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1. Summary of the Complaint procedure

As a parish council we work within the Local Government model code of conduct for
councillors and endeavour to do our best for the parish. There may be times however when
there is either a disagreement with a parish member or a need for a member to escalate an
issue and this Complaints procedure outlines how a parishioner can do that.

We ask as a council that we are given an opportunity to deal with any complaint informally
but also recognise that a parishioner has the right to escalate a complaint formally to the
parish council or Wiltshire council at their discretion.

Informal complaint

An informal complaint can be submitted verbally or in writing to the clerk, but complaints will
be considered as a council and not by individual councillors or the clerk. A verbal complaint
may receive a verbal or written response as determined by the issue.

2. Raising a formal complaint

If a parish member has a complaint in relation to the work or conduct of the parish council,
we ask that it be put in writing and forwarded by email to the clerk@eastonroyalpc.org, or if
the complaint concerns the clerk, it should be sent to the chair of the council. The current list
of councillors and name of the chair can be found on eastonroyalpc.org.uk.

The complainant should outline as much detail of the complaint as possible, including any
relevant events, dates, names of relevant members or contractors.

The council may need to arrange a sub-committee to hear the complaint, and the complainant
will be kept informed of this.
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It is good practice to set deadlines for complaint handling, and we would endeavour to ensure
that this is no longer than 12 weeks from receipt to resolution. Clearly, some flexibility may
be required to deal with lengthier and more complex complaints.

3. Data protection and confidentiality

To ensure compliance with its obligations in the Data Protection Act 2018 (the 2018 Act), a
council cannot disclose the identity, contact details or other personal data about an individual
complainant unless they consent or disclosure is otherwise fair and lawful under the 2018
Act, e.g. for the purpose of discharging the council’s functions, or for the performance of
contractual obligations.

A complaint against a parish council is personal to the complainant and should be treated as
confidential unless the complainant confirms that they waive their right to confidentiality.
The meeting of the council/sub-committee considering the complaint or inviting the
complainant to make representations, will need then to exclude the public. Minutes however
will be taken to ensure a record is kept of the proceedings but these will not be published
unless consent is given.

4. Receipt of the complaint

The clerk, or if the complaint concerns them, the chair shall:

e Acknowledge receipt of the complaint in writing within 2 weeks.
e Confirm with the complainant whether the complaint will be treated as confidential.

e Confirm the next steps in the complaints procedure and arrange for verbal
representation if appropriate and required.

5. Investigating the complaint

The council may need to investigate the facts of the complaint and collate relevant evidence.

If it is relevant and the complainant is required or wishes to make verbal representations, the
complainant will be invited to a meeting with the council/sub-committee.

At this meeting the complainant should outline the grounds for the complaint and then
guestions may be asked by the council, and the council may also outline its position.

The complainant will then be advised as to when a decision about the complaint is likely to
be made and when it is likely to be communicated to them.

If the council/sub committee determine that further investigations are to be carried out the
nature of this will be agreed with the complainant before being undertaken.
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6. After the complaint has been decided

Within the 12-week timeframe specified, the council/sub-committee will write to the
complainant to confirm whether or not it has upheld the complaint. The council/sub-
committee will give reasons for its decision together with details of any action to be taken by
the council if this is appropriate.

If the complainant is not satisfied with the outcome, then the complainant may raise a
complaint with the Local Government via the Wiltshire.gov.uk website.
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