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The following procedures will be adopted for dealing with complaints made about the Council’s administration or its
procedures, or against a member of Council’s staff. Complaints made against councillors will be dealt with under the
Council’s Code of Conduct for members*.
The Local Government Ombudsman (LGO) has no jurisdiction over parish and town councils in England. Therefore, in
the absence of a statutory mechanism, the Council’s own procedures as set out here are the only way in which a
complaint can be made and resolved.
These procedures DO NOT cover
o

Complaints about a policy decision made by the Council. Such a complaint will be referred to the Council or
relevant committee, as appropriate, for consideration.

o

Complaints about a member of the Parish Council in respect of an alleged failure to comply with the
Council’s Code of Conduct for members. A complainant will be advised to contact the Monitoring Officer at
Cheltenham Borough Council.

o

Any complaint made anonymously. Any such complaint will be recorded but will not be acted on in
isolation.

o

Complaints in respect of financial maladministration. A complainant will be advised to contact the Council’s
auditors.

o

Alleged criminal activities. Any allegation of criminal activity should be made to the police.

Complaints made about the Council’s administration or procedures
Informal procedure for minor complaints
• Complaints about the Council’s administration or procedures, however made, should preferably be directed
through the Council’s office and not through individual councillors, as they are not able to resolve
complaints. If, for whatever reason, a complainant preferred not to put their complaint to the Clerk, they
should be advised to write to the chair of Council.
•

If a complaint is notified orally to a councillor, or to the Clerk, a written record will be made, noting the name
and contact details of the complainant and the nature of the complaint.

•

It is hoped that most complaints will be resolved quickly and amicably through the good offices of the Clerk
to the Council. A complaint resolved in this way, by direct action with the complainant, will be reported to
the next meeting of the Council.

•

However, if this informal approach does not resolve the matter, or if the initial complaint is of a more serious
nature, it will be considered more formally.

Formal procedure for more serious complaints
• The complainant will be asked to put the complaint in writing, addressed to the Clerk at the Council’s offices.
The Clerk, as Proper Officer, will manage the process. The complaint will be acknowledged within five
working days. Unwillingness to put the complaint in writing will not necessarily mean that the complaint
cannot be investigated but there is less room for confusion if a complaint is made in the complainant’s own

•

words. The complaint should cover as much detail as possible and attach any relevant supporting
documentation.
The Clerk will carry out an initial investigation into the complaint, taking guidance from the Chair of Council
and will, within ten working days, provide the complainant with an update on progress or a suggested
resolution. If the complainant is satisfied with the resolution, the complaint is closed and the Clerk will
report summary details of the complaint and a brief summary of its resolution to the Council, at its next
meeting.

•

If the complaint still cannot be resolved or the complainant is not satisfied with the proposed resolution,
then the matter will be referred to the next Council meeting.

•

The Clerk will notify the complainant of the date on which the complaint will be considered by the Council
and the complainant will be offered an opportunity to explain the complaint to the Council orally. A
complaint will be heard at the next, or subsequent, monthly meeting of Council. However, the Council may
defer dealing with any complaint if it is of the opinion that issues arise on which further advice is necessary.
Such advice will be considered, and the complaint dealt with at the next meeting after the advice has been
received.

•

The Council may consider whether the circumstances of a complaint warrant the matter being discussed in
the absence of the press and public; but the decision on a complaint will be announced, at the Council
meeting, in public.

•

The Council may consider, in the circumstances of any complaint, whether to make a without-liability
payment or provide other reasonable benefit to any person who has suffered loss as a result of
maladministration by the Council. Any payment may only be authorised by the Council after obtaining
legal/insurer’s advice and advice from the Council’s auditor on the propriety of such a payment.

•

As soon as possible after the decision has been made, but in any event not later than 10 days after the
meeting at which it was considered, the complainant will be notified, in writing, of the decision and any
action to be taken.

Complaints against the Clerk or other member of the Council’s staff.
• Any complaint in relation to a member of Council’s staff will be accepted only if it is made in writing. The
complaint should give as much detail as possible and attach any relevant supporting documentation.
• Where the Clerk, or a councillor, receives a written complaint about the actions of a member of staff, the
complaint will be referred to the chair of Council and acknowledged within five working days. The member
of staff concerned will be advised formally that a complaint has been made against them.
•

On receipt of the written complaint, the chair of Council will carry out an initial investigation. This will not be
done without giving the person complained about an opportunity to comment. The chair of Council will,
within ten working days, provide the complainant with an update on progress, or a suggested resolution. If
the complainant is satisfied with the resolution, the complaint is closed. The chair of Council will report
summary details of the complaint and a brief summary of its resolution, to the Council at its next meeting.

•

If the chair of Council is unable to resolve the complaint, or the complainant is not satisfied with the
proposed resolution, then the matter will be referred to the next Council meeting.

•

The Clerk will notify the complainant of the date on which the complaint will be considered by the Council
and the complainant will be offered an opportunity to explain the complaint to the Council orally. A
complaint will be heard at the next, or subsequent, monthly meeting of Council. However, the Council may
defer dealing with any complaint if it is of the opinion that issues arise on which further advice is necessary.
Such advice will be considered, and the complaint dealt with, at the next meeting after the advice has been
received.

•

The Council may need to consider whether the circumstances of a complaint that involves individually
identified members of staff warrant the matter being discussed in the absence of the press and public.

•

At the meeting at which the complaint is heard, the chair of Council will introduce everyone and explain the
procedure to be used. The meeting will be as informal and friendly as possible without prejudicing the need
to consider properly the matter under discussion.

•

The complainant (or their representative) will be invited to outline the grounds for complaint and
councillors given the opportunity to ask any question of the complainant.

•

If relevant, the chair of Council will explain the Council’s position and councillors given the opportunity to ask
any questions of the member of staff concerned, who may choose to be accompanied by a Trades Union
representative or another person.

•

The complainant will be offered the opportunity of a last word, as a means of summing up their position.

•

The member of staff will be offered the opportunity of a last word, as a means of summing up their position.

•

Both parties will be asked to leave the room while councillors decide whether the grounds for the complaint
have been made. If a point of clarification is necessary, both parties should be invited back. Both parties will
return to hear the decision or to be advised when the decision will be made.

•

The decision will be confirmed to both parties, in writing, within seven working days, together with details
of any action to be taken.

•

The announcement of any decision will be made, in public, at the next Council meeting.

Action against Council Staff
A complaint against a member of the Council’s staff could result in disciplinary action or, in cases of gross
misconduct, dismissal from the Council’s employment. The Council will not under any circumstance enter into any
correspondence or discussion.

* R (Harvey) v Ledbury Town Council (2018) EWHC 1151 (Admin) 15-05-2018

