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1. Introduction 
 

1.1. This policy sets out the procedures for dealing with any complaints that 

anyone may have about the Parish Council’s administration and procedures 

 

1.2. It covers the conduct of the Parish council’s employees 

 

1.3. It covers the activity of the Parish Council as a body, including its resolutions 

 

1.4. It does not cover the conduct of individual councillors. Councillors are 

covered by the Code of Conduct adopted by the Parish Council, administered 

through the Monitoring Officer at Northumberland County Council. The Clerk 

and Chairman may endeavour to bring a resolution to any such complaint 

with the complainant, although ensuring that the complainant is aware that 

they are free to refer their complaint to the County Council at any time. If 

these efforts are unsuccessful, then the complaint must be referred to the 

Monitoring Officer in the proper manner and as soon as possible 

 

1.5. It must be noted that complaints against any policy decision or resolution 

made by the Parish Council will be referred to the Governance Working 

Group, but attention is drawn to section 11 of the Parish Council’s Standing 

Orders, that states that issues may not be re-opened for six months following 

the initial resolution 

 

 

2. Procedures on Receiving a Complaint (Stage 1) 
 

2.1. If a complaint regarding the procedures and administration, as practised by 

the Parish Council’s employee, is notified orally to a Parish Councillor or to 

the Clerk of the Council they should seek to satisfy the complaint fully at that 

point in time 

 

2.2. If that fails, the complainant should be requested to put the complaint formally 

in writing to the Clerk of the Council 

 

2.3. All complaints that are resolved must be recorded on the attached form and 

forwarded to the Parish Clerk as soon as possible 
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3. Procedures on Receiving a Complaint (Stage 2) 
 

3.1. Formal written complaints will be acknowledged within three working days 

after receipt 

 

3.2. Complainants should be notified of the anticipated time that it will take to 

investigate and respond formally. A period of 21 working days should be 

aimed for in resolving the complaint. The complainant will be updated on a 

reasonable timescale as to progress 

 

3.3. Should the complainant prefer not to put the complaint to the Clerk or the 

Chairman then they should be advised to put the complaint directly to the 

Parish Council 

 

3.4. On receipt of a written complaint the Clerk (except where the complaint is 

about their actions), or Chairman should try and settle the complaint directly 

with the complainant. This should be only after first notifying the person 

complained against, and giving them an opportunity to comment 

 

3.5.  Efforts should be made to attempt to settle the complaint at this stage 

 

3.5.1. Where the complaint regards the Clerk’s own actions, it will be referred 

to the Chairman of the Parish Council. The Clerk will be formally notified 

of the complaint and provide with an opportunity to comment 

 

3.6. The Clerk, or the Chairman, will report to the next meeting of the Parish 

Council any written complaints disposed of by direct action with the 

complainant 

 

4. Procedures on Receiving a Complaint (Stage 3) 
 

4.1. The Clerk, or the Chairman, will bring any written complaint that has not been 

settled to the Governance Working Group. The Clerk will notify the 

complainant of the date on which the complaint will be considered, and they 

will be offered an opportunity to explain the complaint orally 

 

4.2. The Governance Working Group may defer dealing with any complaint if it is 

of the opinion that issues arise on which further advice is necessary. The 
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advice will be considered and the complaint dealt with at the next meeting 

after the advice has been received 

4.3. The Governance Working Group may consider the circumstances of any 

complaint whether to make, without liability, any payment or provide other 

reasonable benefit to any person who has suffered loss as a result the Parish 

Council’s maladministration. Any payment may only be authorised by the 

Parish Council after obtaining legal advice and advice from the Parish 

Council’s auditor on the propriety of such a payment 

 

5. Resolution of a Complaint 

 
5.1. The Governance Working Group will report to the next meeting of the Parish 

Council any written complaints disposed of by direct action with the 

complainant for resolution in public session 

 

5.2. As soon as possible after making the resolution on the complaint, but not 

later than 10 working days after the meeting, the complainant will be notified 

in writing of the decision of the Parish Council and details of any action that is 

to be taken 

 

 

6. Appeal Procedures 

 
6.1. Should the complainant not agree with the Parish Council’s decision they will 

be entitled to appeal the decision within 10 working days of the receipt of 

written notification of the Parish Council’s decision 

 

