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INTRODUCTION 

If you have a complaint about the Council, we would like to hear from you. This notice tells you how to complain, and what happens to your complaint on receipt.  It also tells you who deals with the complaint, how you can be represented, when a decision is made and how you will be notified of this.

Feedback from our residents, whom we aim to serve efficiently and effectively, is the only way we can continually improve our services.

We aim:
· to make it easy for anyone to make a complaint
· to solve problems as quickly as possible
· to prevent problems from happening again, and
· to encourage good practice

Surlingham Parish Council is not subject to the jurisdiction of the Local Government Ombudsman and has adopted this policy to provide clarity for ensuring complaints are properly and fully considered. 
All other complaints relating to parish council decisions or actions should be addressed to the Parish Clerk who will acknowledge receipt and will deal with the matter promptly. The Parish Council aims to resolve complaints within 12 weeks from receipt where possible. 
Should the complaint relate to the Parish Clerk, then it should be addressed to the Parish Council Chair. 
A fair and courteous response will be given in all cases, and if necessary, a full and proper investigation may be undertaken to establish all the pertinent facts. 
All communications will be handled in compliance with the Parish Council’s policies relating to General Data Protection Regulation and privacy. 

INFORMAL COMPLAINT 
The Parish Council will seek to resolve all complaints informally prior to a formal complaint being lodged. 

An informal complaint may be made by phone or by email and addressed to the Parish Clerk who will liaise with the complainant and relevant members/officers to seek resolution.
 
Should it not be possible to resolve a complaint informally the complainant may escalate the complaint to a formal complaint. 

The complaint shall be escalated to a formal complaint if, in the opinion of the Parish Clerk or Parish Chair, the complaint is sufficiently serious to warrant such measures.
 
There is no defined process for an informal complaint; but full records must be kept of any communications and attempts at resolution.
 
FORMAL COMPLAINTS – GENERAL PROCEDURE 
All formal complaints must be made in writing to the Clerk (either as a letter posted to the parish council’s address, or by email) except in the case of below ‘Complaints against the Proper Officer’.

The complainant must indicate whether the complaint is to remain confidential.
 
The receipt of the complaint will be acknowledged by the Parish Council Clerk within 5 working days along with a confirmation of the next steps and suggested timeframe. 

Arrangements will be made by the Clerk to investigate the facts and collate any evidence. The complainant may be asked for more information, to attend a meeting or to present their complaint to a committee or Full Council. 

The complainant will be advised of any decision and whether their complaint is upheld along with reasons if it is not within 12 weeks.

FORMAL COMPLAINTS ABOUT COUNCILLORS 
The Parish Council does not consider formal complaints against its member councillors. These are dealt with in accordance with the Parish Council’s adopted Code of Conduct by the Monitoring Officer based at South Norfolk District Council. 
To progress a formal complaint about a member of Surlingham Parish Council, the Monitoring Officer of South Norfolk District Council must be contacted. 

FORMAL COMPLAINTS ABOUT THE PROPER OFFICER
Formal Complaints about the Parish Clerk must be made in writing to the Chair, setting out the reasons for the complaint and providing any supplementary information that will assist an investigation. 

FORMAL COMPLAINTS ABOUT THE COUNCIL, COMMITTEES OR DECISIONS 
Complaints about a decision, the general operations of the Council or the Council as a body should be made to the Parish Clerk in writing, providing any additional information that will enable the complaint to be investigated. 

The complaint shall first be considered by the Parish Clerk, working with the Chair and, if applicable, Chair of the relevant committee who shall seek to resolve the issue or explain the background to the decision. The complainant may be invited to a meeting with the Parish Clerk and/or the Chair to seek a resolution.

Should it not be possible to resolve the complaint, it shall be referred to the Council/committee for consideration. The complainant may be invited to address the Council/committee to outline the background to the complaint. 

Records shall be kept detailing all complaints, actions undertaken and the outcome. 

If a complaint relates to alleged criminal activity by the Council, then the complaint should be directed to the police. 

If a complaint relates to alleged financial irregularity, then local electors have a statutory right to object to a Council’s audit of accounts. 

VEXATIOUS COMPLAINTS 
A vexatious complainant is one who persists unreasonably with their complaints or makes complaints to inconvenience the Council rather than genuinely resolve an issue. This may include making serial complaints about different issues or continuing to raise the same or similar matters repeatedly.
 
Should a vexatious complainant make a new complaint about new issues these will be treated on their merits. 

If such complaints affect the Council’s ability to undertake its work and provide its services to others, it may alter the way it deals with complaints by not acknowledging or responding to vexatious complaints. Complaints will still be read in case they contain new information. 

If a complainant is to be classified as vexatious, they shall be informed so and given a timescale of how long this will remain the case.
COMPLAINTS PANEL
When necessary, the Council will appoint a Complaints Panel to fully investigate the complaint. The Panel will be constituted of all members of the Council to ensure that three members are available, one of which will be the Chairman. The Panel has delegated authority from the Parish Council to review and decide on complaints. A letter will be sent to the complainant with the date of the Panel Meeting. It is expected that the panel will meet within 15 working days of being notified by the Clerk. If the Panel is unable to meet within this time, all parties will be notified of the date of the meeting and the reason for the delay.

The complainant shall be invited to attend a meeting and to bring with them a representative if they wish.

Seven clear working days prior to the meeting, the complainant shall provide the Council with copies of any documentation or other evidence relied on. The Council shall provide the complainant with copies of any documentation upon which they wish to rely at the meeting and shall do so promptly, allowing the complainant the opportunity to read the material in good time of the meeting.

At the Meeting
The Council shall consider whether the circumstances of the meeting warrant exclusion of the public and the press.

The Chair shall introduce everyone and explain the procedure.

The complainant (or representative) shall be invited to outline the grounds for complaint and, thereafter, questions may be asked by the Clerk or other nominated officer and members.

The Clerk will have an opportunity to explain the Council’s position and questions may be asked by the complainant and members.

The Clerk and then the complainant shall be offered the opportunity to summarise their positions.

If the decision is unlikely to be finalised on that day the complainant shall be advised when the decision is likely to be made and when it is likely to be communicated to them.

After the Meeting
The decision will be confirmed in writing within 10 working days together with details of any action to be taken.

The announcement of any decision will be made in public at the next Council meeting.
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