
Has the resident used our 
online services, spoken to an 

officer or raised a formal 
complaint?

Did they receive a 
satisfactory 
response?

Yes

Advise resident to use the online 
services available on the website 
to raise their enquiry or make a 

complaint 
www.eppingforestdc.gov.uk

No
Yes

You may wish to raise a 
Member Contact 

enquiry to escalate the 
matter on their behalf

Resident Enquiries Flow Chart

END OF 
PROCESS

No

Green = Member Contact Form
Purple = EFDC Website
Orange = Call Council Service

Alternatively they can call the 
Contact Centre Team 

01992 564000

(START)
Resident advises you 
they need to raise a 
query or issue with 

EFDC  

If the resident is not able to get 
online for any reason you can 

signpost them to digital coaching 
sessions

www.eppingforestdc.gov.uk/
community/digital-inclusion/ 

OR
Our Welcome Area Team will be 

happy to assist residents who 
visit the Civic Offices



Use the Member 
Contact Form 

Is your issue 
relating to a 

forgotten 
password?

Refer to the self help guides on 
the Members Portal 

www.eppingforestdc.gov.uk/
your-council/members-portal/
If you are unable to reset your 

password using the guides, 
contact the ICT Service Desk 

Team on 01992 564888

Use the online 
services via the 

website

(START)

What is your enquiry 
or issue?

No

Raise an enquiry or issue
for the first time

Escalate a previously reported issue
OR

Give apologies for a Council meeting

Use the Member 
Contact form

Report an ICT issue

Is the matter urgent 
OR limiting your ability to 

carry out your member 
duties?

Yes

Contact the ICT 
Service Desk Team

01992 564888

No

Yes

Member Enquiries Flow Chart

Green = Member Contact Form
Purple = EFDC Website
Orange = Call Council Service
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