[bookmark: eye-town-council]Eye Town Council
[bookmark: complaints-procedure]Complaints Procedure
[bookmark: introduction]Introduction
Eye Town Council takes all complaints seriously and welcomes feedback from residents as an important way of improving services and ensuring effective administration.
The aim of this procedure is to ensure that complaints from members of the public are handled fairly, consistently, courteously and within a reasonable timescale.
The Council will seek wherever possible to resolve concerns informally before the formal complaints procedure is used.
The Council is committed to treating all complainants fairly and making reasonable adjustments where required under the Equality Act 2010.
Alternative formats or assistance with making a complaint can be provided upon request.

[bookmark: scope-of-the-complaints-procedure]Scope of the Complaints Procedure
This procedure applies to complaints concerning the administration or procedures of Eye Town Council.
This procedure does not apply to:
· complaints relating to alleged breaches of the Councillor Code of Conduct;
· complaints by Council employees relating to employment matters, grievances or disciplinary procedures;
· Freedom of Information or Data Protection requests;
· planning decisions or statutory consultation matters;
· matters subject to legal proceedings; or
· complaints which have already been considered unless significant new information becomes available.
Complaints alleging breaches of the Councillor Code of Conduct shall be referred to the Monitoring Officer at Mid Suffolk District Council.

[bookmark: informal-complaints]Informal Complaints
The Council hopes that most concerns can be resolved informally.
Residents are encouraged to raise concerns initially with the Town Clerk who will seek to resolve matters promptly and appropriately.
Where concerns cannot be resolved informally, the formal complaints procedure may be used.

[bookmark: formal-complaints-procedure]Formal Complaints Procedure
[bookmark: before-the-meeting]Before the Meeting
[bookmark: submission-of-complaint]1. Submission of Complaint
The complainant should submit the complaint in writing to the Town Clerk.
Where the complainant does not wish to contact the Town Clerk directly, the complaint may be addressed to the Mayor.
Reasonable assistance will be provided where a complainant is unable to submit a complaint in writing.
[bookmark: acknowledgement]2. Acknowledgement
The Town Clerk or nominated officer shall acknowledge receipt of the complaint normally within five working days.
The complainant shall be advised of the next steps and the anticipated timescale for consideration of the complaint.
[bookmark: initial-consideration]3. Initial Consideration
The complaint shall normally be considered initially by members appointed by the Council for that purpose.
The Council will seek to resolve complaints informally where appropriate.
[bookmark: confidentiality-and-data-protection]4. Confidentiality and Data Protection
Complaints will initially be treated confidentially by those involved in investigating and considering the matter.
The Council will process personal data in accordance with the Data Protection Act 2018 and UK GDPR.
Confidentiality cannot always be guaranteed where disclosure is necessary in order to investigate or resolve the complaint.
Complaint records shall be retained securely in accordance with the Council’s records retention policies.
[bookmark: escalation-to-full-council]5. Escalation to Full Council
If the complaint cannot be resolved informally, the complainant may be invited to attend a meeting of the Full Council and may bring a representative if they wish.
[bookmark: exchange-of-information]6. Exchange of Information
At least seven clear working days before the meeting:
· the complainant shall provide copies of any supporting documentation or evidence to the Council; and
· the Council shall provide copies of any documentation upon which it intends to rely.

[bookmark: at-the-meeting]At the Meeting
[bookmark: exclusion-of-public-and-press]7. Exclusion of Public and Press
The Council shall consider whether the circumstances of the complaint require the exclusion of the public and press in accordance with the Local Government Act 1972.
Any decision regarding the complaint shall be recorded appropriately.
[bookmark: introduction-by-the-mayor]8. Introduction by the Mayor
The Mayor shall introduce those present and explain the procedure.
[bookmark: presentation-by-the-complainant]9. Presentation by the Complainant
The complainant, or their representative, shall outline the grounds of the complaint.
Questions may then be asked by:
· the Town Clerk or nominated officer; and
· councillors.
[bookmark: council-response]10. Council Response
The Town Clerk or nominated officer shall explain the Council’s position.
Questions may then be asked by:
· the complainant; and
· councillors.
[bookmark: summing-up]11. Summing Up
The complainant and the Town Clerk or nominated officer shall each be given the opportunity to summarise their position.
[bookmark: deliberation]12. Deliberation
The complainant and the Town Clerk or nominated officer shall withdraw while councillors consider the complaint.
If clarification is required, both parties may be invited to return.
Any councillor with a conflict of interest or prior personal involvement in the matter shall not participate in consideration of the complaint.
[bookmark: decision]13. Decision
The complainant and the Town Clerk or nominated officer may wait for the decision where practical.
Where a decision cannot reasonably be reached on the same day, the complainant shall be informed when a decision is expected.

[bookmark: after-the-meeting]After the Meeting
[bookmark: written-decision]14. Written Decision
The Council’s decision shall normally be confirmed in writing within seven working days.
The written response shall include:
· the findings of the complaint;
· any action the Council proposes to take; and
· confirmation that the Council’s complaints procedure has concluded.

[bookmark: unreasonable-or-vexatious-complaints]Unreasonable or Vexatious Complaints
The Council reserves the right to manage unreasonable, persistent or vexatious complaints in a proportionate manner.
This may include:
· limiting repetitive correspondence;
· declining to reconsider matters already fully investigated; or
· restricting unreasonable behaviour towards councillors or staff.
Any such action shall be reasonable, proportionate and properly recorded.

[bookmark: review-of-procedure]Review of Procedure
This Complaints Procedure shall be reviewed periodically by the Council and updated where necessary.
Reviewed by Full Council: 31 May 2023
Revised and updated: May 2026
