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COMPLAINTS AGAINST THE COUNCIL.
Parish Clerk & Responsible Finance Officer

Ratified at Parish Council Annual Meeting on Tuesday 09th May 2023
Introduction 

This procedure is to be followed for all complaints regarding the administration of the Council’s services or its procedures. It is not appropriate for complaints regarding the conduct of individual employees of the Council or for complaints regarding the conduct of individual elected Members.  Such complaints will be addressed within the measures put in place by the Council. 
A complaint is defined by the Council as ‘any expression of dissatisfaction with services delivered or procedures adopted, by the Council by the complainant or a representative of their choice which cannot be resolved through the normal day to day operational processes of the service involved. ‘
A complaint can only relate to a service that the Council already provides. It cannot relate to requests for new services provided by other local authorities. 

First Stage:

Initially all complaints should be addressed to and will be dealt with/responded to the Chairman (email: philshepherd64@icloud.com) or by the Parish Clerk (email: clerkwolvistonparishcouncil@gmail.com). An acknowledgement of receipt of the complaint will be issued in writing by e-mail or letter, as appropriate, within 3 days of receipt, this acknowledgement to state the timescale for a full reply and to include a copy of the council’s complaints policy.
Complaints should, in normal circumstances, be responded to in full within 14 working days. However, if the complaint is particularly serious or complicated, or relates to any other matter other than the administration of the Council’s services/procedures, an interim response to the complaint will be provided within the 14  working days indicating when a full response is likely to be received and giving reasons why the 14 day timescale is not appropriate in that case. 

Next and Final Stage: 

If a complainant is unhappy with the first stage response a request may be made in writing to the Parish Clerk for the Chairman of the Parish Council to review the complaint. 

The complainant will be invited to attend a meeting of the Complaints Committee and may be accompanied. The role of anyone who accompanies the complainant is as an observer only. As this is an internal procedure they will not be entitled to be accompanied by their solicitor. The meeting will be arranged within 21 days of the request for review.
The complainant will provide the Council with copies of any documentation or other evidence which they wish to refer to at the meeting at least 14 working days prior to the meeting.  Similarly, the Council will, in the same period, provide the complainant with copies of any other documentation which is intended to be referred to at the meeting.

The meeting will follow the listed agenda below.

a) The complainant will outline the grounds for the complaint. 

b) Members will ask any question(s) of the complainant they deem necessary. 

c) The Parish Clerk will explain the Council’s position. 

d) Members will ask any question(s) of the Parish Clerk they deem necessary. 

e) The complainant will be offered an opportunity of any further comment. 

f) The meeting will be closed and once the complainant leaves the meeting room the Committee will decide if the grounds for the complaint are justified. 

g) The decision will be confirmed to the complainant in writing within 14 working days together with details of any action to be taken or which may be recommended. 

h) In the case of a deferred decision, written details of the decision will be given as soon as possible and in any event no later than 21 days after the end of the meeting. 

i) Any decision on a complaint will be announced at a Council meeting in public and the decision reached by the Parish Council is final and binding.

The different forms of complaints that are, and are not, covered by this policy are set out below. 

Forms of complaint covered by this policy
1. Against a decision of the full Council meeting - this will be addressed within this procedure. 
2. Against a decision of a committee of the Council – this will be addressed within this procedure. 

3. Against the actions of the Council – this will be addressed within this procedure. 

Forms of complaint not covered by this policy*
1. Against an employee of the council
2. Against an individual Parish Councillor or group of Councillors
*These complaints are dealt with elsewhere in the standing orders
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