BARLING MAGNA PARISH COUNCIL

Report to:		Full Council

Report from:		Clerk

Date:			12th July 2018

Subject:		Complaints Policy and Procedures 



1. It is a matter of good practice that the Council should have a complaints policy and procedures to ensure that any concerns or complaints expressed by residents are considered fairly.  The Council has previously agreed a complaints policy which dates from 2011, although are no electronic copies available and I can find no evidence that the policy has been reviewed regularly since it was adopted.  

2. This kind of complaints policy should not deal with complaints between the Council and its employees (this is dealt with through the grievance and disciplinary policies). Nor should the complaints policy be used to deal with complaints against individual Councillors: these are dealt with through the code of conduct.  The complaints policy and procedures are there for members of the public wishing to complain about aspects of the Council as a whole.

3. Set out below are a draft new policy and procedures based on a model prepared by the Society of Local Council Clerks for the Council to consider and – if agreeable – to adopt. This would replace the former policy.

4. Among the other papers for consideration at the meeting on 12 July is a recommendation that the Council should consider committing itself to achieving Foundation status. It is a condition of Foundation Councils that they have robust complaints policy and procedures, reviewed annually.


DRAFT 
COMPLAINTS POLICY AND PROCEDURES


a. Barling Magna 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 you are dissatisfied with the standard of service you have received from this Council or are unhappy about an action or lack of action by this Council, this Complaints Procedure sets out how you may complain to the Council and how we shall try to resolve your complaint. 
b. This Complaints Procedure applies to complaints about Council administration and procedures and may include complaints about how Council employees have dealt with your concerns. 
c. This Complaints Procedure does not apply to: 
(i) complaints by one Council employee against another Council employee, or between a Council employee and the Council as employer; 
(ii) complaints against Councillors, which are covered by the Code of Conduct for Members.  If a complaint against a Councillor is received by the Council, it will be referred to the Monitoring Officer at the District Council. Further information on the process of dealing with complaints against Councillors may be obtained from the Monitoring Officer of Rochford District Council (details below).
d. The appropriate time for influencing Council decision-making is by raising your concerns before the Council debates and votes on a matter. You may do this by writing to the Council in advance of the meeting at which the item is to be discussed. There may also be the opportunity to raise your concerns in the public participation section of Council meetings. 
e. If you are unhappy with a Council decision, you may raise your concerns with the Council but our Standing Orders prevent the Council from re-opening issues for six months from the date of the decision, unless there are exceptional grounds to consider this necessary and the special process set out in the Standing Orders is followed. 
f. You may make your complaint about the Council’s procedures or administration to the Clerk. You may do this by telephone or by writing to or emailing the Clerk. The correspondence and email address and telephone number are set out below. 
g. Wherever possible, the Clerk will try to resolve your complaint immediately. If this is not possible, the Clerk will acknowledge your complaint within ten working days. 
h. If you do not wish to report your complaint to the Clerk, you may make your complaint directly to the Chairman of the Council who will report your complaint to the Council.
i. Either the Clerk or the Chairman will investigate each complaint, obtaining further information as necessary from you and/or from staff or members of the Council. 
j. The Clerk or the Chairman of the Council will notify you within 28 working days of the outcome of your complaint and of what action (if any) the Council will be recommended to take following your complaint. In exceptional cases the timescale may have to be extended. If it is, you will be kept informed. 
k. If you are dissatisfied with the response to your complaint, you may ask for your complaint to be referred to the full Council and (usually within eight weeks) you will be notified in writing of the outcome of the review of your original complaint.



Complaints should be made in the first instance to:
The Clerk		07986 803420      barlingmagnaparishCouncil@gmail.com
Address for correspondence only:  43 Christchurch Road, Southend -on-Sea, SS2 4JW


Complaints may also be made direct to the Chairman of the Council:
Councillor Mandy Cohen             01702 217265           MandyBMPC@gmail.com


Complaints about individual Councillors’ actions should be referred to:
The Monitoring Officer, Rochford District Council, South Street, Rochford, SS4 1BW




[bookmark: _GoBack]July 2018
2

