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COMPLAINTS PROCEDURE FOR USE IN COMPLAINTS AGAINST THE COUNCIL 
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The following procedure has been adopted for dealing with complaints about the Council’s 
administration or its procedures.  Complaints about a policy decision made by the Council will be 
referred back to the Council, or relevant Committee, as appropriate, for consideration.   
 
This procedure does not cover complaints about the conduct of a Member of the Parish Council. 
Such complaints should be made through the district council: 
https://modgov.southsomerset.gov.uk/mgGeneric.aspx?MD=CllrComplaints&bcr=1 
 
 
Before processing a complaint  

1. All formal complaints against a local council must be communicated in writing. A council may 
design a standard form for complainants to use when submitting their complaint.  

2. The complainant must be asked at the outset to confirm if he wants the complaint to be 
treated confidentially. If the complainant is required to use a complaint form that has been 
designed by the council, the form should include this question. It is unlikely that the 
complainant will waive confidentiality. Even if he does so, the council must comply with its 
obligations under the Data Protection Act 1998 to safeguard against the unlawful disclosure of 
personal data. 

3. The council’s written complaints procedure should be accessible to the complainant. In any 
event, it should be well publicised and accessible via the council’s publication scheme. A 
council’s complaints procedure should confirm the following information. 

 the requirement to submit a complaint in writing (which may require the complaint to use 
a complaint form designed by the council). 

 the postal address or email that the complaint must be sent to. In most cases, it will be 
appropriate for the complaint to be addressed to the clerk or other nominated officer. If 
the complaint concerns the clerk or other nominated officer, it should be sent to the 
Chairman of the relevant committee or sub-committee established for the purposes of 
determining complaints. 

 that receipt of the complaint will be acknowledged in writing within a specified timeframe. 
 who will be dealing with the complaint (e.g. title of member of staff, a particular 

committee or sub-committee). 
 the timeframe for investigating the complaint. 
 whether there is an opportunity for the complainant to make verbal representations (and 

bring a friend when doing so) and when this will occur. 
 the timeframe for determining the complaint. 
 whether there is an opportunity to appeal the outcome of the complaint and an 
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explanation of the appeal process. 

Receipt of the complaint 

4. The clerk or other nominated officer (or if the complaint concerns them, the Chairman of the 
council’s complaints committee or sub-committee) shall:  

 acknowledge receipt of the complaint in writing within the timeframe specified in the 
council’s complaint’s procedure;  

 confirm to the complainant if the complaint will be treated as confidential (which is the 
most likely to be the case) and 

 confirm the next steps in the complaints procedure.  

Investigating the complaint  

5. The council will need to investigate the facts of the complaint and collate relevant evidence. 

6. If the council’s complaints procedure permits the complainant to make verbal representations, 
the complainant should be invited to a meeting with the clerk or nominated officer, or as the 
case may be, a meeting of the complaints committee or sub-committee. Before the meeting 
and within the period specified in the council’s complaint procedure (i) the complainant shall 
provide the clerk or nominated officer, or as the case may be, the complaints committee or 
sub-committee with any new information or other evidence relevant to the complaint and (ii) 
the clerk or nominated officer, or as the case may be, complaints committee or sub-committee 
shall provide the complainant with new information or evidence relevant to the complaint. 

Meetings with the complainant (if applicable) 

7. If a council’s complaints procedure permits the complainant to make verbal representations at 
a meeting with the clerk or nominated officer, or as the case may be, to a meeting of the 
complaints committee or sub-committee, the clerk or nominated officer or, as the case may 
be, chairman of the meeting should explain how the meeting will proceed. 

8. The complainant should outline the grounds for complaint and, thereafter, questions may be 
asked by the clerk or other nominated officer or by members if this is a meeting of the 
complaints committee or sub- committee. 

9. The clerk or other nominated officer (or if the complaint concerns them, another member of 
staff or a member) will have an opportunity to explain the council’s position and questions 
may be asked by the complainant. 

10. The clerk or other nominated officer, or as the case may be, the complaints committee or sub-
committee and then the complainant should be offered the opportunity to summarise their 
respective positions. 

11. The complainant should be advised when a decision about the complaint is likely to be made 
and when it is likely to be communicated to them. 

After the complaint has been decided  

12. Within the timeframe specified in the council’s complaint’s procedure, the council should 
write to the complainant to confirm whether or not it has upheld the complaint. The council 
should give reasons for its decision together with details of any action to be taken by the 
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council if this appropriate. If the council’s complaints procedure includes an appeal stage, the 
council should notify the complainant in writing of the right to appeal its decision. 

 


