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https://nunehamcourtenay-pc.gov.uk/

Code of Practice for Dealing with Complaints

1. Receipt of complaint

a) The complainant will be asked to put the complaint in writing to the
Clerk as Proper Officer.

b) If the complainant does not wish to put the complaint to the Clerk,
they will be advised to put it to the Chair of the Council.

c) The Clerk (or Chair) will acknowledge receipt of the complaint.

d) The Chair appoints at least one other councillor to assist in the
assessment of the complaint (hereinafter called ‘the Complaints
Committee’).

i. If the Complaints Committee agrees that the complaint is a
matter for the full Council, the Chair will call a meeting. The
Clerk will advise the complainant of the date and time of the
meeting, inviting them to attend and bring such
representatives as they see fit

ii. Ifthe Complaints Committee believes that the complaint is
not a matter for the full Council, it will be investigated by the
committee. The Clerk will advise the complainant of the
details of the investigation, inviting them to participate and
present their case

ii. If the matter relates to legal or constitutional issues which
can only be dealt with by a higher authority (e.g. breach of
code of conduct), the complaint will be passed to the Vale of
White Horse District Council for resolution. The Clerk will
advise the complainant.

2. Meeting

a) The Council shall consider whether the meeting warrants the
exclusion of the public and the press. Any decision on a complaint
shall be announced at the Council Meeting in public.

b) The Chair will introduce everyone and explain the procedure.

c) The complainant (or representative) shall outline the grounds for
the complaint.

d) Members to ask any questions of the complainant.
e) If relevant, Clerk or Proper Officer to explain the Council’s position.
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f) Members to ask questions of the Clerk or Proper Officer.

g) Clerk or Proper Officer and complainant to be offered opportunity
of last word (in this order).

h) Clerk or Proper Officer and complainant will leave the room while
the council deliberates. Members to decide whether the grounds
for complaint have been made. Members to decide on action to be
taken.

i) Clerk or Proper Officer invited back to hear decision to be advised
when a decision will be made. This will be confirmed in writing
within seven working days.

3. Investigation

a) Complaints Committee will review details of the complaint and
invite the complainant to provide evidence relating to the matter if
appropriate.

b) Complaints Committee will interview complainant and other
involved parties, and will review evidence provided.

c) If the complaint is upheld, the Complaints Committee will decide
on action to be taken.

d) The Complaints Committee will instruct the Clerk to advise the
complainant of the outcome of the investigation in writing.
4. Conclusion of process

a) Any action to be taken resulting from the meeting or the
investigation will be implemented within one month of the
conclusion of the process.

This procedure was re-adopted without amendment by the Council at its
Annual Meeting on 6" May 2025 (minute ref 25/9)
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