HURWORTH PARISH COUNCIL; Procedure No. 15— Handling
Complaints April 2011, updated June 2015

1. The following procedure will bedapted for dealing with complaints
about the Council’'s administration, itsogedures, any Councillors or
employees. Complaints about a policy slenimade by the Council will be
referred back to the Council, or relevant Commijttee appropriate, for
consideration.

2. If a complaint about proceduremjministration, Councillors or the
actions of any of the Council’'s employeesotified orally to a Councillor, or to
the Clerk to the Council, a written record of tdomplaint will be made, noting the
name and contact details of the complainant anadlere of the complaint.

3.  The complainant will be asked to put theaptaint in writing (letter/e-
mail/standard form) to the Clerk to the CouncieTomplaint will be dealt with
within 14 days of receipt. Refusal to put the ctam in writing will nullify the
complaint.

4. If the complainant prefers not to put tbenplaint to the Clerk to the Council
(because the matter relates to the Clerk, fomgka,) he or she should write to the
Chair.

5. (a) On receipt of a written complaint, lerk to the Council (except where the
complainant is the Clerk’s actions) or Chair ofu@all (if the complaint relates to the
Clerk), will seek to settle the complaint directiith the complainant. This will not
be done without first notifying any person gdained about and giving the
person an opportunity to comment. Effodbould be made to resolve the
complaint at this stage.

(b) Where the Clerk to the Colnor a Councillor receives a
written complaint about the Clerk’s aoBp the complaint shall be
referred to the Chair of Council. Theel to the Council will be formally
advised of the matter and given an opportunityoimment.

6. The Clerk to the Council (or Chair) wilp@t any complaint disposed of by
direct action with the complainant to the next timgpof the Council.

7.  The Clerk to the Council (or Chair) willb@t any complaint that has not been
resolved to the next meeting of the Council. Therk will notify the complainant
of the date on which the complaint will be consateand the complainant will be
offered an opportunity to explain the complaintite Council orally.

8.  Matters relating to Grievance or Disciptynaroceedings that are taking, or are
likely to take place, will be dealt witln accordance with the Council’s
grievance and disciplinary procedures.



9.  The Council may consider whether the cirstamces of any complaint warrant
the matter being discussed in the absence ofr#ss and public, but any decision on
the complaint will be announced at the Council timgein public.

10. The Council may consider in the circumsgsnaf any particular complaint
whether to make any without liability paymheor provide other reasonable
benefit to any person who has suffereds Ias a result of the Council’'s
maladministration. Any payment may only &ethorised by the Council after
obtaining legal advice and advice from the Cousa@&liditor on the propriety of such
a payment.

11. As soon as possible after the decisiorbkas made (and in any event not later
than 10 days after the meeting) the campht will be notified in writing
of the decision and any action to be taken

12. The Council may defer dealing with any ctaim if it is of the opinion that
issues arise on which further advice is necessaéing advice will be considered and
the complaint dealt with at the next meeting atfteradvice has been received.

13. In the event of a complaint not being resolvedn informal manner, then the
complaint will be referred to the HPC Vetting Contiee.

13.1 The HPC Vetting Committee

The committee is be made up of the current and idnee past Chairperson and Vice
Chairperson. Four councillors in total.

13.2 The Process

. The Clerk will circulate a copy of the complidantthe four Vetting Committee
members.

. The Clerk may be asked to insert suggested regisan the complaint(s),
using the information held by the council.

. The Vetting Committee will review the questiomslaanswers, and modify as
appropriate, prior to confirming the content of teeponse.

. An official response will be send within a 14 dagriod.

. In the event that the written response is noepiad, then a meeting between
the complainant and the Vetting Committee shouldrpanged.

. When the meeting takes place, all the facts te&e reviewed, and a

conclusion reached, which can be accepted by beth t
complaintant and the council.



