Kelsale-cum-Carlton Parish Council
Complaints Policy
Objective
Kelsale-cum-Carlton Parish Council is committed to providing a high quality service to its
parishioners and works in an open and accountable way to build trust and respect in the
community. This policy has been devised to provide an accessible and efficient method of
dealing with any complaints that may arise in order to effect a positive outcome for all. Reviews
of any complaints will be undertaken to ascertain the root cause and action taken to ensure
that improvement is made to prevent a complaint of that nature being made again.

Introduction
1. Kelsale Cum Carlton Parish Council (‘the Council’) will try to resolve complaints

2.

3.

4.
5.

informally through the normal channels of communication. However, if this is not possible
or acceptable to the complainant, the formal complaints procedure set out below will be
followed.
A complaint is defined as ‘an expression of dissatisfaction about a council’s action or lack
of action or about the standard of a service, whether the action was taken or the service
was provided by the council itself or a person or body acting on behalf of the council’. It
may also be triggered by an allegation of administrative fault such as not following
procedures or standing orders, inadequate service, no service, delay or making a mistake.
The Council’s complaints policy will be provided to any complainant and is accessible from
the Council’s website via the Council’s publication scheme or by requesting a copy from
the Clerk.
All formal complaints must be communicated in writing to the Council.
The Council’s complaints policy is not appropriate for certain types of complaint. Alleged
financial irregularity and complaints about the audit of the Council’s accounts are dealt
with under section 16 of the Audit Commission Act 1998. Alleged criminal activity should
be reported to the police.

Complaints about the Clerk
1. A complaint about the conduct of the Clerk should be sent to the Chairman of the Council,
Mr Alan Revell at Home Port, Main Road, Carlton, Suffolk, IP17 2QL or email to
alankelsalepc@gmail.com.
2. The Council will deal with any complaints about the Clerk internally as an employment
matter and, if necessary, appropriate action will be taken in accordance with its internal
disciplinary procedure.

Complaints about a Councillor or Council administration and procedures
1. A complaint about a Councillor or about the Council’s administration or procedures should
be sent to the Clerk, Mrs Marie Backhouse, 21 Ferry Road, Orford, Woodbridge, IP12 2NR
or email to clerkkelsalepc@gmail.com.
2. Complaints about a Councillor or about the Council may also be sent to the Chairman at
the above address or email.

3. Any complaints that refer to individual Councillors’ conduct will be referred to the
Monitoring Officer, East Suffolk Council, East Suffolk House, Riduna Park, Station Road,
Melton, Woodbridge, IP12 1RT. The Suffolk Local Code of Conduct applies to elected
Councillors and co-optees appointed to the Council.
4. This policy sets out the procedures for dealing with formal complaints about Councillors
and the Council. Any complaints about the Council will be treated by the Council as a
body corporate.

Procedure for handling complaints
1. Complaints should confirm the details of the complaint, relevant events, dates, names of
relevant Councillors, staff or contractors of the Council and the complainant’s contact
details.
2. The Clerk will acknowledge receipt of the complaint in writing within three working days
and advise the complainant of the complaints policy and the next steps to be taken.
3. The Clerk will advise the complainant if a specific member or full Council will be dealing
with the complaint.
4. The complainant will be asked to confirm if they wish the complaint to be treated
confidentially. If the complainant waives confidentiality the Council will continue to comply
with its obligations under the Data Protection Act 1998 to safeguard against the unlawful
disclosure of personal details.
5. The Council will properly investigate the facts of the complaint and collate relevant
evidence. The period set aside to investigate the complaint and gather evidence is three
weeks.
6. The Council may process the complaint exclusively through written communications
unless the complainant wishes to make verbal representations.
7. If the complainant wishes to make verbal representations, the Clerk will advise the
complainant of the date of the meeting when the matter will be considered by the Council.
Verbal representations will lengthen the period for dealing with the complaint.
8. The complainant will be invited to attend the relevant meeting to make verbal
representations and bring with them such representatives as they wish.
9. Two weeks before the meeting, the complainant will provide the Council with copies of any
documentation, or other evidence, which they wish to refer to at the meeting. The Council
will provide the complainant with copies of any documentation they wish to rely on at the
meeting within the same timeframe.
10. If the complainant wishes the complaint to be treated confidentially, the Council will
exclude the public from the relevant part of the meeting.
11. At the meeting the complainant (or representative) will be asked to outline the grounds for
complaint.
12. The Council may ask any questions of the complainant.
13. The Chairman will explain the Council’s position.
14. The complainant (or representative) may ask any questions of the Council.
15. The Council may summarise its position and the complainant will be offered the
opportunity to summarise their position.
16. The complainant (and any representatives) will be asked to leave the meeting room while
the Councillors decide whether grounds for the complaint have been made.
17. The complainant (and any representatives) will return to hear the decision or to be advised
when a decision will be made and communicated to them.
18. The Council may defer dealing with the complaint if it is of the opinion that issues arise on
which further advice is needed. The advice will be considered and the complaint dealt
with at the next meeting after the advice has been received.

19. The Council may seek professional legal advice about how to respond to a complaint and
any remedial steps that if may wish to offer the complainant if the complaint is upheld.
20. After the meeting, the Council will write to the complainant within ten working days of the
meeting to confirm whether or not it has upheld the complaint.
21. The Council will give reasons for its decision together with details of any action to be taken
if this is appropriate.
22. The Council will provide a response which is proportionate to the complaint.
23. If the complaint is upheld, the Council may offer a remedy which, as far as possible, puts
the complainant back in the position they would have been in but for the matters
complained of.
24. The Council has adopted a two-stage complaints process which permits the complainant
to appeal the outcome of a complaint. Where possible, the staff or members previously
involved in the original decision will not participate in the determination of an appeal.
25. Complainants will be informed in writing of their right to appeal the outcome of a complaint.
26. The Council aims to handle complaints within twelve weeks from receipt to resolution.
However, this timeframe may be longer when dealing with lengthier and more complex
complaints.
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