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COMPLAINTS PROCEDURE 

INTRODUCTION  

Bradwell Parish Council aims to provide an excellent service to parishioners and visitors to the parish. 

However, there may be occasions when things go wrong and, when this happens, we want to hear 

about it and work with you to resolve any issues you may have.  

To ensure all reported problems are dealt with appropriately, effectively and speedily we have in place 

a three-stage complaints procedure. This procedure aims to investigate all complaints impartially and, 

where possible, to find a local solution, to the satisfaction of both the complainant and the Parish 

Council.  

There are certain types of complaint that are not within the scope of the Parish Council, and these are 

listed below.  

DEFINITION OF A COMPLAINT  

Perceptions differ widely, making it difficult to give a precise definition. Largely speaking a complaint 

is an expression of dissatisfaction by one or more members of the public about the Parish Council’s 

actions, or lack of action, or standard of service. This applies whether the action was taken or the 

service was provided by the Council itself, or by a person or body acting on behalf of the Council. For 

example: 

• The Council has failed to do something that it has a duty to do, or normally does as a matter of 

established practice;  

• The Council has done something it has no right to do, or does not normally do as a matter of 

established practice;  

• An adopted procedure is not followed;  

• Satisfactory levels of service are not reached;  

• An action is not properly communicated;  

• The conduct or behaviour of an employee is not satisfactory.  

SCOPE  

The complaints procedure covers all complaints regarding services and actions provided by the Parish 

Council. The following types of conduct are outside the scope of the Parish Council’s complaints 

procedure. The Parish Clerk on receipt of a complaint outside the scope of the Parish Council shall 

refer the complainant to the relevant authority  below:  

• Financial irregularities are usually dealt with by the Parish Councils External Auditor, contact 

details can be provided by the Parish Clerk.  

• Criminal activity should be reported to the Police.  

• A complaint relating to a member’s failure to comply with the Code of Conduct must be submitted 

to the Monitoring Office at Great Yarmouth Borough Council.  

• Conduct of a Bradwell Parish Council employee of the council is a matter for the internal 

disciplinary procedure as set out in the employment contract of the individual.  

A complaint is not a request for service, information or an explanation of council policy or practice. 

Complaints will also not be accepted about formal decisions taken by committees or those delegated 

to staff, where there is an existing right of appeal or where there is active or pending legal action. 
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A complaint would usually need to be made within a year of an action being taken or service received 

by the customer. The Council has the ability to extend this time limit providing that it is still possible 

for an investigation to be conducted and the customer can demonstrate good reason why there has 

been a delay in them making their complaint.  

Complaint’s from 3rd parties who are authorised to act on the Customers behalf will be accepted, 

responses to these complaints will be issued directly to the authorised party.  

Anonymous complaints will not be accepted. 

CODE OF CONDUCT  

Councillors are required to observe the ‘Code of Conduct’ which has been adopted by the Bradwell 

Parish Council, which is available on the Bradwell Parish Council website or from the Parish Council 

Clerk.  

If you feel a Councillor has broken any of these rules, you should complain to the Great Yarmouth 
Borough Council Monitoring Officer. For this purpose, an online complaints form and information on 
the process is available from the Great Yarmouth Borough Council via the link below.  

https://www.great-yarmouth.gov.uk/complaint-about-a-councillor 

COMPLAINTS PROCESS  

Reporting the Problem  

The first step towards making a complaint is to inform the Parish Council. To do this, you should 

contact the Parish Clerk, who is the proper officer of the Council and is responsible for ensuring 

complaints are dealt with appropriately and as quickly as possible.  

The Parish Clerk can be contacted by letter, telephone or email. Contact details are to be found at the 

end of this document.  

You will need to provide your name, address and as much information about the nature of the 

complaint as possible. All complaints, other than those made by telephone, will receive an 

acknowledgement, usually within five working days.  

In many cases, it will be possible for an issue to be dealt with immediately, so resolving your complaint.  

For more complex issues you should put the details in writing, both for the record and so that the 

Parish Council has all the facts to enable a thorough investigation to be undertaken. Investigations will 

be dealt with as quickly as possible and, under normal circumstances, you will receive a written 

response within 14 working days.  

The Parish Council maintains a register of all complaints, including dates of report and resolution, 

details of the complaint, name of the complainant and the action(s) taken to resolve the issue. This 

register is available for inspection by all members of the Parish Council. In any event, serious 

complaints will be reported to the full Council and you will be advised if this is applicable for your 

complaint.  

If the complaint involves the Parish Clerk personally, the complaint should, in the first instance, be 

addressed to the Chairman of the Parish Council, whose contact details are to be found at the end of 

this document.  

https://www.great-yarmouth.gov.uk/complaint-about-a-councillor
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If the subject of your complaint cannot be resolved immediately, then the formal complaints process 

will commence, as follows:  

Stage 1 – Mediation 1. 

Initially this council will try to settle complaints in an informal way, discussing the issues and suggesting 

resolutions. In the first instance you should contact the Parish Clerk or the Council Chairman, as 

appropriate, who will arrange an initial meeting, often involving all relevant parties.  

This is an important part of the complaints procedure and we urge everyone to take part in the 

mediation stage as many problems can be settled here, so you need not go through the full, formal 

complaints procedure.  

