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1. Introduction

Osbaston Parish Council is committed to providing a high standard of service to residents and others who interact with the Council.

This policy sets out how formal complaints about the Council’s administration, procedures or services will be handled.

A complaint is defined as:

An expression of dissatisfaction about the Council’s action or lack of action, or about the standard of a service provided by the Council or someone acting on its behalf.
A complaint against the Council is treated as a complaint against the corporate body, not against individual councillors or employees personally.

Where appropriate, the Council will seek to resolve concerns informally before they become formal complaints.

2. Who Can Use This Procedure?

This procedure is available to:
· Residents of the parish
· Businesses, charities or organisations
· Community groups
· Individuals affected by the Council’s actions

3. When This Procedure Does Not Apply

This complaints procedure does not apply to:
· Complaints about councillors’ conduct – these must be referred to the District/Unitary Council’s Monitoring Officer.
· Alleged financial irregularities – these are dealt with through the external audit process.
· Alleged criminal activity – these should be reported to the police.
· Employee grievances – dealt with under the Council’s internal grievance procedure.
· Decisions of the Council made at a properly convened meeting – these cannot be overturned through this procedure.


4. Submitting a Formal Complaint

Formal complaints must be made in writing, either:
· By email to: clerk@osbastonparishcouncil.gov.uk
· By post to: The Clerk, 26 Barton Road, Barlestone, Nuneaton, CV13 0EP

If the complaint concerns the Clerk, it should be sent to the Chair of the Council.

The complaint must include:

· Name and contact details
· Details of the complaint
· Relevant dates and facts
· What outcome the complainant is seeking

Anonymous complaints will only be considered at the Council’s discretion.

5. Acknowledgement

The Council will:
· Acknowledge receipt of the complaint within 5 working days
· Confirm how the complaint will be handled
· Confirm whether the complaint will be treated as confidential


6. Investigation

The complaint will normally be investigated by:
· The Clerk (if the complaint does not concern them), or
· The Chair of the Council (if the complaint concerns the Clerk), or
· A small panel of councillors where appropriate.
The Council aims to complete investigations within 28 days. More complex complaints may take longer; if so, the complainant will be informed.

The investigation may include:
· Reviewing documents and records
· Seeking written statements
· Inviting the complainant to provide further information

The Council may offer the complainant the opportunity to attend a meeting to clarify their complaint. The complainant may be accompanied by a friend for support.




7. Decision

The Council will provide a written response setting out:

· Whether the complaint is upheld (in whole or in part)
· The reasons for the decision
· Any action the Council proposes to take

Where appropriate, the Council may:

· Offer an explanation
· Apologise
· Review procedures
· Take corrective action

Any financial remedy will only be offered where lawful and appropriate, and without admission of legal liability.

8. Appeal Stage (Where Practical)

Given the small size of the Council, a full two-stage process may not always be possible.

If the complaint was determined by the Clerk, the complainant may request that it be reviewed by the Council (excluding any councillor previously involved).

A request for review must be made within 14 days of the decision.

The review decision will normally be final.

9. Legal Matters and Insurance

If a complaint includes:

· A threat of legal action
· A claim for financial compensation
· Allegations of personal injury or property damage

The Council may refer the matter immediately to its insurers and/or seek legal advice.
In such cases, the Council will follow the instructions of its insurers before responding further.


10. Confidentiality and Data Protection

Complaints will be treated confidentially as far as possible.

Personal data will be handled in accordance with the Data Protection Act 2018 and UK GDPR.

The identity of the complainant will only be disclosed to those who need to consider the complaint.

Where a complaint is discussed at a meeting, the Council may exclude the public to protect confidential information.


11. Timescales

The Council aims to:

· Acknowledge within 5 working days
· Complete investigation within 28 days
· Resolve complaints within 12 weeks at the latest
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