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Complaints Policy

Introduction
Berinsfield Parish Council aims to provide a high standard of service to residents and users of
its facilities. The Council recognises that occasionally concerns or complaints may arise and

is committed to dealing with them fairly, transparently and promptly.

This procedure sets out how complaints about the Council’s administration or procedures will
be handled.

Complaints about the conduct of councillors are not dealt with under this procedure and must
instead be referred to the Monitoring Officer at the relevant district authority.

2. Scope of the Procedure
This procedure applies to complaints about:
e The administration of the Council
e The Council’s procedures or services
e Actions taken by the Clerk on behalf of the Council
This procedure does not apply to:
e Complaints about councillors’ conduct (these are dealt with under the Code of
Conduct)

o Employment matters relating to Council employees
e Matters that are subject to legal proceedings

3. Making a Complaint
Complaints should be submitted in writing (including email) to the Clerk to the Council.
The complaint should include:

e The complainant’s name and contact details



e Details of the complaint
e Any relevant supporting information

Complaints should normally be submitted within 12 months of the matter occurring.
4. Initial Consideration

The Clerk will acknowledge receipt of the complaint and attempt to resolve the matter
informally where possible.

If the complaint relates to the Clerk, it should be submitted to the Chair of the Council
instead.

5. Formal Complaint Process
If the complaint cannot be resolved informally, it will be considered by the Council.

The complainant will normally be invited to attend a meeting of the Council (or a committee
appointed for that purpose) to present their complaint.

The Council may also ask the Clerk or other relevant persons to provide information.
Following consideration of the complaint, the Council will:

e Decide whether the complaint is upheld or not
e Decide whether any action is required

The decision will be communicated to the complainant in writing.
6. Further Action
If the complainant remains dissatisfied, they may raise the matter with the Local Government

and Social Care Ombudsman, which considers complaints about maladministration by local
authorities.

7. Confidentiality

The Council will treat complaints seriously and handle them in a fair and confidential
manner, subject to legal requirements relating to transparency and public meetings.

8. Review

This policy will be reviewed periodically by Berinsfield Parish Council to ensure it remains
effective and appropriate.
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