Stage 2 – Lodging a Formal Complaint  

If, following mediation, your problem is not resolved then you can pursue the complaint more 

formally, putting your complaint in writing to the Parish Clerk or the Council Chairman, as appropriate.  

You will receive a formal acknowledgement of your written complaint and you will be advised when 

the matter will be considered by the council. You will also be advised whether the complaint will be 

treated as confidential and the relevant meeting procedures.  

The complaint will be submitted to the Parish Council for investigation.  

You will be required to provide the council with copies of any documentation, or other evidence relied 

on, seven clear working days prior to the meeting. Likewise, the Council will provide you with copies 

of any documentation they will rely on at the meeting. If the Council is found to be at fault, every 

effort will be made to resolve the issue to your satisfaction.  

Stage 3 – Meeting Procedure  

At the meeting the Parish Council will consider whether the circumstances of the complaint warrant 

the exclusion of the public and the press. However, any decision on a complaint will be announced at 

the council meeting and in public.  

The Chairman will introduce everyone and explain the procedure.  

You, or your representative, will be asked to outline the grounds for complaint. Subsequently, 

questions may be asked by first the Parish Clerk or other nominated officer and then by members of 

the Parish Council.  

The Parish Clerk or other nominated officer will explain the Council’s position and questions may be 

asked by you and then by members of the Parish Council.  

Both you and the Parish Clerk will have the opportunity to summarise your respective positions 

following which you both will be required to leave the meeting while Parish Council members decide 

whether grounds for the complaint have been made. If a point of clarification is necessary, then both 

you and the Parish Clerk will be invited back into the meeting.  

You will be given the opportunity to wait for the decision, but if the decision is unlikely to be finalised 

on that day you will be advised when the decision is likely to be made and when it is likely to be 

communicated to you.  
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When made, the decision will be confirmed in writing within seven working days, together with the 

details of any action to be taken.  

Stage 4 – Remedies  

Wherever possible when the Parish Council is found to be at fault, actions will be taken or changes 

effected to resolve the problem.  

Where a subsequent action does not provide a resolution, Section 92 of the Local Government Act 

2000 gives councils the power to make payment in cases where it is considered –  

• that action taken by or on behalf of the authority in the exercise of their functions amounts to, or 

may amount to, maladministration, and  

• that a person has been, or may have been, adversely affected by that action.  

Where subsequent actions or the passage of time prevents resolution, other actions may be 

appropriate and may include making a payment commensurate with restoring a complainant to a 

situation he or she would have been in if the fault had not occurred.  

In considering a local settlement, the remedy must be appropriate to the injustice and may be reduced 

where the complainant has contributed to the injustice suffered.  

Stage 5 – Referral to the Borough Monitoring Officer  

If, following the process described you are not satisfied with how the Parish Council have dealt with 

your complaint, it will be referred to the Great Yarmouth Borough Council Monitoring Officer by the 

Parish Council for a further independent investigation. If you are still not satisfied, the Monitoring 

Officer may refer your complaint to the next meeting of their Standards Committee. This does not 

happen in all cases, and the Monitoring Officer will tell you if this option is open to you.  

If you need help filling in the complaint form a member of the Great Yarmouth Borough Council staff 

can help you. You could ask a friend or relative to help you, or you could ask Citizens Advice Bureau. 

Contact details are all at the end of this document.  

THE GOVERNMENT OMBUDSMAN  

If you are still not happy with the situation after Stage 5, you can complain to the Local Government 

Ombudsman, whose contact details are at the end of this document. You can complain directly to the 

Ombudsman at any time, but he will usually only investigate your complaint if you have been through 

the Parish and Borough Councils’ complaints systems first. So, if you complain to them before you 

have been through our complaints system, they will usually refer your complaint back to us to give us 

a chance to investigate it.  

ASSISTANCE OR ADVICE RELATING TO PROCEDURES OR A COMPLAINT  

If you need any help or general guidance about the Parish Council’s procedures or about any specific 

complaint, please contact the Parish Clerk.  

CONTACT DETAILS  

Clerk at Bradwell  Parish Council  
Leo Coles Pavilion 
Green Lane 

Bradwell Parish Council Chairman  
Leo Coles Pavilion 
Green Lane 
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Bradwell 
Gt Yarmouth 
NR31 8QG 
Telephone: 01493 444478 
Email: clerk@bradwellparishcouncil.co.uk 

Bradwell 
Gt Yarmouth 
NR31 8QG 
PHONE: 01493 444478 
Email: clerk@bradwellparishcouncil.co.uk 

Great Yarmouth Borough Council Monitoring 
Officer  
Great Yarmouth Borough Council 
Town Hall, 
Hall Plain, 
Great Yarmouth, 
Norfolk NR30 2QF 
Telephone: 01493 856100 

The Citizens Advice Bureau  
Great Yarmouth Library  
Tolhouse Street 
Great Yarmouth 
Norfolk 
NR30 2SH 
Telephone: 0800 144 8848 

Local Government Ombudsman  
Local Government and Social Care Ombudsman 
PO Box 4771 
Coventry 
CV4 0EH 
Telephone: 0300 061 0614 

 

 

 

 


