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Complaints Procedure 

1 Introduction 

1.1 Lyndhurst Parish Council aims to provide the best possible service with residents at 
the heart of everything we do.  We take all complaints seriously and do our best to 
learn from them.  

1.2 We will investigate complaints in a fair and proportionate way. Handling of 
complaints is undertaken with the strictest confidence. Making a complaint about us 
does not mean you will be treated differently to any other resident in the future. You 
will be treated politely and with respect.  

1.3 This complaints procedure applies to complaints about our administration and 
procedures, including complaints about how our staff have dealt with your concerns.  

2 Definitions  

2.1 Complaint:  

A complaint is an expression of dissatisfaction or disquiet with the quality of a service 
or with a failure to provide a previously agreed service, or with the attitude or 
behaviour of a member of staff or councillor. 

2.2 Comment:  

A comment is a general statement about policies, practices, or a service, which have 
an impact on everyone and not just one individual. A comment can be positive or 
negative in nature. Comments may question policies and practices, make suggestions 
for new services or for improving existing services.  

2.3 Compliment:  

An expression of praise. It is a positive statement about a service provided by or on 
behalf of the Council, or about the helpfulness, attitude, or approach of a member of 
staff.  

3 Time limit for making a complaint  

3.1 The Council’s aim is to put things right if they go wrong as quickly as possible, so it is 
important to recognise there is a six-month time limit (from the date of the incident 
giving cause for the complaint) for making a complaint.  However, the time limit may 
be extended if it is still possible to consider the complaint effectively and efficiently 
or if there are other circumstances which may enable resolution of the complaint. 
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4 Confidentiality  

4.1 The Council will take care to maintain confidentiality where circumstances demand, 
e.g. where matters concern sensitive information or where third parties are 
concerned.   

4.2 The name, address and other details of any complainant will remain confidential and 
shared only with those investigating any complaint. The Council will not disclose 
details to any party outside of the Council without the consent of the complainant. 

5 Complaints not covered by this procedure 

5.1 This complaints procedure does not apply to complaints: 

▪ by one council employee against another council employee or by a council 
employee and the council as employer. These matters are dealt with under the 
Council's disciplinary and grievance procedures. 

▪ against councillors.  Any complaint that a councillor may have breached the 
adopted code should be referred to New Forest District Council’s Monitoring’s 
Officer, who is responsible for investigating and deciding code of conduct 
complaints relating to parish councillors in our area. 

6 Other avenues to raise issues 

6.1 The best time for influencing Council decision-making is by raising concerns before 
the Council debates and votes on a matter. You may do this by writing to the Council 
in advance of the meeting at which the item is to be discussed or by simply coming to 
the meeting in person. There is always an opportunity to raise your concerns in 
Council meetings. If you are unhappy with a Council decision, you may raise your 
concerns with the Council.  

7 How to Initiate a Complaint 

7.1 Verbal complaint 

▪ Initial complaints should be made verbally, in person, or by telephone, to the 
Clerk of the Council on 02380 284928. 

▪ This type of complaint is most appropriate for some minor matter such as the 
need for repair to property owned or operated by the council, a faulty street 
light, or play equipment etc. 

▪ A verbal complaint will normally be dealt with directly by the Clerk, or their 
nominated representative, without any need for a response. 

▪ You may make a complaint to a councillor if you wish, although a councillor has 
no authority to act as an individual and must refer the matter to the Clerk. 

7.2 Written complaint 

▪ Should you need to register a written complaint where a verbal complaint has 
failed, or the matter is more complex, you will be asked to complete a copy of 
the Council’s complaints form and complete this with any information you wish 
to provide to support your complaint. 
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7.3 A complaints form can be obtained from, and should be returned to Lyndhurst Parish 
Council, Lyndhurst Community Centre, main Car Park, High Street, Lyndhurst, SO43 
7NY. 

7.4 This should be addressed to the Clerk, unless the complaint concerns the Clerk. In this 
instance, the complaint should be sealed and addressed to the Chair of the Council 
and clearly marked “Council Chair - Private and Confidential”. 

7.5 Ordinarily, written complaints of matters of a serious nature will be recorded in the 
Council’s minutes, once they are resolved. However, certain sensitive issues, and 
certain personnel issues, may be legislatively exempt from publication. 

7.6 You may, of course, also initiate a written complaint by letter or email, but the 
Council may ask you to subsequently complete our complaints form in order to keep 
a consistent record of communications of complaints. 

7.7 Please note that before making a formal written complaint, it is advisable to 
contact us to ensure that the council is, indeed, the “Responsible Body” to handle 
your particular complaint. 

7.8 The way in which a complaint is handled is then also dependent on the nature and 
specifics of each case. The table below summarises how different types of written 
complaint may be handled by the council. 

