFLOV�VKRXOG�SURSHUO\�FRQVLGHU�WKH�LQIRUPDWLRQ�WKH\�DUH�JLYHQ�DQG�UHVSRQG�DFFRUGLQJO\�

Callum’s story

7KH�FRXQFLO�¿[HG�D�3&1�WR�DQ�XQODZIXOO\�SDUNHG�FDU��,W�ZDV�QRW�SDLG�RU�
FKDOOHQJHG�VR�WKH�FRXQFLO�DVNHG�WKH�'9/$�IRU�GHWDLOV�RI�WKH�RZQHU��7KH�DGGUHVV�
SURYLGHG�E\�WKH�'9/$�ZDV�&DOOXP¶V�EXW�KH�ZDV�QRW�WKH�QDPHG�RZQHU��7KH�
FRXQFLO�VHQW�D�QRWLFH�WR�RZQHU�LQ�WKH�SRVW��$IWHU�LW�UHFHLYHG�QR�UHVSRQVH�WR�
WKLV��WKH�FRXQFLO�REWDLQHG�D�ZDUUDQW�WR�UHFRYHU�WKH�FKDUJH�DQG�SDVVHG�LW�RQWR�
HQIRUFHPHQW�DJHQWV��EDLOLIIV��ZKR�FDOOHG�DW�&DOOXP¶V�KRPH�

&DOOXP�ZDV�QRW�LQ��VR�WKH�EDLOLIIV�OHIW�D�OHWWHU��2QFH�KH�VDZ�WKH�OHWWHU��&DOOXP�
FRQWDFWHG�WKH�FRXQFLO�DQG�H[SODLQHG�WKDW�WKH�SHUVRQ�LW�ZDV�ZULWLQJ�WR�ZDV�WKH�
SUHYLRXV�RZQHU�RI�WKH�SURSHUW\��&DOOXP�WROG�WKH�FRXQFLO�WKDW�KH�KDG�UHWXUQHG�DOO�
RI�WKH�SUHYLRXV�RZQHU¶V�SRVW��

7KH�FRXQFLO�DGYLVHG�&DOOXP�WR�SURYLGH�GHWDLOV�WR�WKH�EDLOLIIV�WR�VKRZ�KH�KDGQ¶W�
LQFXUUHG�WKH�3&1��+H�ZURWH�WR�WKHP�H[SODLQLQJ�WKH�VLWXDWLRQ�EXW�WKH\�UHTXHVWHG�
HYLGHQFH�KH�OLYHG�DW�WKH�SURSHUW\��$IWHU�IXUWKHU�FRUUHVSRQGHQFH�WKH�EDLOLIIV�
UHWXUQHG�WKH�GHEW�WR�WKH�FRXQFLO�WR�LQYHVWLJDWH�IXUWKHU��1HLWKHU�WKH�FRXQFLO�QRU�LWV�
EDLOLIIV�FRQWDFWHG�&DOOXP�DJDLQ�

)ROORZLQJ�RXU�LQYHVWLJDWLRQ��WKH�FRXQFLO�VDLG�LW�KDG�QRW�UHFHLYHG�WKH�UHWXUQHG�
GRFXPHQWV��EXW�HYHQ�LI�KDG��LW�ZRXOG�QRW�KDYH�FDXVHG�LW�WR�FKDQJH�WKH�DGGUHVV�
WR�ZKLFK�LW�FRUUHVSRQGHG��7KLV�ZDV�WR�DYRLG�D�JHQXLQH�UHJLVWHUHG�NHHSHU�
GLVKRQHVWO\�UHWXUQLQJ�GRFXPHQWV���

:H�GHFLGHG��KRZHYHU��WKDW�WKH�FRXQFLO�VKRXOG�KDYH�GRQH�PRUH�WR�KHOS�&DOOXP��
,W�VKRXOG�KDYH�EHHQ�PLQGIXO�WKDW�KH�PD\�KDYH�EHHQ�DQ[LRXV�DERXW�GHDOLQJ�ZLWK�
EDLOLIIV��DQG�LW�ZDV�QRW�IDLU�WR�H[SHFW�KLP�WR�GR�VR�RQFH�KH�KDG�H[SODLQHG�WKH�
ZURQJ�SHUVRQ�ZDV�EHLQJ�SXUVXHG��7KH�FRXQFLO�DJUHHG�WR�RXU�UHFRPPHQGDWLRQ�WR�
UHYLHZ�LWV�SROLF\�RQ�WKLV�SRLQW�
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&RPPRQ�,VVXHV�DQG�&RPSODLQWV
Accessibility to the public

