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Complaints Policy & Procedure  

 
1.  Headley Parish Council is committed to providing a quality service for the benefit of 

the people who live or work in its area or are visitors to the locality. If you are 
dissatisfied with the standard of service you have received from this Council or are 
unhappy about an action or lack of action by this Council, this Complaints Procedure 
sets out how you may complain to the Council and how we shall try to resolve your 
complaint.  

 
2.  This Complaints Procedure applies to complaints about Council administration and 

procedures and may include complaints about how Council employees have dealt with 
your concerns.  

 
3.  This Complaints Procedure does not apply to:  

3.1.  Complaints by one Council employee against another Council employee, or 
between a Council employee and the Council as employer. These matters are 
dealt with under the Council’s disciplinary and grievance procedures.  

 
3.2.  Complaints against Councillors are covered by the Code of Conduct for Members 

adopted by the Council on 12 April 2021 and, if a complaint against a Councillor 
is received by the Council, it will be referred to the Monitoring Officer of East 
Hampshire District Council. Further information on the process of dealing with 
complaints against Councillors may be obtained from the Monitoring Officer of 
East Hampshire District Council.  

 
4.  The appropriate time for influencing Council decision-making is by raising your 

concerns before the Council debates and votes on a matter. You may do this by 
writing to the Council in advance of the meeting at which the item is to be discussed. 
There may also be the opportunity to raise your concerns in the public participation 
section of Council meetings. If you are unhappy with a Council decision, you may raise 
your concerns with the Council, but Standing Orders prevent the Council from re-
opening issues for six months from the date of the decision, unless there are 
exceptional grounds to consider this necessary and the special process set out in the 
Standing Orders is followed.  

 
5.  You may make your complaint about the Council’s procedures or administration to the 

Clerk & Executive Officer. You may do this in person, by phone or by writing to or 
emailing the Clerk & Executive Officer. The addresses and numbers are set out below.  
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6.  Wherever possible the Clerk & Executive Officer will try to resolve your complaint 
immediately. If this is not possible the Clerk & Executive Officer will normally try to 
acknowledge your complaint within five working days.  

 
7.  If you do not wish to report your complaint to the Clerk & Executive Officer you may 

make your complaint directly to the Chairman of the Council who will report your 
complaint to the Finance & Policy Panel of the Council or to the Council (as 
appropriate). The Chairman’s contact details can be found on the Parish Council 
website.  

 
8.  The Clerk & Executive Officer or the Finance & Policy Panel of the Council or the 

Council (as appropriate) will investigate each complaint, obtaining further information 
and documentation as necessary from you and/or from staff or members of the 
Council.  

 
9.  The Clerk & Executive Officer or the Chairman of the Council will notify you within 20 

working days of the outcome of your complaint and of what action (if any) the Council 
proposes to take as a result of your complaint. In exceptional cases the twenty 
working days timescale may have to be extended. If it is, you will be kept informed.  

 
10.  If you are dissatisfied with the response to your complaint, you may appeal your 

complaint to be referred to the Finance & Policy Panel of the Parish Council.  Details of 
the appeal procedure are contained below.  

 
Dealing with persistent or vexatious complainants 
 
11. Persistent or vexatious complainants are those who, because of the frequency or 

nature of their contacts with the Council, hinder our ability to consider their or other 
people’s complaints. 

 
It is important to distinguish between persistent and vexatious complainants. People 
may be ‘persistent’ complainants because they consider that the Council has not dealt 
with their complaints properly or fairly. Vexatious complainants may pursue their 
complaints in inappropriate ways or be intent on continuing to submit complaints 
which appear to have no substance, or which have already been investigated and 
determined. Their contacts with the Council often place heavy demands on staff time 
and emotions. 

 
Such complainants are in a very small minority but need handling sensitively. 

 
12. Once the Clerk & Executive Officer receives a complaint that is considered to be either 

persistent or vexatious, the details should be passed to the next available meeting of 
the Council for consideration and action. The Council will decide whether the 
complainant is persistent or vexatious and advise the complainant in writing of the 
reasons why they have been classified as such and any action to be taken which may 
include any or a combination of the following: 
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• Decline further contact with the complainant in person, by telephone, fax, letter 
or electronically – or any combination of these – provided that one form of 
contact is maintained. Alternatively, further contact could be restricted to liaison 
through a third party. 
 

• Notify the complainant in writing that the Council has fully responded to the 
points raised and has tried to resolve the complaint but there is nothing more to 
add and continuing contact on the matter will serve no useful purpose. 
Complainants should be notified that correspondence is at an end and that 
further communications will be acknowledged but not answered. 