Nature of the 
Complaint 

How to complain To whom you 
should complain 

Who will deal with 
your complaint 

Council 
• Processes 
• Procedures 
• Services 

The Clerk will 

provide you with a 

Complaints Form. 

Complete the form 
and add any other 
relevant evidence 
to support your 
complaint. 

The Clerk You will receive a 
written reply from 
the Clerk. If the 
matter has been 
debated by the 
Council at a Council 
meeting, the 
response will be 
based on the 
decision of the 
Council. 

Financial 
irregularity 

The Clerk will 

provide you with a 

Complaints Form. 

Complete the form 
and add any other 
relevant evidence 
to support your 
complaint. 

The Clerk/ 
Responsible 
Financial Officer of 
the Council. 

The 

Clerk/Responsible 

Financial Officer of 

the council will 

provide an 

explanation. 

If you are not 
satisfied you can 
report the matter to 
the External Auditor. 

Conduct of an 
employee 

The Clerk will 

provide you with a 

Complaints Form. 

The Clerk, unless 

the complaint is 

about the Clerk. 

The complaint may 

be resolved or 

escalated and be 

treated as an 
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Nature of the 
Complaint 

How to complain To whom you 
should complain 

Who will deal with 
your complaint 

Complete the form 
and add any other 
relevant evidence 
to support your 
complaint. 

If this is the case 
the complaint 
should be sent to 
the Chair, it should 
be sealed and 
marked private and 
confidential. 

internal disciplinary 

matter to be dealt 

with under the 

Council’s employee 

disciplinary 

procedure. 

In the event that the 
matter escalates, the 
Council will provide 
a copy of the 
disciplinary 
procedure on 
request. 

Criminal activity In writing, 

including any 

relevant evidence 

to support your 

concern. 

The Police. The Police. 

Depending on 

severity the matter 

may go to court. 

Conduct of a 
councillor 

This type of 

complaint needs to 

be referred to New 

Forest District 

Council as the 

principal authority.  

The Parish Council 

cannot investigate 

the conduct of one 

of its own 

members. 

The Monitoring 
Officer at New 
Forest District 
Council 

 

The Monitoring 

Officer. 

Matters may be 

lengthy if an 

investigation is 

undertaken. 

8 Formal complaints 

8.1 If the complaint is about our procedures or administration, we have a three-stage 
process. The process has been designed to ensure each complaint is dealt with as 
efficiently and satisfactorily as possible. 

8.2 Complainants will be asked to complete the Complaints Form (Appendix 1) 

8.3 The three-stage process is outlined below:  

8.4 Stage 1:  

▪ Your complaint will initially be dealt with by the Parish Clerk who will 
acknowledge your complaint within five working days. You may log your 
complaint by writing to the Clerk or emailing clerk@lyndhurst-pc.gov.uk. 

▪ The Parish Clerk will investigate each complaint and may ask for further 
information as necessary from you and/or from councillors or staff. 

mailto:clerk@lyndhurst-pc.gov.uk
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▪ The Parish Clerk will try to resolve your complaint within ten working days.  If 
this is not possible, the Parish Clerk will provide an estimate how long the 
investigation is likely to last.  

8.5 Stage 2:  

▪ If you are not satisfied with the decision of the Parish Clerk or if your complaint 
concerns the Parish Clerk, you may make your complaint directly to the Chair 
of the Council. 

▪ The Chair will normally acknowledge your complaint within five working days. 

▪ The Chair of the Council will investigate each complaint and may ask for further 
information as necessary from you and/or from councillors or staff.  

▪ At Stage 2 we aim to complete the investigation process within 20 working 
days from the date the statement of complaint is received. 

▪ More complex complaints may take longer. The Chair will let you know if we 
need longer to respond. 

8.6 Stage 3:  

▪ If you are still not satisfied with the response from the outcome at Stage 2, you 
should contact The Chair of the Council who will arrange for the complaint to 
be dealt with by a panel of three members drawn from the Council. 

▪ Any member involved at Stage 2 may not participate as a panel member. 

▪ The complainant will be invited to attend a meeting and to submit copies (at 
least 7 clear working days in advance) of any correspondence or details of 
which they wish the panel to be informed.  The complainant may be 
accompanied by one other person at the meeting if they wish. 

▪ The Council will provide the complainant with copies of any documentation 
which it wishes to rely on at the meeting (at least 7 clear working days in 
advance of the meeting). 

▪ The panel may not be able to reach a decision at this meeting as more 
information may be required to make a fully informed decision. If this is the 
case, the complainant will be so advised, along with details of how the matter 
will be further considered and the timescale. 

▪ The decision of the committee will be confirmed in writing to the complainant 
within seven working days of the decision being reached. 

