
Laxton Parish Council

Complaints Procedure 

1.
Policy Statement
1.1 Laxton Parish Council will consider all comments, compliments and complaints made about its actions or lack of actions and will take action where appropriate.  
1.2 The Clerk will record and monitor all complaints received and will investigate further as required.  The Clerk will inform the Parish Council of complaints received and action taken as a result and /or will make recommendations for action as appropriate. 
2.
Receiving complaints

2.1
Wherever possible complaints should be resolved by discussion with the complainant.  Where this is not possible a formal complaint can be made under the Council’s complaint procedure.

2.2
Complaints can be received orally or in writing (including electronically).  The details of the complaint should be passed to the Clerk as soon as possible to be recorded and monitored.  Councillors and Officers should capture the name of the complainant, the nature of the complaint and an address and telephone number.
2.3
Anonymous complaints will be dealt with using this process.
2.4
Complaints made during the public session of a Parish Council meeting will be resolved where possible but must be deferred to the next meeting if a resolution is required to address the complaint.

3.
Acting on Complaints
3.1
The Clerk will write to the complainant acknowledging receipt of their complaint.  The Clerk will investigate the complaint and try to settle directly with the complainant.  If the complaint is regarding a Councillor then that person shall be given the opportunity to comment in a way in which it is intended to attempt to settle the complaint.
3.3
The Clerk shall bring any written complaint which has not been settled to the next meeting of the Council.  The Clerk shall notify the complainant of the date on which the complaint will be considered and the complainant shall be offered an opportunity to explain the complaint orally. 
3.4
The Council shall consider whether the circumstances attending any complaint warrant the matter being discussed in the absence of the press and public but any decision on a complaint shall be announced at the Council meeting in public. As soon as may be after the decision has been made, it and the nature of any action to be taken shall be communicated in writing to the complainant. 

3.5
The Council should defer dealing with any complaint only if it is of the opinion that issues of law or practice arise on which advice is necessary. The complaint shall be dealt with at the next meeting after the advice has been received.

3.6
Consideration by the Council is the final stage in the complaint process.  The Local Government Ombudsman will not consider complaints made against a Parish Council.  
 
3.7
Any complaints regarding the Clerk shall be dealt with by the Chairman, who will follow the process for receiving and acting on complaints set out in this Policy.  Complaints regarding the conduct of the Clerk shall be dealt with following the Council’s Disciplinary or Capability Procedure as appropriate.  Complaints relating to a breach of the Council’s Code of Conduct by a Councillor will be referred to the Monitoring Officer at East Riding of Yorkshire Council as appropriate.
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