South Littleton Parish Council - Complaints Procedure

1. Introduction
South Littleton Parish Council (SLPC) aims to provide a courteous, transparent and efficient service to residents and stakeholders. This procedure sets out how the Council will handle complaints about its administration, procedures, decisions, or the conduct of its staff.
It does not cover:
a) Complaints against individual councillors (these must be referred to the Monitoring Officer at Wychavon District Council);
b) Allegations of financial irregularity (these are referred to the External Auditor);
c) Allegations of criminal behaviour (these should be referred to the Police).

2. Scope of this Procedure
This procedure applies to complaints made by members of the public about the Council’s procedures, administration or decisions, or about the actions of the Clerk or other employees.

3. Informal Resolution
Wherever possible, complaints should be resolved quickly and informally.
If a complaint is made verbally to a councillor or to the Clerk, the complainant should be invited to put the complaint in writing to the Clerk (or, if the complaint concerns the Clerk, to the Chair).
The complainant should be assured that the matter will be handled promptly, fairly, and confidentially in accordance with this procedure.

4. Formal Complaint
Formal complaints must be submitted in writing, by letter or email, and should include the complainant’s name, address, and details of the complaint.
Complaints should be sent to the Clerk at: clerk@southlittleton.org.uk
If the complaint concerns the Clerk, it should instead be addressed to the Chair at shannon@southlittleton.org.uk

5. Acknowledgement and Initial Handling
The Clerk (or Chair, as appropriate) will acknowledge receipt of the complaint within 10 working days and advise the complainant of the next steps.
The Clerk or Chair will attempt to resolve the complaint directly with the complainant through discussion or correspondence, where appropriate.
No attempt shall be made to resolve a complaint about the Clerk or a Councillor without notifying the person complained of and allowing them an opportunity to respond.

6. Referral to Council
If the complaint cannot be resolved informally, or if it concerns the actions of the Clerk or Chair, it shall be referred to the next meeting of the Council (or a designated Complaints Panel if established).
The complainant shall be notified in writing of the date and venue of the meeting and shall be offered the opportunity to attend and speak to explain the complaint.
The Council will determine whether the matter should be discussed in private session (excluding press and public) under the provisions of the Public Bodies (Admissions to Meetings) Act 1960, where confidentiality is required.
Any decision on the complaint will, however, be announced in public session and recorded in the minutes.

7. Decision and Communication
Following consideration, the Council (or Panel) shall decide what, if any, action should be taken.
The decision and any resulting actions shall be confirmed in writing to the complainant within 10 working days of the meeting.
The Clerk (or Chair) will keep a confidential written record of all complaints received and their outcomes.

8. Deferral of Consideration
If the Council considers that legal or procedural advice is required (for example, from Worcestershire CALC, the Monitoring Officer, or another professional adviser), the complaint shall be deferred to the next meeting after such advice has been obtained.

9. Vexatious or Repetitive Complaints
The Council may, by resolution, decline to investigate or pursue complaints that are deemed vexatious, repetitive, or lacking in substance.
In such cases, the complainant will be notified in writing of the decision and the reasons for it.

10. Confidentiality and Data Protection
All complaints will be handled in accordance with the UK GDPR and the Data Protection Act 2018.
Personal information will be used only for the purpose of handling the complaint and will not be disclosed except as necessary to investigate and resolve the matter.

11. Annual Reporting
A summary (excluding personal details) of complaints received and resolved during the year will be included in the Council’s Annual Report.
This helps the Council monitor performance and identify areas for improvement.

12. Right of Appeal
If the complainant is not satisfied with the Council’s response, they may request a review by the full Council (if initially dealt with by a panel or committee).
If still dissatisfied, they may contact:
Monitoring Officer
Wychavon District Council
Civic Centre, Queen Elizabeth Drive, Pershore, Worcestershire WR10 1PT
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