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Complaints Procedure

1. Purpose and Scope
This is the complaints procedure of Moulton Parish Council, hereinafter referred to as “the
council”.

The council is committed to providing a quality service for the benefit of the people who live
or work in its area or are visitors to the locality. If you are dissatisfied with the standard of
service you have received from this council or are unhappy about an action or lack of action
by this council, this Complaints Procedure sets out how you may complain to the council and
how we shall try to resolve your complaint.

This complaints procedure applies to complaints about council services, administration, and
procedures and may include complaints about how council employees have dealt with your
concerns.

This complaints procedure does not apply to:

Complaints by one council employee against another council employee, or between a
council employee and the council as the employer. These matters are dealt with under the
council’s disciplinary and grievance procedures.

Complaints against councillors are made under the Code of Conduct for Members adopted
by the council on 9" January 2024 and, if a complaint against a councillor is received by the
council, it will be referred to the Standards Committee of West Northamptonshire Council.
Further information on the process of dealing with complaints against councillors may be
obtained from the Monitoring Officer of West Northamptonshire Council.

2. Legal Responsibility & Policy Support
In England, parish and town councils are not subject to the jurisdiction of the Local
Government Ombudsman and there is no independent body to which the complainant can
turn for an independent formal assessment of the position. However, for the benefit of good
local administration, it is suggested that English councils should adopt a formal procedure for
considering complaints either made by complainants direct or referred back to the council
from other bodies to whom they have been made. The procedure set out below is
recommended as a way of ensuring that complainants can feel satisfied that, at the very
least, their grievance has been properly and fully considered.

3. Receipt of Complaint
3.1 The appropriate time for influencing council decision-making is by raising your concerns
before the council debates and votes on a matter. You can do this by writing to the
Executive Officer to the council in advance of the meeting at which the item is to be
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discussed. There may also be the opportunity to raise your concerns in the public
participation section of council meetings. If you are unhappy with a council decision, you
can raise your concerns with the council, but Standing Orders prevent the council from re-
opening issues for six months from the date of the decision, unless there are exceptional
grounds and the special process set out in Standing Orders is followed.

3.2 You can make your complaint about council services, administration, or procedures to
the Executive Officer to the council. You must do this in writing and a form is provided
below. Please return the form by e-mail if possible. The council’s contact details are set out
below. If you are unable to put the complaint in writing, you should contact the Executive
Officer to determine if alternative arrangements can be made.

3.3 You should indicate in your complaint if you wish your complaint to be treated
confidentially.

4. Formal Complaints
Wherever possible, the Executive Officer will try to resolve your complaint immediately. If
this is not possible, the Executive Officer will normally try to acknowledge your complaint
within seven calendar days. The Executive Officer may refer your complaint to the
Complaints Committee.

If you do not wish to make your complaint to the Executive Officer, you can make it directly
to the chair of the council who will refer your complaint to the Complaints Committee. The
Complaints Committee comprises, ex officio, of the chair, the vice chair, and the Internal
Controls Councillor. If more than one of the ex officio positions is held by the same person at
the time the complaint is received, the council will appoint a substitute councillor from those
remaining and available.

The Executive Officer or (Complaints Committee) will investigate each complaint, obtaining
further information as necessary from you and/or from staff or members of the council. You
may be invited to a meeting to make verbal representations and may bring someone with
you when doing so.

The Executive Officer or the chair of the Complaints Committee will notify you within 28
calendar days of the outcome of your complaint and what action (if any) the council
proposes to take as a result of your complaint. (In exceptional cases the timescale may have
to be extended. Ifitis, you will be kept informed).

5. Reviews
If your complaint has been investigated by the Executive Officer and you are dissatisfied with
the response, you can ask for your complaint to be reviewed by the Complaints Committee
and (usually within eight weeks) you will be notified in writing of the outcome of the review of
your original complaint.

6. Outcome
If your complaint is upheld, the Executive Officer (or Complaints Committee) may be
empowered to resolve your complaint and to agree any remedial action with you. However,
the Executive Officer (or Complaints Committee) may have to seek authority from the council
for the proposed remedial actions. In that case, you will be kept informed of the timetable
and process.