▪ Stage 3 completes the Parish Council’s Complaints Procedure. 

8.7 Every effort will be made to resolve complaints without undue delay. This Complaints 
Procedure is designed to put things right if something has net been done correctly, 
and if that’s not possible, we will explain why.  

9 What to do if you are still not satisfied  

9.1  We hope that we can satisfactorily resolve your complaint. However, if you are 
unhappy with the action we have taken, you can contact the following organisations:  

▪ The Monitoring Officer, New Forest District Council, Appletree Court, Lyndhurst 
SO43 7PA.  
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▪ For complaints that were related to financial matters where you think we have 

acted illegally or improperly you may contact our External Auditor, PKF Littlejohn, 1 

Westferry Circus, London E14 4HD. 

▪ For complaints about information you have requested under the Freedom of 
Information Act 2000 or Data Protection Act 2018 you may contact the 
Information Commissioner For more information visit www.ico.org.uk or call 
0303 1231113. 

10 Persistent, Unreasonable and Vexatious Complaints   

10.1 In a minority of cases people can pursue their complaints in a way which impedes 
looking into a complaint, has significant resource issues for the Council or is 
unreasonable. This Council defines persistent or unreasonable complainant as “those 
who, because of the frequency or nature of their contacts with the Council, 
unreasonably hinder the work of the Council”. 

10.2 To differentiate between complainants who pursue their complaints with vigour and 
those who act unreasonably, examples of what could be defined as unreasonable are: 

▪ Refusing to specify the complaint despite offers of help;  

▪ Refusing to cooperate with the investigation while expecting the complaint to 
be resolved;   

▪ Making groundless complaints about employees;  

▪ Adopting a “scattergun” approach i.e., submitting a complaint to a number of 
different people at the Council or pursuing a complaint with the council and 
asking others to do the same (e.g., MPs, Police);  

▪ Making excessive demands on the time of employees;  

▪ Recording conversations with officers without prior knowledge;  

▪ Submitting repeat complaints on the same topic after the complaints process 
has been completed;  

▪ Refusing to accept the decision and repeatedly arguing the point;  

▪ Pursuing unreasonable complaints that provide no, or inadequate, details to 
substantiate the allegation of wrong doing/effort on the part of the Council. 

10.3 All complaints will be considered thoroughly and fully. However, if a complainant is 
felt to be acting unreasonably the employee should seek confirmation from the Clerk 
(or Chair of the Council if the complaint is about the Clerk) that the complainant can 
be regarded as persistent or unreasonable in accordance with this policy. The 
following procedure will then be followed. 

10.4 Where a complaint has been dealt with: 

▪ The Clerk or Chair of the Council will write to the complainant explaining why 
the decision has been taken and stating no further correspondence will be 
undertaken on the complaint or the issues they have raised.  

▪ A copy of this procedure will be enclosed. 

10.5 Where the investigate-on is ongoing: 

http://www.ico.org.uk/
http://www.ico.org.uk/
http://www.ico.org.uk/
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▪ The Clerk or Chair of the Council will write to the complainant explaining why 
the decision has been taken and will either:   

▪ State that future contact (phone, email, letter etc) will be directed only to the 
Clerk (or Chair of the Council); or explain that contact with officers will be 
limited to once a week or other appropriate timescale: or  

▪ Require any personal contacts to be in the presence of named witnesses; or  

▪ State no further complaints on the same matter will be registered until the 
present complaint has been determined; or  

▪ State that investigation has been terminated.   

10.6 The above list is not exhaustive, and decision will be made on the appropriate way 
forward by the Clerk in consultation with the Chair of the Council. 

10.7 Any restrictions imposed under the above procedures will be kept under review and 
be removed if the need for them no longer exists.  
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Appendix 1: Complaints Form 

 

 

 

Lyndhurst Parish Council Complaints Form  
Lyndhurst Parish Council  

Lyndhurst Community Centre, Main Car Park 

High Street, Lyndhurst, SO43 7DQ 

  

Date    

Name    

Address  
  
  
  
  

  

Postcode    

Daytime phone number    

Evening phone number    

Nature of Complaint – please give details of:  

1. What you wish to 
complain about to 
the Parish Council?  

  
  
  
  
  
  
  

2. When and where 
the situation took 
place?  
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3. The names and, if 
possible contact 
details of any others 
involved?  

  
  
  
  
  
  
  
  
  

4. In your opinion, 
what action or 
decision would 
resolve the matter?  

  
  
  
  
  
  
  
  
  
  

Additional Information 
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

  
Signed:   
  

  

To register a complaint please complete, sign and return this form with any other information 
you wish to provide to support your complaint to Lyndhurst Parish Council 


