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Purpose and status
This policy explains how Chew Magna Parish Council will receive and resolve complaints about its administration, procedures, services and the actions of its employees when acting on the Council's behalf. It is intended to provide a fair, proportionate and accessible process for complainants and for anyone whose actions are being considered.
This policy does not replace statutory procedures, the Members' Code of Conduct, employment procedures or the right to seek legal advice. Where another process applies, the Council will explain the appropriate route.
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Principles
The Council will handle complaints impartially, promptly and as informally as is reasonable. It will:
listen to the complainant and establish the outcome they are seeking;
give any person criticised a fair opportunity to respond;
avoid involving a councillor or employee who has a material conflict of interest or prior involvement in deciding the complaint;
keep the complainant informed if more time is needed; and
give reasons for its decision and identify any action to be taken.
The Council will make reasonable adjustments where needed so that a person can use this procedure. A complainant may be supported or represented by another person, subject to suitable confirmation of their authority where personal information is involved.
Scope and other routes
This policy covers complaints about the Council's administration, procedures, services, service standards and the actions or conduct of employees carrying out Council business. Disagreement with a lawful policy or decision is not, by itself, maladministration. A complaint may nevertheless be considered where the Council is alleged to have followed an improper process, failed to act, caused unreasonable delay or treated someone unfairly.
	Matter
	Appropriate route

	A Council policy or decision
	Raise the matter through the democratic process, for example by contacting the Clerk or a councillor or speaking during public participation. This procedure applies only to an alleged fault in how the decision was reached or implemented.

	Conduct of a councillor
	Use the Code of Conduct complaints arrangements administered by the Monitoring Officer at Bath and North East Somerset Council.

	An employee grievance, disciplinary or capability matter
	Use the Council's employment procedures. A member of the public may complain about an employee's actions, but any resulting employment action will remain confidential.

	A Freedom of Information or Environmental Information response
	Request an internal review under the relevant information-access procedure. A further complaint may be made to the Information Commissioner.

	Use of personal data
	Use the Council's data-protection complaints process. A further complaint may be made to the Information Commissioner.

	A decision made by another authority
	Complain to the body responsible for that decision, such as Bath and North East Somerset Council.

	Suspected crime, fraud or safeguarding concern
	The Council may refer the matter to the police, external auditor, safeguarding authority or another appropriate body. This procedure may be paused where necessary.


