Wakes Colne Parish Council

www.wakescolnhe-pc.gov.uk

Complaints Procedure 2026

May 2026 | WAKES COLNE |

Agenda item 074/26

1. Introduction

Wakes Colne Parish Council is committed to providing a high-quality service for the
benefit of people who live or work in its areq, or who are visitors to the locality.

If you are dissatisfied with the standard of service, you have received or are unhappy

about an action or lack of action by the Council, this procedure sets out how you
may make a complaint and how the Council will seek to resolve it.

2. Scope of the Procedure

This procedure applies to complaints about the administration or procedures of the
Council that cannot be resolved informally by the Clerk or the Chairman.

This procedure does not apply to:

. Complaints about staff conduct (which are dealt with under employment
procedures)

. Complaints by one employee against another

. Complaints between the Council and its employees

Complaints against councillors

Complaints against councillors are subject to the Code of Conduct for Members.
Such complaints must be referred to Colchester City Council and will be handled by
its Standards Committee.

Further information may be obtained from the Monitoring Officer.

3. Informal Resolution

The Council encourages complaints to be raised informally in the first instance.

Where appropriate, the Clerk will seek to resolve the matter directly and promptly.



If this is not possible, the complaint will be handled under the formal procedure
below.

4. Making a Formal Complaint

All formal complaints must be made in writing to the Clerk and should include full
details of the complaint:

& clerk@wakescolne-pc.gov.uk

If the complainant does not wish to contact the Clerk, the complaint may be made
directly to the Chairman:

& Clirchilingworth@wakescolne-pc.gov.uk

The complainant should indicate whether they wish the matter to be treated as
confidential.

5. Acknowledgement of Complaint

The Clerk will acknowledge receipt of the complaint within seven working days and
advise the complainant of the next steps.

6. Investigation

The Clerk (or Chairman, where appropriate) will investigate the complaint and may
request further information from the complainant, Council members, or staff.

The complainant will be kept informed of progress where appropriate.

7. Consideration by the Council

If the complaint cannot be resolved by the Clerk, it will be referred to a meeting of
the Council or a committee established for that purpose.

The complainant will be invited to attend the meeting and may:
. Explain the complaint
. Be accompanied by a representative

. Call relevant witnesses (with prior notice)

The Council may also call witnesses as part of its consideration.

8. Decision and Notification
Following consideration, the Council will decide:

. Whether the compilaint is upheld
o What action (if any) is appropriate

The complainant will be notified in writing of the decision within 20 working days,
unless the matter requires a longer period, in which case they will be kept informed.



9. Review of Complaint

If the complainant is dissatisfied with the outcome, they may request that the
complaint be reviewed by the full Council (if not already considered at that level).

The Council will aim to complete the review within eight weeks and will notify the
complainant in writing of the final decision.

10. Timescales and Limitations
The Council will aim to deal with complaints promptly and fairly.
However, Standing Orders prevent the Council from re-opening decisions within six

months unless there are exceptional circumstances and the proper procedure is
followed.

11. Confidentiality
All complaints will be handled sensitively.

Confidential information will be treated in accordance with data protection
legislation and only disclosed where necessary.

12. Record Keeping

A record of complaints and their outcomes will be maintained by the Clerk in
accordance with the Council’s data retention policies.
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