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Introduction
Complaints are a vital source of feedback. They offer an opportunity to put things right when errors occur and help prevent recurrence. Henley-in-Arden Joint Parish Council is committed to handling complaints constructively, fairly, and promptly, using them to drive continuous improvement in service delivery.

Definition of a complaint
A complaint is any expression of dissatisfaction, however made, about the standard of service, actions, or lack of action by the Parish Council or its staff that affects an individual or group.
This procedure addresses maladministration, including:
• 	Unjustified delay or neglect
• 	Malice, bias, or unfair discrimination
• 	Failure to inform individuals of their rights

• 	Failure to provide appropriate advice or information
• 	Misleading or inaccurate guidance
• 	Inefficiency, poor practice, or unprofessional conduct

Exclusions from This Procedure

This policy does not cover:

• 	Complaints with a legal remedy or subject to ongoing legal proceedings

• 	Employment matters (handled via internal grievance or disciplinary procedures)

• 	Complaints about councillor conduct (referred to the Monitoring Officer at Stratford District Council)

• 	Complaints about policy decisions (addressed through public participation at Council meetings)


Equal Opportunities
The Council is committed to equality, diversity, and inclusion. Complaints alleging discrimination or harassment will be investigated unless they fall under statutory procedures.

Complaints Officer
The Parish Clerk, as the Council’s Proper Officer, serves as the Complaints Officer and is responsible for:
• 	Managing the complaints process and advising staff on informal complaints
• 	Investigating formal complaints within agreed timescales
• 	Maintaining a complaints register (nature, action taken, outcome, resolution time)
• 	Identifying service improvements and training needs





Complaints Procedure
Stage 1: Informal Resolution
• 	If a complaint is made orally to a Councillor or the Clerk and cannot be resolved immediately, the complainant will be invited to submit the complaint in writing to the Clerk.
• 	If the complainant prefers not to contact the Clerk, they may write to the Chairman of the Council.
Stage 2: Written Complaint
• 	Upon receipt, the Clerk or Chairman (unless the complaint concerns them personally) will attempt to resolve the matter directly.
• 	If the complaint concerns the Clerk or a Councillor, the individual will be notified and given an opportunity to respond before any resolution is attempted.
Stage 3: Council Review
• 	Complaints about the Clerk or Chairman will be referred to the full Council.
• 	Any unresolved written complaint will be reported to the next Council meeting.
• 	The complainant will be notified of the meeting date and invited to attend and speak.
• 	The Council may exclude the press and public if sensitive matters are discussed, but any decision will be announced publicly.
Stage 4: Decision & Communication
• 	The Council’s decision and any resulting actions will be communicated in writing to the complainant as soon as possible.
• 	If legal or procedural advice is required, the complaint may be deferred until such advice is obtained.




Anonymous Complaints
Complaints will not be pursued unless the complainant provides their name or appoints a representative.
Referral to External Bodies
• 	Councillor Conduct: Refer to the Monitoring Officer at Stratford District Council
• 	Financial Irregularities: Where financial irregularities are suspected, following advice from the Responsible Financial Officer, the matter may be referred to the Internal Auditor, External Auditor, or both, depending on the nature of the concern and statutory requirements.
• 	Criminal Matters: Refer to the Police
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