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Title Complaints procedure 

Owner Chairman 

Version number 0.1 

Primary audience General public, councillors and staff 

Document location Shared drive 

Objective 

This procedure sets out the method by which the general public may complain to the Parish 
Council. 

  
 
INTRODUCTION 
 
1. Stoke Mandeville Parish Council is committed to providing a quality service for the benefit of 
the people who live or work in its area or are visitors to the locality. If you are dissatisfied with 
the standard of service you have received from this council, or are unhappy about an action or 
lack of action by this council, this Complaints Procedure sets out how you may complain to the 
council and how we shall try to resolve your complaint. 
 
2. This Complaints Procedure applies to complaints about council administration and procedures 
and may include complaints about how council employees have dealt with your concerns. 
 
3. Complaints sometimes arise due to a misunderstanding or a misconception. If you prefer to 
discuss your concerns informally with either the Clerk or the Chairman of the Council or the 
source of the complaint, please contact the Clerk. Such action does not prevent you following 
the formal complaints procedure as set out below. 
 
4. This Complaints Procedure does not apply to: 
4.1. complaints by one council employee against another council employee, or between a 
council employee and the council as employer. These matters are dealt with under the council’s 
disciplinary and grievance procedures. 
4.2. complaints against councillors. Complaints against councillors are covered by the Code of 
Conduct for Members adopted by the Council on 11th September 2012 and, if a complaint 
against a councillor is received by the council, it will be referred to the Monitoring Officer of 
Buckinghamshire Council. Further information on the process of dealing with complaints against 
councillors may be obtained from the Monitoring Officer of Buckinghamshire Council. 
 
5. The appropriate time for influencing Council decision-making is by raising your concerns 
before the Council debates and votes on a matter. You may do this by writing to the Council in 
advance of the meeting at which the item is to be discussed. There may also be the opportunity 
to raise your concerns in the public participation section of Council meetings. If you are unhappy 
with a Council decision, you may raise your concerns with the Council, but Standing Orders 
prevent the Council from re-opening issues for six months from the date of the decision, unless 
there are exceptional grounds to consider this necessary and the special process set out in the 
Standing Orders is followed. 
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BEFORE THE MEETING 
 
6. You may make your complaint about the council’s procedures or administration to the Clerk. 
You may do this by writing to or emailing, the addresses are set out at the end of this document. 
 
7. If you do not wish to report your complaint to the Clerk, you may make your complaint 
directly to the Chairman of the Council who will report your complaint to the Council.  
 
8. The Clerk or other nominated officer will acknowledge receipt of the complaint and advise the 
complainant when the matter will be considered by the Council. The complainant will also be 
advised whether the complaint will be treated as confidential or whether notice of it will be 
given in the usual way if the complaint is heard by a committee or the full Council. 
 
9. The complainant shall be invited to attend a meeting and to bring with them a representative 
if they wish. 
 
10. Seven clear working days prior to the meeting, the complainant shall provide the council 
with copies of any documentation or other evidence relied on. The council shall provide the 
complainant with copies of any documentation upon which they wish to rely at the meeting and 
shall do so promptly, allowing the claimant the opportunity to read the material in good time for 
the meeting. 
 
AT THE MEETING 
 
11. The council shall consider whether the circumstance of the meeting warrant the exclusion of 
the public and press. Any decision on a complaint shall be announced at the council meeting in 
public. 
 
12. The Chairman should introduce everyone and explain the procedure. 
 
13. The complainant (or representative) should outline the grounds for complaint and, 
thereafter, questions may be asked by (i) the Clerk or other nominated officer and then (ii) 
members. 
 
14. The Clerk or other nominated officer will have an opportunity to explain the council’s 
position and questions may be asked by (i) the complainant and (ii) members. 
 
15. The Clerk or other nominated officer and then the complainant should be offered the 
opportunity to summarise their position. 
 
16. The Clerk or other nominated officer and the complainant should be asked to leave the room 
while members decide whether or not the grounds for the complaint have been made. If a point 
of clarification is necessary, both parties shall be invited back in. 
 
17. The Clerk or other nominated officer and the complainant should be given the opportunity 
to wait for the decision but if the decision is unlikely to be finalised on that day, they should be 
advised when the decision is likely to be made and when it is likely to be communicated to 
them. 
 
 



Stoke Mandeville Parish Council – complaints procedure 

4 

 

AFTER THE MEETING 
 
18. The decision should be confirmed in writing within seven working days together with details 
of any action to be taken. 
 
CONFLICTS OF INTEREST 
 
19. In handling and resolving the complaint, the Clerk or other nominated officer and Council 
members shall pay due regard to any conflicts of interest which may exist or arise while doing 
so. Such conflicts of interest would normally preclude their involvement in the decision-making 
process. 
 
 
 
CONTACTS 
Clerk to Stoke Mandeville Parish Council 
Address: The Community Centre 
Eskdale Road 
Stoke Mandeville 
Bucks  
HP22 5UJ 
Telephone: 01296 613888 
Email: clerk@stokemandeville-pc.gov.uk 
 
Chairman of Stoke Mandeville Parish Council 
Address: The Community Centre 
Eskdale Road 
Stoke Mandeville 
Bucks 
HP22 5UJ 
Telephone: 01296 615617 
Email: graham.stewart@stokemandeville-pc.gov.uk  
 
 

Supporting Materials 
 
This procedure should be read in conjunction with the following supporting materials: 

• TBA 

 
Review and approval 
 

Sign off 

Finance & Governance C’tee 18/08/2020  

Full Parish Council 15/09/2020  

   

Next review date 

This procedure should be reviewed every three years or when significant change occurs to the 
subject matter. 
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The next review date for this procedure is 1 September 2023. 

 
Version Control / History 
 

Version 
no. 

Author Date Status/Comments 

0.1 GWS 12.08.2020 Procedure put into new template with minor 
amendments 

 


