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Purpose and Scope
Hart Parish Council is committed to acting openly and in a timely manner in relation to all complaints. This procedure applies to complaints about the Council's administrative functions, staff conduct, and the behaviour of Parish Councillors. It does not apply to statutory complaints governed by separate legislation.

How to Make a Complaint
Complaints should wherever possible be submitted in writing to the Parish Clerk, marked 'Confidential'. Where a complaint concerns the Clerk, it should be addressed to the Chairman directly.
Contact details: Mrs [Clerk Name], Hart Parish Council, [Address], Email: [email address]

Complaints about Parish Councillors
Parish Councillors are subject to the authority of the Standards Committee administered by Hartlepool Borough Council. Members of the public may raise informal concerns with the Chairman; however, formal complaints about a Councillor's behaviour must be made to the Borough Solicitor at Hartlepool Borough Council Civic Centre, Victoria Road, Hartlepool, TS24 8AY.

Complaints about Council Staff
Stage 1 – Informal Resolution: Where a complaint is not serious in nature, the complainant is encouraged to raise the matter informally with the Chairman. Most matters can be resolved through discussion and agreement at this stage.

Stage 2 – Formal Investigation: Where a matter cannot be resolved informally, or is of a serious nature, the complainant should submit a written complaint to the Chairman. The Disciplinary and Complaints Committee (comprising the Chairman, Vice-Chairman and one other Councillor) will investigate and report findings, with recommendations, to the full Council in confidence. The complainant will be informed of the outcome.

Where a complaint falls within the Disciplinary Procedure, the complainant will be informed accordingly, but the outcome of any disciplinary action will remain confidential in accordance with the employee's rights.

Timescales
1. Acknowledgement of complaint: within 5 working days of receipt.
1. Informal resolution response: within 15 working days.
1. Formal investigation and response: within 30 working days (complex cases may take longer; complainant will be kept informed).

Appeals
Where a complainant remains dissatisfied following the Council's final response, they may refer the matter to the Local Government and Social Care Ombudsman (LGSCO) or the Information Commissioner's Office (ICO) as appropriate.

Persistent and Vexatious Complaints
The Council's Persistent and Vexatious Complaints Policy applies where a complainant's behaviour becomes unreasonable or abusive. Please refer to that policy for further details.

Legislative Framework
1. Localism Act 2011
1. Local Government Act 1974 (LGSCO jurisdiction)
1. ACAS Code of Practice on Disciplinary and Grievance Procedures 2015 (updated 2024)
1. Human Rights Act 1998
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This policy was adopted by resolution of Hart Parish Council. It supersedes all previous versions. The Clerk is responsible for ensuring that this policy is implemented, reviewed annually, and that all staff and councillors are aware of its contents.
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