Downham West Parish Council
Compliments and/or Complaints

Adopted 8th October 2018
Reviewed 15th May 2023
If you have a complaint or a compliment about the Council, we would like to hear from you.

Detailed below are how to complain, what happens to your complaint and who deals with it. How you can be represented, when a decision is made and how you will be notified of this.

1
HOW TO CONTACT US WITH YOUR COMPLIMENT OR COMPLAINT
You can contact the Council by telephone, in writing, over the internet or by visiting us in person.  A form is included which you can fill in and send back to us.

2
WHAT WE WILL DO WHEN WE HEAR FROM YOU
We will respond within five days to any comments about the Council.  We will investigate the complaint fully. We may be able to give you an answer straight away, or we may need more time to investigate what you have told us.  We will contact you within 15 working days of us hearing from you and either give you a full answer, or give you a progress report and explain why we need more time to investigate further.  We will also tell you when you can expect a full answer. Your complaint will in the first instance be investigated by an officer of the council.  If you remain dissatisfied then your complaint will be dealt with by the Council. If you have a complaint, we hope we will be able to find out what went wrong and take steps to make sure in won’t happen again.

It will not be appropriate to deal with all complaints from members of the public under our complaints procedure.  Below are examples of complaints which will require special consideration and where we may engage other procedures or bodies.  If this is the case then we will advise you of this.

	TYPE OF CONDUCT
	REFER TO

	Financial irregularity 
	Local elector’s statutory right to object Council’s audit of accounts pursuant to s.16 Audit Commission Act 1998.  On other matters, councils may need to consult their auditor / Audit Commission

	Criminal activity
	The Police

	Member conduct
	In England if the complaint relates to a failure to comply with the Code of Conduct, this must be submitted to the standards committee of the relevant principal authority)

	Employee conduct
	Internal disciplinary procedure


3
CONFIDENTIALITY
We will take care to maintain confidentiality where circumstances demand (e.g. where matters concern financial or sensitive information or where third parties are concerned). Details will only be given to those members of staff directly concerned.
4
MONITORING AND REVIEW OF THIS POLICY
The Council shall be responsible for reviewing this policy annually to ensure that it meets legal requirements and reflects best practice.
5
HOW TO CONTACT US
Mrs Sara Porter, Parish Clerk, Downham West Parish Council

The Old School House, High Street, Stoke Ferry, King’s Lynn, Norfolk, PE33 9SF
Email dwpc01@gmail.com
Telephone 01366 502165
DOWNHAM WEST PARISH COUNCIL

Compliments and/or Complaints Form
Date Received:


Your Name –





Date –





How do you wish to be contacted?       	 Email			Letter			 Telephone





Your contact details –








If you would prefer to be contacted by telephone, please tell us the best time to contact you –





Please note that complaints will be treated in the strictest confidence.  The names of those making a complaint and details of the complaint will only be disclosed to those members of staff needing to know for the purposes of the investigation.  The Parish Clerk may also inform the Chairman and or the Vice Chairman.





What outcome are you looking for (i.e. what would be the best way for the Council to resolve your complaint)?





What happened as a result of this contact?





Have you spoken to, emailed or written to anyone at the Council?        Yes / No





If yes, please give their name –





Please give details of your compliment or complaint –














If necessary, please continue over the page





RETURN TO: Mrs Sara Porter, Parish Clerk, Downham West Parish Council, The Old School House, High Street, Stoke Ferry, King’s Lynn, Norfolk, PE33 9SF.  Email dwpc01@gmail.com.  Telephone 01366 502165.
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