NORTH WALSHAM TOWN COUNCIL

Complaints — Code of Practice

Adopted by the Council at its meeting held on 26.11.19

This Policy sets out procedures for dealing with any complaints that anyone may have about North
Walsham Town Council’s administration or procedures. Complaints cannot be made confidentially and
apply to the Town Council’s employees only.

Complaints against Councillors need to be made to the Monitoring Officer at NNDC.

Complaints from employees about the Council as an employer need to be dealt with by the Councils
Grievance procedure.

Complaints against procedure decisions made by the Council shall be referred back to Council.

1. If a complaint is received verbally to a Councillor or the Clerk, they should seek to satisfy the
complaint fully. If the complaint is about the Clerk, it should be made directly to the Chair of the
Council.

2. If the complaint is not resolved, the complainant should be asked to submit a written complaint to
the Clerk or the Chair to the Council. Receipt should be provided along with the Complaint Form
within 7 days.

3. On receipt of a written complaint the Chair of the Council or the Clerk, should try to settle the
complaint directly. If the complaint is about the Clerk, it should be made directly to the Chair of the
Council.

4. No complaint shall be settled without first notifying the person being complained against and giving
them an opportunity to comment.

5. The Clerk or Chair of the Council shall bring any written complaint that has not been resolved to the
Chair or Vice Chair of Personnel Committee. A Panel will be formed by the Personnel Committee to
consider the Complaint.

6. The Personnel Panel shall consider if the circumstances surrounding the complaint warrant the
matter being discussed in the absence of the press and public or in public session.

7. When the final decision has been made it will be reported to Full Council in public session.

8. Assoon as possible after the decision has been made, it and the nature of any action to be taken shall
be communicated in writing to the complainant.

9. The decision is final, and no appeals will be considered.
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NORTH WALSHAM TOWN COUNCIL

Complaints Form

How you would like to be contacted Email Letter Phone
CONTACE AETAIIS...cue ettt et st e e e s e s s
Have you spoken to anyone at the Council? YES/NO

If YES please give their Name...... ettt s b e

What 0UtCOME are YOU I0OKING ON....uiiiiiie ettt ettt sr s te e ete s saes e s et aebeseese e e steseeseesensansesansens

Please return this form to :- Town Clerk, North Walsham Town Council, Office 4, The Cedars, 2 New Road,
North Walsham, NR28 9DE

Our General Privacy Statement explains how we use your personal data, keep it stored securely and how
you can exercise your rights. All data will be destroyed securely in line with our Retention & Disposal Policy
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