6.2. The Clerk, or the Chairman, will bring any written appeal to the full Parish 

Council meeting. The Clerk will notify the complainant of the date on which 

the appeal will be considered, and they will be offered an opportunity to 

explain their complaint and appeal orally 

 

6.3. The complainant should be requested to supply, if any, additional information 

or evidence to support their appeal 

 

6.4. Should the complaint refer to issues related to a Grievance or Disciplinary 

issue, or where the Parish Council considers that the circumstances warrant, 

the discussion will take place in the absence of the press and public. The 
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decision on the complaint will be announced at a Parish Council meeting in 

public 

 

6.5. The Parish Council may consider whether in the circumstances of any 

complaint warrant the matter being discussed in the absence of the press 

and public, but any decision on the appeal will be announced at the Parish 

Council meeting in public 

 

6.6. As soon as possible after making the resolution on the appeal, but not later 

than 10 working days after the meeting, the complainant will be notified in 

writing of the decision of the Parish Council and details of any action that is to 

be taken 

 

 

7. Habitual and Vexatious Complaints 

 
7.1. Habitual or vexatious complaints are considered as those of an unreasonable 

nature and enquiries or outcomes that are repeatedly or obsessively pursued 

 

7.2. Unreasonable nature will be considered as insufficient grounds for complaint, 

or where the complainant is making a complaint solely to annoy and disrupt 

the workings of the Parish Council 

 

7.3. Repeatedly and obsessively pursued will be defined as those complaints that 

are, after being resolved by the Parish Council and the appeal process has 

been completed are still raised on a regular basis by the complainant 

 

7.4. Stage 1 

 

7.4.1. The Clerk will consult with the Chairman to consider any complaint that 

they feel is habitual or vexatious 

 

7.4.2. Should there be an agreement that this is the case then the Clerk will 

issue a written warning to the complainant, setting out how the complaint 

is considered habitual or vexatious and requesting them to modify their 

behaviour or their contact with the Parish Council may be restricted 

 

7.4.3. Should the behaviour continue the Clerk will issue a further written 

warning, in consultation with the Chairman, and refer the issue to the 

Parish Council at the next meeting 
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7.4.4. Any restrictions imposed upon the complainant with the Parish Council 

will be resolved at that meeting 

 

7.4.5. The Parish Council will take into account that any restrictions imposed 

will be proportionate and appropriate. Restrictions will apply for between 

three and six months, but in exceptional cases this may be extended. In 

such cases the restrictions would be reviewed by the Parish Council 

each quarter, or at the appropriate full council meeting 

 

7.4.6. The complainant will be advised of the Parish Council’s decision and 

as to what the restrictions are: i.e. no telephone or email contact, 

meetings only with nominated representatives, no response to further 

complaints on the issue made by the complainant 

 

7.4.7. The fact that a complainant is judged to be unreasonably persistent or 

vexatious, together with any restrictions imposed on their contact with the 

Parish Council will be recorded and notified to those who need to know 

within the Parish Council 

 

7.5. Stage 2 

 

7.5.1. Where the behaviour is so extreme, continues to persist, or threatens 

the immediate safety of the Members and employees of the Parish 

Council other actions will be considered, including reporting to the police 

or seeking legal action. In such cases the complainant will not be given 

prior warning of that action  

 

7.5.2. Any new complaints on other issues made by the restricted 

complainant will be treated on their merits and will be handled via the 

normal complaints procedure, unless a blanket restriction is in place 

 

7.6. Review and Record Keeping 

7.6.1. The status of any restricted complainant will be reviewed by the Clerk 

and the Chairman every three months, following which they can 

recommend a change in status of the restriction to be considered by the 

full Parish Council 

7.6.2. The complainant will be informed of any changes to their restricted 

status 

7.6.3. The Clerk will maintain proper and adequate records of the details of 

the case and action taken. The clerk will be responsible for the 
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monitoring of restricted status of any complainant and ensure the 

relevant reviews are carried out in the time frame set by the policy  
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Complaint Recording Form (Stage 1 Resolution) 

Date  

Councillor  

Complainant Details  

Nature of Complaint  

Resolution  

Signed  

 

Once completed please ensure that this form is forwarded to the Parish Clerk 

for recording 


