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Introduction 

Rochester with Byrness Parish Council aims to provide an excellent quality of service to its residents and 

visitors, but things can sometimes go wrong. If they do, the Parish Council need to know so it can put them 

right and learn from them. The Parish Council believes all comments and feedback is a good way of 

evaluating its services. Complaints and comments are an important part of this process and helps the Parish 

Council to improve and develop. 

The Parish Council aims to: 
 Provide a prompt, courteous and efficient service. 
 Provide a full and fair investigation of the comment or complaint. 
 Explain procedures to you if you are unsure about anything. 
 Respect confidentiality at all times, keeping your personal information in line with Data Protection. 
 Keep you informed of progress and the outcome of your complaint, as outlined below. 
 Make it easy for people or those acting on their behalf to make a complaint or pass on comments 

about a service. 
 Try and resolve complaints, put things right where appropriate and take any action necessary to 

prevent recurrence as soon as practicable. 
 Monitor comments and complaints and provide feedback to members so that trends are highlighted 

and can be taken into account when decisions are made. 
 
This policy covers routine complaints and those that could be described as habitual and vexatious. The 
majority of complaints generally fall under the first category and only occasionally move to the second option 
covered with the latter section of this policy. 
 
Habitual or vexatious complaints are defined as unreasonable complaints, enquires or outcomes that are 
repeatedly or obsessively pursued. 
 
Some types of complaints will be handled outside this policy: financial irregularity will be handled by the 
Parish Council’s own auditor: criminal activity by the Police: member conduct by the standards committee of 
the relevant principal authority: and employee conduct by internal disciplinary procedure.  A complaint can 
only relate to a service that the Council already provides. It cannot relate to requests for new services or 
services provided by other local authorities. 
 
The following list is a guide to the range of complaints which are covered by this Complaints Policy: 

 Failure to provide a service or to achieve an acceptable standard. 
 Issues regarding the attitude of staff or Councillors* and or their actions, or lack of actions. 
 Dissatisfaction with the manner in which council policy and procedure has been carried out. 
 Discrimination. 

 * This policy will only deal with complaints which are not covered by the Northumberland ALC model code of 

conduct for local councils which has been adopted by the Council and covers standards of behaviour by 

Councillors. 

What is not a complaint? 

The following are excluded from this Complaints Policy: 
 A request for service. 
 A request for information or an explanation. 
 An insurance claim against the Council. 
 Criticism of Council policy. 
 A matter which is, or may be, the subject of court or tribunal proceedings. 

 



Complaints procedure for Rochester with Byrness Parish Council 
 
The Council will handle complaints in full Council or nominate Councillors who are authorised to deal with 
complaints but are not involved with the particular case. 
 
If the complaint is handled by the full Council then two nominated Councillors should not take part in the 
proceedings. They will then be available to handle any appeal, if required. 
 
The Parish Clerk will normally represent the Council through the proceedings but a nominated Councillor 
may act instead. 
 
The stages of the Council's complaints procedure: 
 

Stage One 

 
The complainant will make the complaint in writing to the Clerk or to the Chair of the Parish Council.  See 
below for the details that would be required when submitting a complaint. 
 
The complainant will be advised when the matter will be considered and whether it will be treated 
confidentially or heard by a committee. The complaint will be acknowledged within three working days of 
contacting the Parish Council.  
 

Stage Two 
 
Your complaint will be investigated by the appropriate members who will reply to you within ten working 
days. If you are unhappy with the reply you can appeal to the Parish Clerk, or in his absence the Council 
Chair. 
 
You may choose to appeal because: 

 you think a finding is unfair. 
 additional new evidence comes to light (hearsay or unsubstantiated cannot be accepted). 
 you think a procedure was not used correctly. 

 

Stage Three 

Should the complainant not agree with the decision they will be entitled to appeal the decision within 
fourteen days of receipt of the result of the proceedings. 
 
The Councillors nominated to handle the appeal will, within twenty-one days of receiving the appeal, 
examine the way in which the Council dealt with the complaint.  
 
If procedures were correctly handled by the Council then the appellant will be notified that the appeal has 
not been successful. If the complaint was not handled correctly it will be referred back for consideration. 
 
The appellant will be notified of the result of the appeals process within twenty-one days.  
 

Habitual and Vexatious Complaints 

The Council may choose to give a decision on a complaint, without a formal investigation, where it considers 
the complaint to be deliberately habitual, vexatious or repetitive. 



How can I complain? 

You can make a complaint by contacting firstly the Parish Clerk but if not then the Chair of the Parish Council.  
 
You must provide the following details 

 Your name. 
 Your address. 
 Contact telephone number. 
 Your email address. 
 The nature of your complaint (please provide as much detail as possible including names, dates and 

times if applicable). 
 
The complaint can be sent either by email or post. 
 
- rochesterwithbyrnesspc@gmail.com 
 
- Rochester with Byrness Parish Council, East House, The Old Walled Garden, Otterburn, NE191AT. 
 
If you have any queries how to proceed please call the Parish Clerk on 01830 520535. 
 

Data protection and confidentiality  
 
To ensure compliance with its obligations in the Data Protection Act 2018 (‘the 2018 Act’) the Parish Council 
will not disclose the identity, contact details or other personal data about an individual complainant unless 
they consent or disclosure is otherwise fair and lawful under the 1991 Act. 
 