*RRG�FXVWRPHU�VHUYLFH�E\�FRXQFLOV�FDQ�SUHYHQW�XQQHFHVVDU\�ZRUU\�DQG�GLVWUHVV�IRU�WKH�
SXEOLF�DQG�FRPSODLQWV�WR�WKH�2PEXGVPDQ���+RZHYHU��ZH�RIWHQ�VHH�FDVHV�ZKHUH�SHRSOH�
FRPH�WR�XV�VLPSO\�EHFDXVH�WKH\�DUH�XQDEOH�WR�GLVFXVV�DQ�LVVXH�ZLWK�WKH�DXWKRULW\�
LQYROYHG��

,Q�VRPH�LQVWDQFHV��WKH�RQO\�WHOHSKRQH�QXPEHU�WKDW�DSSHDUV�WR�EH�DYDLODEOH�LV�WKDW�IRU�
SD\LQJ�D�SHQDOW\�FKDUJH��UDWKHU�WKDQ�GLVFXVVLQJ�LW��

:H�KDYH�DOVR�VHHQ�WKH�XVH�RI�D�SUHPLXP�UDWH�QXPEHU�ZKLFK�LQFXUUHG�DGGLWLRQDO�FRVWV�
IRU�FDOOHUV��7KLV�SUDFWLFH�PD\�EH�TXLWH�FRPPRQ�DQG�LW�LV�SHUIHFWO\�OHJDO��+RZHYHU��LW�GRHV�
QRW�DSSHDU�WR�XV�WR�EH�JRRG�SUDFWLFH��DV�LW�PD\�GLVFRXUDJH�SHRSOH�IURP�FRQWDFWLQJ�WKHLU�
FRXQFLO�ZLWK�YDOLG�HQTXLULHV�

Dan and Kirsty’s story

'DQ�DQG�.LUVW\�UHFHLYHG�D�SHQDOW\�FKDUJH�QRWLFH�E\�SRVW�IURP�WKH�FRXQFLO�
IRU�D�PRYLQJ�WUDI¿F�FRQWUDYHQWLRQ��7KH��QRWLFH�FRQWDLQHG�D�SKRWRJUDSK�RI�WKH�FDU�
LQYROYHG��EXW�LWV�YHKLFOH�UHJLVWUDWLRQ�PDUN�ZDV�QRW�WKH�VDPH�DV�WKDW�RQ�WKH�QRWLFH�
LWVHOI��7KH�FRXQFLO�KDG�FOHDUO\�VHQW�WKH�QRWLFH�WR�WKH�FRXSOH�LQ�HUURU�DQG�WKH\�ZURWH�WR�
point this out. 

$OWKRXJK�LW�ZDV�FRUUHFWO\�DGGUHVVHG��'DQ�DQG�.LUVW\¶V¶�OHWWHU�ZDV�UHWXUQHG�PDUNHG�
µDGGUHVVHH�JRQH�DZD\¶��7KH�FRXSOH�VD\�5R\DO�0DLO�WROG�WKHP�WKDW�WKLV�ZDV�EHFDXVH�
WKH�FRXQFLO�KDG�QRW�SDLG�IRU�WKH�32�%R[��'HVSLWH�VHYHUDO�OHWWHUV�DQG�SKRQH�FDOOV��WKH�
FRXSOH�FRXOG�QRW�UHVROYH�WKH�PDWWHU�DQG�FRPSODLQHG�WR�XV��

7KH�FRXQFLO�DFFHSWHG�LW�KDG�EHHQ�DW�IDXOW�DQG�FDQFHOOHG�WKH�SHQDOW\�FKDUJH��,W�
DJUHHG�WR�SD\�'DQ�DQG�.LUVW\�����WR�UHFRJQLVH�WKHLU�WLPH�DQG�WURXEOH��,W�FRQ¿UPHG�
WKDW�WKH�LVVXHV�ZLWK�WKH�32�%R[�KDG�EHHQ�UHFWL¿HG�

7KH�HUURU�ZDV�UHDGLO\�DSSDUHQW��DQG�WKHUH�VHHPV�QR�UHDVRQ�ZK\�D�SKRQH�FDOO�RU�
OHWWHU�GLG�QRW�UHVXOW�LQ�WKH�LPPHGLDWH�FDQFHOODWLRQ�RI�WKH�SHQDOW\�FKDUJH�QRWLFH�
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)URP�RXU�LQYHVWLJDWLRQV�ZH�KDYH�LGHQWL¿HG�PDQ\�H[DPSOHV�RI�JRRG�SUDFWLFH��,W�LV�
HQFRXUDJLQJ�WR�VHH�HQIRUFHPHQW�DXWKRULWLHV�WKDW�

 > FRQVLGHU�µLQIRUPDO�FKDOOHQJHV¶�SURSHUO\�DQG�UHVSRQG�WR�WKHP�LQ�JRRG�WLPH�H[SODLQLQJ�
the reasons for decisions made

