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Complaints Procedure Policy

Aim
The Council aims to learn from complaints and, where they are found to be justified, to ensure that the appropriate measures are taken to improve services.

It will:
· Ensure that anyone who wishes to make a complaint knows how to go about it;
· Respond to a complaint efficiently and within a reasonable timeframe;
· Ensure that service users are satisfied that the complaint has been taken seriously and, where possible, reasonable measures have been taken to improve services.

The following procedure will be adopted for dealing with complaints about the Council’s administration or its procedures.

How to Make a Complaint:
It is possible that minor complaints can be resolved without the need for the formal complaints procedure and residents are encouraged to initially speak to the Parish Clerk, or if the issues involve the Parish Clerk then it will be considered by the Chair and Vice Chair of the Council.  The Parish Clerk and/or the Chair along with the vice chair of the Council will consider the complaint and work with the complainant to see if an agreeable solution can be found. 

If the complainant is not satisfied with the suggested informal solution or does not wish to have the matter considered informally they should make a formal complaint.

Formal Complaints:
If you wish to make a complaint, the attached appendix complaint form should be used. The complaint should be addressed to the Clerk by either email or post. Where appropriate we will make reasonable adjustments to accept complaints received otherwise.

If the complaint is about the Clerk, then the above procedure should be followed with information sent directly to the Chair of the Council.

What is a Complaint:
The Parish Council will investigate a complaint from a person, or their nominated representative, if it is one of the following:
· An expression of dissatisfaction about the failure to provide or meet the expected standards of service.
· Neglect or delay in responding to a contact with the Council (noting the Councils hours of business).
· Harassment, bias or discrimination.

The Complaints Procedure does not cover:
· Complaints about the conduct of Councillors. These should be reported to the Monitoring Officer at Waverley Borough Council. https://www.waverley.gov.uk/Services/Council-information/Councillors-and-meetings/Your-councillors-and-elected-representatives/Standards-and-conduct-arrangements-for-councillors
· Financial irregularity as they are handled by the Council’s own auditor
· Criminal activity because these matters are handled by the Police

Complaint Handling:
· Within seven working days of receiving the complaint, the Clerk or Chairman will give written acknowledgement of it, provide a copy of this complaints procedure and ascertain whether the complainant wishes the matter to be treated confidentially.

· It will usually be appropriate for the circumstances leading to the complaint to be investigated by the Clerk on behalf of the Council. Complaints of a serious nature that relate directly to the Clerk will be dealt with by a sub-committee.

Where appropriate, the complainant will be invited to make verbal representations to the person (or sub-committee) investigating.

· The formal complaint will be considered at the next Full Council meeting. If more than 28 days is to lapse between the receipt of the complaint and the next Full Council Meeting, the Chair will convene and extra-ordinary meeting of the Council to receive and hear the complaint.

· At the meeting the Council may resolve to exclude members of the public and press to ensure confidentiality.

· At the meeting, the Council will consider the complaint and will also include on the agenda the appointment of three members to a committee with delegated power to continue handling the complaint (if necessary). The committee will have full delegated power to bring the complaint to a conclusion. The Council will also resolve which member will be the Chairman of the Committee. 

· After the meeting, the Clerk/Chairman will write to the complainant explaining the outcome of the Council’s consideration of the complaint and explaining how to take matters further if they believe this is necessary. 

· If the complainant wishes to pursue the matter, he/she must notify the Council in writing with his/her reasons for wanting to do so and a meeting of the Council will be convened for the purpose of investigating the complaint further. 

· Notice of the committee meeting will be advertised in the usual way to members of the committee, ie a summons and with three clear days’ notice. A public notice will also be displayed in the usual way, ie posted in a conspicuous place in the parish and giving three clear days’ notice. 

· Complainants will be asked by formal letter to attend the committee meeting and will be informed that they may be accompanied by another person.

·  At the commencement of the meeting, the Committee Chairman will explain how the meeting will proceed. 

· Complainants will be asked to provide any new information or supporting evidence to the committee and will be invited to make a verbal representation to the meeting. 

· Members of the committee will be invited by the Chairman to ask questions of the complainant. The Chairman of the Complaints Committee and then the complainant will summarise their respective positions.

· The complainant will then leave the meeting, and the committee will consider the further findings. 

· The complainant will be informed by formal letter of the conclusions of the process within ten working days of the committee meeting. 

· The committee chairman will report the outcome of the process to the next meeting of the Parish Council. 

· Minutes of the committee meeting will be kept and will be available to all parties involved in the Investigation.

Appeals
If the complainant is not satisfied with how a complaint has been dealt with, they can appeal in writing to the Council, setting out what they are unhappy with and the grounds.
Appeals received more than one month after the date of the decision letter/email will not be considered.

Local Government Ombudsman
The Local Government Ombudsman deals with complaints against principal authorities (District, Borough and County Councils) and certain other public sector bodies.
It is not responsible for handling complaints against a Town or Parish Council, except where it is working with a principle authority (through a joint committee), or it is exercising the functions of a principle authority.

APPENDIX 1
	Your name: 

	

	Address: 



	

	Date:

	

	Daytime telephone No:
	

	Please give details of your complaint (use a continuation sheet if necessary) 

































	What action have you already taken to try to resolve your complaint?   (Who did you speak to and what was the response?) 










	What action do you feel might resolve the problem? 











	Are you attaching any paperwork? If so, please give details


















	Signature:
	Date:

	Contact details:





	Date of Meeting:
	


	People Present:
	


	Discussion and agreed outcome:
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