 

• Inform complainants that if appropriate, the Council reserves the right to refer 
the behaviour of unreasonable or persistent or vexatious complainants to the 
Police. 

 

• In exceptional circumstances, consideration can be given to the possibility of 
obtaining a High Court Injunction to prevent the complainant harassing, 
threatening or distressing named or individual Council employees or Councillors. 

 
Abusive communications  
 
13.  The Council has a duty to ensure the health, safety and welfare of its staff and serving 

Councillors and it does not expect members to tolerate language or behavior by 
complainants which is abusive, offensive, or threatening. Such behavior might happen 
verbally, in person or on the telephone, via email, text or the written communication.  

 
14.  Councillors who feel threatened or intimidated by the language or behavior of 

complainants should report their concerns to the Clerk & Executive Officer. Council 
employees who feel threatened or intimidated by the language or behavior of 
complainants should report their concerns to the Clerk & Executive Officer and The 
Policy and Finance Panel. The Clerk & Executive Officer and where appropriate, The 
Policy & Finance Panel, will consider: 
 
a. Whether to write to the complainant, requiring him/her not to repeat the 

behavior and, if necessary, setting conditions or restrictions for further contact 
with Council employees and Councillors.  
 

b. Whether to report the incident to the Police.  
 
15.  Depending on the nature of the complainant’s behavior and their existing relationship 

with the Council, the following actions and/or restrictions may apply: 
 

a. A meeting with the Clerk & Executive Officer and where appropriate, the 
Chairman of the Council or member of The Policy & Finance Panel to explain the 
unacceptability of their actions. 
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b. A written warning noting the unacceptable elements of their actions together 
with explaining their removal from any association with the Council on a second 
offence. 

 
c. Immediate removal of any association with the Council. 

 
d. Reporting their behavior to the Police providing full details including name, 

address, contact details and supporting documentation where appropriate.  
 
 
Formal procedure for hearing an appeal to the determination of a complaint regarding the 
administration of the Parish Council or its procedures: 
 
16. Appeals will be heard by the members of the Finance & Policy Panel and the Clerk & 

Executive Officer will be present at any hearing. 
 

17. The complainant will be asked to put their appeal in writing to the Clerk & Executive 
Officer. 
 

18. If a complainant does not wish to put the appeal to the Clerk & Executive Officer, they 
should be advised to put it to the Chairman of the Council. 
 

19. The Clerk & Executive Officer will acknowledge the receipt of the appeal and advise 
the appellant when the matter will be considered by the Finance & Policy Panel. 
 

20. The appellant will be invited to attend the appeal hearing and is entitled to bring with 
them a representative of their choosing. 
 

21. Seven clear working days prior to the meeting, the appellant must provide the Clerk & 
Executive Officer with copies of any documentation, or other evidence, which they 
wish to refer to at the appeal.  The Clerk & Executive Officer will similarly provide the 
appellant with copies of any documentation upon which the Council wishes to rely at 
the appeal. 

 
At the hearing: 
 
22. Press and public will be excluded from the meeting. 

 
23. The Chairman will introduce all parties and explain the procedure for the appeal 

hearing. 
 

24. The complainant (or their representative) will first outline the grounds for the appeal. 
 

25. Panel members may ask any questions of the appellant. 
 

26. If relevant, the Clerk & Executive Officer will explain the Council’s position. 
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27. Panel members may ask any questions of the Clerk & Executive Officer. 
 

28. Clerk & Executive Officer and appellant should be offered the opportunity of having 
the last word (in this order). 
 

29. The Clerk & Executive Officer and the appellant will now be asked to leave the room 
while Panel members will decide whether or not the grounds for the complaint have 
been made (should a point of clarification be necessary, BOTH parties will be invited 
back). 
 

30. The Clerk & Executive Officer and the appellant will return to hear the decision or to 
be advised when the decision will be made, if not possible to determine the appeal at 
this hearing. 
 

After the hearing: 
 
31. The decision is to be confirmed to the appellant in writing within seven working days 

of it being resolved including details of any action to be taken. 
 

 
This policy should be read in conjunction with the Council’s Grievance and Disciplinary 
procedures and the Council’s Code of Conduct.   
 
 
Contacts 
  
The Clerk & Executive Officer of Headley Parish Council  
Address:  Parish Office, Headley Village, Arford Road, Headley, GU35 8LJ 
Telephone:  01428 713 132  
Email:  clerk@headleypc.co.uk  
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