
 

1 
 

 

STAINLAND & DISTRICT PARISH COUNCIL COMPLAINTS AND 
FEEDBACK POLICY 

 

 

 

 

Document Ref Feedback Policy 

 

Issued Date 29.01.2026 

Status Approved 29.01.2026 

Parish Council Approved Date 29.01.2026 

Next Reviewed Date January 2029  

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

2 
 

 
Stainland & District Parish Council Feedback Policy 

1. Purpose   

The purpose of this Feedback Policy is to establish formal procedures for receiving and 
addressing feedback, including complaints, from parishioners. We encourage open 
communication and aim to foster a constructive and supportive environment for all our local 
community and residents. 

2. Scope   

This policy applies to all feedback received by the Parish Council, including but not limited to 
complaints, suggestions, and general inquiries from residents and stakeholders. It includes a 
detailed complaints procedure. 

3. Objectives   

 To ensure all feedback is acknowledged and addressed promptly. 
 To maintain transparency and accountability in the parish council's operations. 
 To improve services and community engagement based on resident feedback. 

 

4. Feedback Channels   

Residents can provide feedback through the following channels:   

 Written Correspondence: Letters or emails sent to the parish clerk; 
 Online Forms: Feedback forms available on the parish council’s website;  
 Public Meetings: Opportunities to raise ideas, voice concerns or ask questions during 

scheduled parish council meetings; 
 Phone or Video Calls: Direct communication with the parish clerk or parish councillors. 
 

5. Positive feedback  

In addition to receiving complaints or feedback, the Parish Council values and encourages 
positive feedback, particularly highlighting the council's strengths and contributions to the 
community. We greatly appreciate any acknowledgment of our work and residents are 
encouraged to share their views through the same feedback channels outlined in this policy. 
Recognising and celebrating successes fosters a positive relationship between the council 
and the community, reinforcing a sense of pride and shared accomplishment in our collective 
achievements. 

 

6. Engagement   

Engaging with parishioners is vital for fostering a vibrant and connected community. The 
Parish Council is committed to creating opportunities for residents to be involved in local 
governance and decision-making processes. Engagement initiatives may include public 
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forums, community workshops, and regular newsletters that inform residents about ongoing 
projects and events. By actively involving parishioners, the council seeks to ensure that their 
voices are heard and their ideas are considered, ultimately leading to better outcomes and 
stronger community ties. The council encourages residents to participate in these 
engagements, as their insights are invaluable to creating a thriving parish. 

COMPLAINTS PROCEDURE 

1. Aim of the Complaints Procedure 

1.1 The Council aims to learn from complaints and, where they are found to be justified, 
to ensure that appropriate measures are taken to improve services.   

 
1.2 It will:   

 ensure that anyone who wishes to make a complaint knows how to go about it; 
 respond to a complaint efficiently and within a reasonable time; 
 ensure that service users are satisfied that the complaint has been taken 

seriously and, where possible, reasonable measures have been taken to improve 
services.   

 

1.3 All complaints will be dealt with in confidence, and the name of the complainant will 
not be revealed by the Parish Council, except where it is the wish of the complainant.   

 

2. What is a Complaint 

 

2.1 The Parish Council will investigate a complaint from a person, or their nominated 
representative, if it is one of the following: 

 An expression of dissatisfaction about the failure to provide or meet the expected 
standard of a service; 

 Neglect or delay in responding to a contact with the Council; 

 Failure to observe the Parish Council's policies or procedures; 

 Discourteous or dishonest conduct by a member of staff; 
 Harassment, bias or discrimination.  

 

2.2 The Complaints Procedure does not cover: 

 Complaints about the conduct of Councillors.  These should be reported to the 
Monitoring Officer at the relevant principal authority; 

 Where a person wishes to disagree with a Council decision or policy or makes a 
request under the Freedom of Information Act, whereby there are alternative 
processes for representation in place; 

 Anonymous complaints.   
 

3. To make a Complaint 



 

4 
 

 

3.1 A formal written letter of complaint must be sent to the Clerk or if the complaint 
involves the  Clerk, the letter should be sent to the Chair of the Parish Council. 

 

4. Complaint handling 

4.1  Within ten working days of receipt of the complaint, the Clerk or Chair will give written 
acknowledgement of it, provide a copy of this complaints procedure and ascertain 
whether the complainant wishes the matter to be treated confidentially. 

 
4.2 The formal complaint will be considered at the next meeting of the Council.  If more 

than twenty one days is to lapse between receipt of the complaint and the next 
meeting of the Council, the Chair will convene an extraordinary meeting of the 
Council to receive and hear the complaint at the councils discretion. 

 

4.3 At the meeting the Council may resolve to exclude members of the public and press 
to ensure confidentiality.  (Depending on whether the complainant wishes the matter 
to be dealt with in this way). 

 

4.4 At the meeting, the Council will consider the complaint and will also include on the 
agenda the appointment of three members to a committee with delegated power to 
continue handling the complaint (if necessary).  The committee will have full 
delegated power to bring the complaint to a conclusion.  The Council will also resolve 
which member will be the Chair of the Committee. 

 

4.5 The Council (and/or Committee with delegated power) may appoint an independent 
person to the committee if it resolves to do so, as an independent impartial arbitrator. 

 

4.6 After the meeting, the Clerk/Chair will write to the complainant explaining the 
outcome of the Council’s consideration of the complaint and explaining how to take 
matters further if they believe this is necessary. 

 

4.7 If the complainant wishes to pursue the matter, s/he must notify the Council in writing 
with his/her reasons for wanting to do so and a meeting of the committee will be 
convened for the purpose of investigating the complaint further. 
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4.8 Notice of the committee meeting will be advertised in the usual way to members of 
the committee, ie a summons and with three clear days’ notice.  A public notice will 
also be displayed in the usual way, ie posted in a conspicuous place in the parish 
and giving three clear days’ notice.   

 

4.9 Complainants will be asked to attend the committee meeting and will be informed 
that they may be accompanied by another person.   

 

4.10 At the commencement of the meeting, the Committee Chair will explain how the 
meeting will proceed. 

 

4.11 Complainants will be asked to provide any new information or supporting evidence to 
the committee and will be invited to make a verbal representation to the meeting. 

 

4.12 Members of the committee will be invited by the Chair to ask questions of the 
complainant. 

 

4.13 The Chair of the Complaints Committee and then the complainant will summarise 
their respective positions 

 

4.14 The complainant will then leave the meeting and the committee will consider the 
further findings. 

 

4.15 The complainant will be informed by formal letter of the conclusions of the process 
within ten working days of the committee meeting. 

 

4.16 The Committee Chair will report the outcome of the process to the next meeting of 
the Parish Council. 

 

4.17 Minutes of the committee meeting will be kept and will be available to all parties 
involved in the complaint but not made public. 


