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1)  The council should regard its Complaints Procedures as having three parts, as 
detailed below.  The Clerk and the Chair or Vice Chair of the Council, should decide 
in the first instance within which of these three options any particular complaint 
should be handled. 
 
2) Option A:  An Information Issue.  Here the complaint takes the form of a 
member of the public, or a member of the Council, expressing dissatisfaction with an 
aspect of Council policy or practice where it is judged that the person making the 
complaint has done so because they do not have full relevant information.  A 
criterion for this option is that once the information has been provided, the 
complainant is satisfied. Normally the Clerk will handle or co-ordinate information 
issues. 
 
3) Option B:   A Concern.   In this case the complainant’s dissatisfaction goes 
beyond the provision of information and it is apparent that a mistake has occurred in 
the Council’s procedures or the implementation of them by the clerk, a member or by 
anyone working under their control or direction.  By ‘mistake’ it is understood that 
there has been an omission, or that something has been done which should not 
have been done, such that the Council’s principles, practice or procedures have not 
been followed or, if they have been properly followed, they have not provided a 
reasonably satisfactory service.  Here the Clerk, in the first instance, will attempt to 
remedy the situation, reporting to, or seeking guidance from, the Chair/Vice Chair as 
appropriate.  The emphasis will be on learning lessons and improving the service 
which the Council, its members and staff, provide for the town.  It may be appropriate 
or desirable for a verbal or written apology to be made by the Clerk or the Council. 
The full Council should be informed of all concerns received as soon as it is practical 
to do so. 
 
4) Option C: A Formal Complaint.  By restricting use of this term ‘ formal complaint’ 
to the most serious of issues, it allows those cases to be dealt with unambiguously 
through the existing Code of Conduct procedure.  Here however, complainants 
should be required to make a prima-facia case for the complaint (as judged by the 
Chair/Vice Chair) backed by appropriate evidence, before any such procedure is 
embarked upon.  Also, so that the seriousness, in the sense of the possible 
consequences of a formal complaint, is clear to complainants, they should have to 
complete a simple written ‘Formal Complaint’ form, without which no procedure 
under this option, should proceed. 
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Overall, in dealing with issues where members of the town or public are dissatisfied 
with the actions or procedures of the Council, or where they require more information 
about the Council’s affairs, the Clerk can expect that from time to time, requests 
under the Freedom of Information Act will be received.  These should be dealt with 
within the guidance provided by the Information Commissioner’s Office (ICO).  This 
means, broadly, that all such requests should be in writing, that the council will have 
20 working days to respond and that the designated persons (for  Town/Parish 
Council) ie. the Clerk in consultation with the Chair/Vice Chair of the Council, should 
decide whether the information falls under the exempted categories of the act, 
especially that of Section 36 (2) (b).  This section protects information where 
‘disclosure would, or would be likely to, inhibit the free and frank provision of advice 
or the free and frank exchange of views for the purposes of deliberation.  The ICO 
provide detailed guidance for the handling of FOI requests. 
 