 > KDYH�VXLWDEO\�WUDLQHG�VWDII�WR�KDQGOH�µLQIRUPDO�FKDOOHQJHV¶�ZKR�GHPRQVWUDWH�HPSDWK\�
DQG�KDYH�WKH�DSSURSULDWH�OHYHO�RI�DXWKRULW\�WR�GHDO�ZLWK�WKHP

 > IXOO\�H[SODLQ�WKH�PRWRULVW¶V�DSSHDO�ULJKWV�DW�WKH�LQIRUPDO�VWDJH��FOHDUO\�VHWWLQJ�RXW�DOO�
RI�WKHLU�RSWLRQV��,Q�SDUWLFXODU�PDNLQJ�WKHP�DZDUH�WKH\�FDQ�DSSHDO�WR�DQ�LQGHSHQGHQW�
DGMXGLFDWRU�HYHQ�LI�IRUPDO�UHSUHVHQWDWLRQV�DUH�ODWHU�UHMHFWHG

 > SURSHUO\�FRQVLGHU�LQIRUPDWLRQ�IURP�PRWRULVWV�DERXW�FKDQJHV�WR�RZQHU�GHWDLOV�DQG�
UHVSRQG�DFFRUGLQJO\

 > SURYLGH�IDLU�DFFHVV�IRU�PRWRULVWV�WR�GLVFXVV�YDOLG�HQTXLULHV�±�DGYHUWLVHG�SKRQH�OLQHV�
VKRXOG�QRW�EH�VROHO\�IRU�WDNLQJ�SD\PHQW

 > KDYH�VXLWDEOH�DUUDQJHPHQWV�LQ�SODFH�WR�HQVXUH�HQIRUFHPHQW�DJHQWV��EDLOLIIV��IROORZ�
EHVW�SUDFWLFH�DQG�KDQGOH�DQ\�FRPSODLQWV�WR�WKHP�HIIHFWLYHO\��7KH�DXWKRULW\�UHWDLQV�
RYHUDOO�DFFRXQWDELOLW\�IRU�WKHLU�DJHQWV¶�DFWLRQV

 > GR�QRW�IHWWHU�WKHLU�GLVFUHWLRQ�WR�FRQVLGHU�LQGLYLGXDO�FLUFXPVWDQFHV�E\�VODYLVKO\�
IROORZLQJ�SROLFLHV�RU�SURFHVVHV�ZLWKRXW�TXHVWLRQ�

*HWWLQJ�7KLQJV�5LJKW�)LUVW�7LPH
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&RXQFLOV�DQG�DOO�RWKHU�ERGLHV�SURYLGLQJ�ORFDO�SXEOLF�VHUYLFHV�VKRXOG�EH�DFFRXQWDEOH�WR�
WKH�SHRSOH�ZKR�XVH�WKHP��

7KH�/*2�ZDV�HVWDEOLVKHG�E\�3DUOLDPHQW�WR�VXSSRUW�WKLV��:H�UHFRPPHQG�D�QXPEHU�RI�
NH\�TXHVWLRQV�WKDW�FRXQFLOORUV��ZKR�KDYH�D�GHPRFUDWLF�PDQGDWH�WR�VFUXWLQLVH�WKH�ZD\�
FRXQFLOV�FDUU\�RXW�WKHLU�IXQFWLRQV��FDQ�FRQVLGHU�DVNLQJ�

How does your authority:

 > IXOO\�DGYLVH�PRWRULVWV�RI�WKHLU�DSSHDO�ULJKWV�DW�DOO�VWDJHV�RI�WKH�SDUNLQJ�DQG�WUDI¿F�
HQIRUFHPHQW�SURFHVV��SDUWLFXODUO\�ZKHQ�LVVXLQJ�3&1V�DW�WKH�VFHQH"

 > DOZD\V�PDNH�LW�FOHDU�PRWRULVWV�FDQ�DSSHDO�WR�DQ�LQGHSHQGHQW�DGMXGLFDWRU�HYHQ�LI�WKHLU�
UHSUHVHQWDWLRQV�DUH�UHMHFWHG�E\�WKH�DXWKRULW\"

 > SURYLGH�VXLWDEO\�WUDLQHG�VWDII��ZLWK�WKH�DSSURSULDWH�DXWKRULW\��WR�SURSHUO\�FRQVLGHU�
µLQIRUPDO�FKDOOHQJHV¶��DQG�H[SODLQ�WKH�UHDVRQV�IRU�GHFLVLRQV�ZKHQ�UHVSRQGLQJ�WR�
WKHVH"

 > HQVXUH�PRWRULVWV�KDYH�IDLU�DFFHVV�WR�GLVFXVV�YDOLG�HQTXLULHV�ZLWK�WKH�FRXQFLO�DERXW�
WKHLU�SHQDOW\�FKDUJHV"

