TICKTON & ROUTH PARISH COUNCIL
Handling Complaints
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Introduction

A complaintis defined as

‘an expression of dissatisfaction by one or more residents of the parish about the
council’s action or lack of action or about the standard of a service, whether the action
was taken or the service provided by the council itself or a person acting on behalf of
the council’.

It will not be appropriate to deal with all complaints from members of the public under a
complaint’s procedure.

The issue should be referred to other bodies or using a different process in respect of
the following types of complaint:

e Financialirregularity - It is a local elector’s statutory right to object to the
Council’s audit of accounts pursuant to s.16 Audit Commission Act 1998. On
other matters, councils may need to consult their auditor / Audit
Commission.

e Criminal activity - Refer to the Police

e Member conduct - Acomplaint relating to a member’s failure to comply with
the Code of Conduct must be submitted to the standards committee of the
relevant principal authority.

e Employee conduct - Follow the disciplinary procedure

Policy Statement

Tickton and Routh Parish 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
residents are dissatisfied with the standard of service received from the parish council,
or are unhappy about an action or lack of action by the parish council this Complaints
Procedure sets out how they complain to the council and how the parish will try to
resolve your complaint in a way that is:

e helpful and receptive

e not adversarial; fair and objective

e based on clear procedures and defined responsibilities

e quick, thorough, rigorous and consistent

e capable of putting things right where necessary

e sensitive to the special needs and circumstances of the complainant



Procedure

Verbal Complaint

If a complaint about procedures or administration is notified verbally to a councillor or
the clerk to the council and it is not possible to satisfy the complainant in full
immediately, the complainant shall be asked to put his/her complaint in writing to the
clerk and receive an assurance on receipt that the matter will be dealt with promptly.

If a complainant indicates that he/she would prefer not to put the complaint to the clerk
then he/she should be advised to put it to the chairman of parish council.

Written Complaint Resolved by the Clerk or the Chair

On receipt of a written complaint, the clerk to the chair, as the case may be, shall
(except where the complaint is about his own actions) try to settle the complaint
directly with the complainant within the existing policy of the council, but shall not do
so in respect of a complaint about the behaviour of the clerk or a councillor without
notifying the person complained of and giving him/her an opportunity to comment on
the manner in which it is intended to attempt to settle the complaint. Where the clerk or
chairman receives a written complaint about his own actions, he/she shall immediately
refer the complaint to the council.

The clerk to the council or the chair shall report to the next meeting of the parish
council any written complaint disposed of by direct action with the complainant.

Written Complaints referred to the Parish Council Meeting

The clerk or the chair will bring any written complaint that cannot be settled to the next
meeting of the council, and the clerk will notify the complainant of the date on which
the complaint will be considered.

The council will consider whether the circumstances attending any complaint warrant
the matter being discussed in the absence of the press and the public. If the matteris a
complaint of the clerk such that the council or the clerk believes that the matter may
lead to a disciplinary hearing then the matter must be heard with the press and public
excluded. In this event, if the complaint is of any employee, even if the matter is being
dealt with initially out of the context of a formal disciplinary hearing, then the employee
is entitled to have a representative present to act as set out in the Employment
Relations Act 1999 s.10. The matter before the council in this case will be to establish
whether there is a factual basis to the complaint and the action that should then be
taken. The proceedings at this stage cannot be a formal disciplinary hearing, which
must be convened on a separate occasion in the proper manner.

Response to the Complainant
As soon as may be after the decision has been made it and the nature of any action to
be taken shall be communicated in writing to the complainant.

Serial Facetious, Vexatious or Malicious Complaints




Not all complaints are justified or well-founded. Where the council find themselves
being called upon to respond repeatedly to an individual or group of individuals where
they have already investigated the matter (or something very similar) and have
concluded that the complaint is without substance, or where they find the complaint is
vexatious or malicious the council should consider taking legal advice before writing
any letters to the complainant.

Threatening and Abusive Complainants and Harassment

The Council believes that harassment and bullying behaviour is totally unacceptable.
The Council will work to prevent any form of harassment or bullying from happening in
the firstinstance and where it has already occurred, will work to prevent it from
happening again. Harassment is a term that is generally used to define unwelcome and
unwarranted behaviour, bullying or actions that may affect the dignity of an individual or
group of individuals.

Harassment may include, but not be limited to, the following activities:
e actions characterised as offensive, intimidating, malicious, insulting or
humiliating that attempts to undermine or injure an individual or group of
individuals.

e actions characterised as discrimination/victimisation in any act of inappropriate
differential treatment, intentional or otherwise, direct, or indirect, which is
based on an individual’s identity.

If staff or Councillors are subjected to any threatening or abusive complaints the
Council’s Step Away Policy is immediately implemented in order to protect staff and
Councillors.

Step Away Policy

Where there is abusive or aggressive behaviour which produces damaging or hurtful
effects, physically or emotionally on the staff and members which includes, but not
exclusively, verbal abuse (including name calling), bullying, shouting, or swearing or
threat of any of these behaviours the staff and members are to step away from the
situation. This can mean terminating a conversation, whether it is face to face or by
telephone. This could mean walking away from the situation.

Legal Position
Under the Freedom of Information Act 2000 Section 14(1) or as amended, public

authorities do not have to comply with vexatious requests. The Council also has a legal
duty under the Health and Safety at Work etc. Act 1974 to ensure, so far as is
reasonably practicable, the health, safety, and welfare at work of its employees.



