
East Ayton Parish Council's Complaints Policy & Procedure
(Members of the Council, and general public)

The purpose of this Policy is to ensure that any complaint is treated as fairly as is
possible  for  all  concerned.  Confidentiality  will  be  maintained  for  the  individuals
involved.

1. All  complaints,  regardless  of  relevance or  outcome,  must  be recorded and
monitored. Records will be kept in a confidential file;

2. Throughout  the  process  the  complainant  may  obtain  the  support  of  any
advocate,  representative or friend who,  with the complainant's  agreement,
will be informed of progress and results;

3. Complainants will be given a copy of the procedure and a copy of East Ayton
Parish Council's complaint form;

4. The  complaint  should  initially  be  made in  writing  to  the Clerk  (unless  the
complaint is about the Clerk; then the complaint should be sent in writing to
the Chairman or Vice-Chairman). The afore-mentioned shall be the point of
contact for the complainant;

5. The Council  will  need to investigate  the facts  of  the complaint  and collate
relevant evidence; if there is need for verbal dialogue with the complainant,
the Clerk or nominated Officer will contact to coordinate a meeting whereby
new evidence (not previously given) can be presented; 

6. The contact person will inform the Chairman who will then elect another two
members  (unless  the  complaint  is  against  the  Chairman,  then  the  Vice-
Chairman will be contacted), who will form the investigating panel. None of
the panel will have been involved in the complaint;

7. At all stages all parties (and their respective advocates) will be keep informed
of progress and outcomes;

8. If the complainant is not satisfied with the outcome, they may appeal to the
Council. Any appeal panel will be made up of Council members who did not sit
on the original panel and who have not been involved in discussions regarding
the complaint.
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Timescales

 The complaint must be received in writing within 1 (one) month of the event
or incident taking place. The contact person will acknowledge receipt of the
complaint within 7 (seven) working days;

 10  (ten)  working days after receiving the complaint the contact person will
respond  to  all  parties  with  the  decision,  and  the  reasons  for  its  decision
together  with  any  detailed  action  (s)  to  be  taken  by  the  Council  for
consideration that is appropriate;

 If  the complainant  wishes to appeal  against  the Committee's  decision,  this
should be done within 7 (seven) working days after they have been informed
of the decision;

 The type and nature of the complaint and the result and action taken will be
made known to the Council at the conclusion of the investigation.

NB – The above would have no bearing should there be need to contact Scarborough
Borough Council’s Grievance Department; then, their protocols would be followed.
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