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Croughton Parish Council 

Complaints Policy 

1. Introduction 

Croughton Parish Council is committed to providing a high-quality service to residents. However, we 

acknowledge that occasionally things may go wrong. When this happens, we welcome feedback 

and complaints to help improve our operations and service delivery. 

This policy outlines how complaints against the Council will be handled in a fair, transparent, and 

timely manner. 

2. Scope of the Policy 

This policy applies to complaints about: 

• The administration and procedures of the Parish Council. 

• Decisions made by the Parish Council or its committees. 

• Actions or conduct of Parish Councillors or Council employees acting on behalf of the 

Council. 

This policy does not cover: 

• Complaints about individual Councillors (these should be referred to the Monitoring Officer at 

West Northamptonshire Council. 

• Financial irregularities (these should be referred to the Council’s external auditor). 

• Criminal activity (which should be referred to the police). 

• Employee grievances (which are dealt with through the Council’s internal HR policies). 

3. Making a Complaint 

Informal Complaints 

Complainants are encouraged to first raise their concern informally with the Clerk or relevant 

Councillor. Many issues can be resolved quickly at this stage. 

 

Formal Complaints 

If the issue is not resolved informally, a formal complaint should be submitted in writing to the Parish 

Clerk using the following methods: 

• Email: clerk@croughtonparishcouncil.gov.uk 

• Phone: 01869 819905 

• Post: Parish Clerk, Croughton Village Hall, Wheelers Rise, Croughton, NN13 5ND 

The written complaint should include: 

• The name and contact details of the complainant. 

• The nature of the complaint, including relevant dates and background. 

• What steps (if any) have been taken to resolve the issue. 

• What outcome is being sought. 

If the complaint concerns the Clerk, it should be sent to the Chair of the Council. 

 

4. Procedure for Handling Complaints 

a. The Clerk (or Chair, if the complaint is about the Clerk) will try to acknowledge receipt of the 

complaint within 5 working days. 
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b. An initial investigation will be undertaken by the Clerk or a designated Councillor(s), 

depending on the nature of the complaint. This may involve reviewing documents and 

speaking with relevant parties. 

c. A written response will be provided to the complainant within 20 working days of the 

outcome of the complaint. If more time is needed, the complainant will be informed in writing, 

with reasons and a revised timetable. 

d. If the complainant is not satisfied with the response, they may request a review by the full 

Parish Council, after which a final written decision will be issued. 

5. Confidentiality 

All complaints will be handled in confidence and in accordance with the Council’s obligations under 

the Data Protection Act and GDPR. Personal data will only be shared with those directly involved in 

resolving the complaint. 

6. Record Keeping 

The Clerk will maintain a record of all formal complaints, including: 

• The complainant’s name and contact details. 

• The nature of the complaint. 

• Action taken and outcomes. 

• Dates of correspondence and meetings. 

These records will be retained in accordance with the Council’s Document Retention Policy. 

7. Policy Review 

This policy will be reviewed every two years, or sooner if required by changes in legislation or 

guidance. 

 