The Local Government and Social Care Ombudsman generally has no jurisdiction over parish and town councils, except where a council is acting on behalf of another authority. The Stage 2 decision under this policy will therefore normally be the Council's final response.
Making a complaint
A complaint should normally be made within 12 months of the complainant becoming aware of the matter. The Council may accept a later complaint where there is a good reason for the delay and it remains possible to investigate fairly.
Complaints should be sent to the Clerk using the contact details published by the Council. If the complaint concerns the Clerk, it should be addressed to the Chair and sent through the Council's published contact route. If it concerns both the Clerk and the Chair, the Council will nominate an uninvolved councillor or obtain independent support to manage the complaint.
The complaint should, so far as possible, state:
the complainant's name and contact details;
what happened, when it happened and who was involved;
why the complainant believes the Council was at fault;
any relevant documents or other evidence; and
the outcome the complainant is seeking.
The Council may accept a complaint made orally where the complainant cannot reasonably put it in writing. The person receiving it will make a written record and ask the complainant to confirm that it is accurate. Anonymous complaints may be considered where they raise a serious and verifiable matter, but anonymity may limit the investigation and response.
Initial handling
The Council will normally acknowledge a complaint within five working days. The acknowledgement will identify who is handling it, confirm the issues to be considered and explain the next step. The Council may ask for clarification or further information before beginning an investigation.
The complaint handler will decide whether the matter falls within this policy, should be referred to another procedure or body, or can be resolved promptly without a formal investigation. A complaint will not be rejected merely because the complainant has used the wrong title or process.
Where appropriate, the Council will first try to resolve the matter by explanation, correction, apology or another agreed action. If that does not resolve the complaint, it will proceed to Stage 1.
Stage 1 investigation
By adopting this policy, the Council delegates routine Stage 1 complaints to the Clerk. The Clerk will normally investigate and decide the complaint and may appoint another suitable person to investigate. If the complaint concerns the Clerk, it will proceed directly to Stage 2 unless an informal resolution can be agreed.
The investigator may review records, obtain written accounts, interview relevant people and seek advice. The complainant and any person criticised will be given a fair opportunity to provide relevant information. The Council may give the person criticised the substance of the complaint and supporting material where this is necessary for a fair process, subject to lawful redaction.
The Council will aim to issue its written Stage 1 response within 20 working days after the scope of the complaint has been confirmed. If this is not possible, it will explain the reason and give a revised date. The response will state the complaint or issues considered, the findings, the reasons for the decision, any action to be taken and how to request a Stage 2 review.
Stage 2 review
A complainant may request a Stage 2 review within 10 working days of the Stage 1 response. The request should explain why the complainant considers that:
relevant evidence was not considered;
the procedure was not followed and this affected the outcome;
the findings were not reasonably supported by the evidence; or
the proposed remedy was not proportionate to an upheld complaint.
A Stage 2 review is not a complete reinvestigation unless the reviewing body decides that this is necessary. It will be conducted by the full Council or a properly appointed committee or sub-committee whose participating members have had no material prior involvement. The Council may obtain independent advice or appoint an independent investigator where this would assist fairness or confidence in the process.
The request will normally be acknowledged within five working days and considered at the next available properly convened meeting for which the necessary notice and information can be provided. The Council aims to complete both stages within 16 weeks of receiving the original complaint. Where this is not possible, it will explain the reason and keep the complainant informed.
The complainant will receive a written final response, normally within 10 working days after the Stage 2 decision. There is no further internal appeal.
Meetings and confidentiality
The Council will handle complaint information carefully but cannot promise absolute confidentiality. Information will be shared only where reasonably necessary to investigate, decide or obtain advice, or where disclosure is required by law.
Where a complaint is considered at a Council, committee or sub-committee meeting, the agenda will describe the business without unnecessary personal detail. The meeting may resolve to exclude the press and public from all or part of the discussion where publicity would be prejudicial to the public interest because of the confidential nature of the business or for another lawful reason. Any exclusion will be decided at the meeting and recorded in the minutes.
The complainant and the person complained about may be invited to provide written representations or attend for the relevant part of the meeting. The chair of the meeting will explain the procedure and ensure that each person has a fair opportunity to be heard. They will normally withdraw while the Council considers its decision.
The Council will record its decision in the minutes, but will not publish personal or confidential information unnecessarily. A public record may therefore state the outcome and agreed action in general terms rather than reproduce the evidence or correspondence.
Outcomes and remedies
A complaint may be upheld, partly upheld or not upheld. Where fault is found, the Council will consider a remedy that is proportionate to the injustice or inconvenience caused. This may include:
an apology or explanation;
correcting a record or completing an outstanding action;
reconsidering a matter through the proper decision-making process;
changing a procedure, service or published information;
training, supervision or other service improvement; or
another lawful and reasonable remedy.
Any financial payment or benefit must be authorised lawfully and in accordance with the Council's Financial Regulations. The Council will obtain legal, insurance, audit or other professional advice where appropriate. A complaint decision will not disclose confidential employment action or another person's personal information.
Unreasonable or repeated contact
The Council will distinguish between a persistent complainant and persistent or unreasonable behaviour. It will not restrict contact merely because a person is determined, critical or dissatisfied.
If contact becomes abusive, threatening, excessively repetitive or unreasonably burdensome, the Council may set proportionate limits after giving a warning where it is reasonable to do so. Limits may include using one contact channel or named contact, setting intervals for responses, declining to revisit matters already finally decided, or ending a conversation where abuse occurs. Any restriction will be recorded, explained in writing, kept under review and will not prevent genuinely new matters from being considered.
Records and review
The Council will keep a complaint record showing the issues raised, evidence considered, decisions, reasons, correspondence and action taken. Records will be retained and disposed of in accordance with the Council's retention policy and data-protection obligations.
The Clerk will report complaint themes and service improvements to the Council when useful, using anonymised information where possible. The Council will review this policy annually and after any material change in law, guidance or Council arrangements.
Complaints Policy  |  Draft for approval  |  Page 
Complaints Policy  |  Draft for approval  |  Page 
Complaints Policy  |  Draft for approval  |  Page 1