There is no right of appeal to a complaint finding by the Complaints Committee.

If you remain dissatisfied with the response to your complaint you may seek judicial review
through the High Court (see https://www.judiciary.uk for details).
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Please note that the jurisdiction of the Local Government and Social Care Ombudsman
(LGO) does not currently extend to parish and town councils.

a)

Contact details for complaints handling:

Executive Officer's name: Jane Austin
Executive Officer’s telephone 01604 642202
number:

Executive Officer's e-mail address: | info@moultonparishcouncil.org.uk

Chair’'s name: David Aarons

Chair's e-mail address: DAarons@moultonparishcouncil.org.uk

Council’s correspondence address: | Moulton Community Centre,
Sandy Hill,

Reedings,

Moulton,

Northants

NN3 7AX

7. Unreasonable Complainant Behaviour
We are committed to dealing with you fairly and impartially, and to making our service as
accessible as possible. We recognise you may be frustrated and upset by what has
happened in the past. We are independent and if we decide to investigate your complaint,
we will take a fresh, impartial look at what happened. We aim to treat you with fairness and
respect. We ask for and expect the same behaviour from you towards us. We wish to enjoy
professional, courteous, respectful contact with all complainants, whatever the outcome of
our work.

8. Unreasonable complainant conduct
We will not tolerate racist, sexist, homophobic or other discriminatory language, or offensive,
threatening, aggressive or violent behaviour towards us. If you use such language or
behaviour, we will ask you to stop doing so and may take other, proportionate action to
protect the wellbeing of our staff and make sure we can keep working effectively. If your use
of language is because of a medical condition, we will discuss with you any reasonable
adjustments we need to make to how we work with you. However, some language and
behaviours are always unacceptable, and we will always draw your attention to this and take
appropriate action.

Please remember the person dealing with the complaint is using their time to best effect.
This is much harder to do well if you make frequent, lengthy contacts and/or keep sending
them the same information. This gets in the way of dealing with your complaint. Please
note this also applies to contacting us after our decision on your complaint. We will not
continue communicating with you on a closed complaint outside our review or service
complaint procedures. Continued contact or attempts to make the same complaint again
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prevent us from carrying out our work effectively. When necessary, we will restrict access to
our service if you keep behaving unreasonably.

9. Warnings
In most instances if we consider your behaviour is unreasonable, we will explain why and
ask you to change it. We will also warn you that, if the behaviour continues, we may take
action to restrict your contact with us. Where your behaviour is so extreme that it threatens
the immediate safety and welfare of our staff, we may report the matter to the police or
consider taking legal action. In such cases, we may not give you prior warning.

10. Restricting access to the council
The Executive Officer, Complaints Committee, or Council will decide whether the
circumstances require any restriction of access. They will record the reason for their
decision and explain it to you. They will state how long any restriction will apply for before we
reconsider. The sort of restrictions imposed could include:

= Restricting telephone calls to specified days and limited times.

= Limiting contacts to one form only (for example, a maximum of one letter or email
from you a week).

»= Requiring you to only contact us using one hamed person.

= Requiring you to formally agree with us how you will behave in future before we
continue working on your complaint and/or

= Using an independent advocate to work with you on our investigation into your
complaint.

After six months we will review whether any restrictions we imposed are still necessary and
should remain.

11. Ending access
It is our decision whether to investigate your complaint. If you continue to behave
unreasonably or ignore restrictions we have placed on access, we may decide to end our
work on your complaint. In exceptional circumstances we may do so without warning. For
example, if you use racist, sexist, homophobic or otherwise discriminatory language we may
decide to take action without prior warning. We will write to explain the action we have
taken.

12. New complaints

If we have restricted our contact with you and you make a new complaint, we will decide
whether to continue with any restrictions we put in place for the earlier complaint.

This policy is reviewed annually by the Executive Officer and submitted to the full
council for approval.

Last Reviewed: April 2024
Review Due: January 2025
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