
 

Studley Parish Council 
 

COMPLAINTS PROCEDURE 
 

Introduction 
Studley Parish Council provides many services to the Community.  We try to get our 
service delivery right every time, but there are occasions when users of our services 
may be dissatisfied with our performance for any number of reasons. 
 
Not all queries or concerns raised are complaints and we are keen to ensure that any 
problems are dealt with effectively in order that they do not develop into complaints. 
 
This policy sets out how to raise a complaint with Studley Parish Council. 
 
Informal Complaint 
Informal complaints can be made by telephone, email or a visit to the Council Offices.  
The complaint will be handled by the most appropriate member of staff, depending on 
the nature of the complaint.  The Clerk will be kept informed of the handling of the 
complaint and its resolution. 
 
Complaints should always be directed through the Council offices, not through individual 
Councillors.  A complainant may advise a Councillor of the details of a complaint, but 
individual Councillors are not in a position to resolve complaints. 
 
It is expected that most complaints can be resolved through this informal route. 
However, the Council appreciates that on occasions if an informal approach had not 
resolved the complaint, or that the initial complaint is so serious, then the formal 
complaints process should be followed. 
Any complaint will be dealt with confidentially. 
 
Formal Complaint 
This procedure will be adopted for dealing with formal complaints about the Council’s 
administration or its procedures, it does not specifically focus upon complaints about an 
employee of the Council that would be more appropriately dealt with as an employment 
matter and in accordance with the Council’s Disciplinary Procedure. 
 
Complaints that an employee may have about a colleague must be conducted in 
accordance with the Council’s Grievance Procedure. 
 
This procedure does not cover complaints about the conduct of Parish Councillors 
which is covered by the Stratford on Avon District Council Code of Conduct. Any such 
complaints should be referred directly to: 
The Monitoring Officer, Stratford on Avon District Council 
Elizabeth House, Church Street, Stratford upon Avon CV37 6HX 
 
The Clerk to the Council is responsible for managing the formal complaints process.  
The Clerk is the senior officer of the Council.  If a formal complaint is being raised 
against the Clerk, then the process as detailed should be followed, but the Chairman of 
the Council should be informed instead of the Clerk. 
 
 
 



 

A formal complaint can only be submitted in writing (letter or email) and should be 
addressed as follows: 
The Parish Clerk, Parish Office, Village Hall, High Street, Studley B80 7HP or by email 
to clerk@studleyparishcouncil.org.uk 
The Council encourages contact by email and telephone, but as a formal complaint is a 
serious matter will only accept these in writing. 
 
The complaint should cover as much detail as possible and enclose any relevant 
supporting documentation.  The Clerk will acknowledge receipt of the complaint within  
5 working days. 
 
The Clerk will carry out an initial investigation into the complaint and within 20 working 
days will provide the complainant with an update on progress, or a suggested 
resolution.  If the complainant is satisfied with the resolution the complaint is closed.  
The Clerk will report to the Council, through a report, summary details of the complaint 
and a brief summary of its resolution. The summary report will exclude the name of the 
complainant. 
 
If the Clerk is unable to resolve the complaint, or the complainant is not satisfied with 
the proposed resolution then the matter will be referred to a meeting of the Council’s 
Review Panel. 
 
The request for a formal process will be acknowledged in writing and the complainant 
advised of when the Review Panel will meet and who will be sitting on it. The Review 
Panel will consist of a minimum of 4 Councillors. A minimum of two weeks prior notice 
of the Panel will be given. The Complainant will be invited to attend the meeting and to 
bring with them a representative if they so wish. Seven clear working days prior to the 
meeting, the complainant shall provide the council with copies of any documentation or 
other evidence they wish to rely on. The Council will confirm any documentation it 
intends to present to the complainant within the same time scale.  
 
At the Meeting 
 
As a general policy, the public and press are not permitted attendance at such 
complaints panel meetings. Any decision on a complaint shall be announced at the next 
council meeting. 
 
The panel have the right to reject complaints which it considers too ambiguous, 
unsubstantiated or vexatious in nature. 
 
If a complaint is deemed vexatious by the panel, that decision will be recorded to 
prevent future panels being formed based on the same complaint or a similar complaint 
from the same individual or organisation. 
 
 
The Chairman will introduce everyone and explain the procedure. 
 
The complainant (or representative) should outline the grounds for the complaint and 
thereafter, questions may be asked by the clerk or other nominated officer and then 
members. 
 
The clerk or other nominated officer will have an opportunity to explain the council’s 
position and questions may be asked by the complainant and members. 
 



 

The clerk or other nominated officer and then the complainant should be offered the 
opportunity to summarise their position. 
 
The clerk or other nominated officer and the complainant should be asked to leave the 
room while members decided whether or not the grounds for the complaint have been 
made.  If a point of clarification is necessary, both parties shall be invited back. 
 
The clerk or other nominated officer and the complainant should be given the 
opportunity to wait for the decision but if the decision is unlikely to be finalised on that 
day they should be advised when the decision is likely to be made and when it is likely 
to be communicated to them. 
 

 

 
After the Meeting 
 
The decision should be confirmed in writing within seven working days together with 
details of any action to be taken. 
 
 
 

V.02 This Complaints Procedure was reviewed and approved by Full Council on  
19th November 2019 and will be reviewed in November 2021 
 
 
 
 
 
 