 > DQ\�HQIRUFHPHQW�DJHQWV��EDLOLIIV��LW�HPSOR\V�IROORZV�EHVW�SUDFWLFH��DQG�KRZ�GRHV�LW�
UHWDLQ�RYHUVLJKW�RI�FRPSODLQWV�PDGH�WR�DQG�DERXW�WKHVH�DJHQWV"

 > OHDUQ�IURP�WKH�RXWFRPHV�RI�FRPSODLQWV�WR�LPSURYH�VHUYLFHV��DQG�VKDUH�WKLV�ZLWK�WKH�
SXEOLF"

 > XVH�WKH�2PEXGVPDQ¶V�UHSRUWV�DQG�GHFLVLRQV�WR�GHYHORS�LWV�RZQ�SROLF\�DQG�SUDFWLFH"

 > SURPRWH�WUDQVSDUHQF\�DQG�JUHDWHU�XQGHUVWDQGLQJ�RI�WKH�REMHFWLYHV�RI�FLYLO�SDUNLQJ�
HQIRUFHPHQW�E\�SXEOLVKLQJ�DQ�DQQXDO�SDUNLQJ�UHSRUW"

*HWWLQJ�WKLQJV�ULJKW�¿UVW�WLPH���TXHVWLRQV�IRU�
&RXQFLOORUV
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$ERXW�WKH�2PEXGVPDQ
)RU�PRUH�WKDQ����\HDUV�WKH�2PEXGVPDQ�KDV�LQGHSHQGHQWO\�DQG�LPSDUWLDOO\�LQYHVWLJDWHG�
FRPSODLQWV�DERXW�FRXQFLOV�DQG�RWKHU�ERGLHV�ZLWKLQ�RXU�MXULVGLFWLRQ��2XU�VHUYLFHV�DUH�IUHH�
of charge.

,I�ZH�¿QG�VRPHWKLQJ�ZURQJ��ZH�DVN�WKH�FRXQFLO�WR�WDNH�DFWLRQ�WR�SXW�LW�ULJKW��:KDW�ZH�
DVN�WKH�FRXQFLO�WR�GR�ZLOO�GHSHQG�RQ�WKH�SDUWLFXODU�FRPSODLQW��KRZ�VHULRXV�WKH�IDXOW�ZDV�
and how the person was affected.

:H�KDYH�QR�OHJDO�SRZHU�WR�IRUFH�FRXQFLOV�WR�IROORZ�RXU�UHFRPPHQGDWLRQV��EXW�WKH\�
DOPRVW�DOZD\V�GR�

How we remedy injustice:

6RPH�RI�WKH�WKLQJV�ZH�PLJKW�DVN�D�FRXQFLO�WR�GR�DUH�

 > DSRORJLVH

 > SD\�D�¿QDQFLDO�UHPHG\

 > LPSURYH�LWV�SURFHGXUHV�VR�VLPLODU�SUREOHPV�GR�QRW�KDSSHQ�DJDLQ

$ERXW�WKH�,QGHSHQGHQW�7ULEXQDO
7KH�7UDI¿F�3HQDOW\�7ULEXQDO�GHDOV�ZLWK�DSSHDOV�DJDLQVW�3&1V�LVVXHG�E\�HQIRUFHPHQW�
DXWKRULWLHV�RXWVLGH�RI�/RQGRQ��/RQGRQ�7ULEXQDOV��(QYLURQPHQW�DQG�7UDI¿F�$GMXGLFDWRUV�
GHDOV�ZLWK�WKRVH�LQ�/RQGRQ�

7KH�LQGHSHQGHQW�ODZ\HU�DGMXGLFDWRU�RI�WKH�UHOHYDQW�WULEXQDO�ZLOO�GHFLGH�LI�WKH�PRWRULVW�LV�
OLDEOH�WR�SD\�WKH�SHQDOW\�FKDUJH��7KH�JURXQGV�RI�DSSHDO�DUH�VHW�RXW�LQ�WKH�UHJXODWLRQV�
DQG�WKHUH�LV�WKH�ULJKW�WR�KDYH�FRPSHOOLQJ�UHDVRQV�FRQVLGHUHG�

7KH�DGMXGLFDWRUV�JLYH�UHDVRQV�IRU�WKHLU�GHFLVLRQV�ZKLFK�DUH�LQWHQGHG�WR�EH�KHOSIXO�IRU�
PRWRULVWV�DQG�DSSHOODQWV�DOLNH��7KH�VHUYLFH�LV�IUHH�DQG�FRVWV�DUH�VHOGRP�DZDUGHG��

ZZZ�WUDI¿FSHQDOW\WULEXQDO�JRY�XN

ZZZ�ORQGRQWULEXQDOV�JRY�XN
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