The Highland Council Community Council Complaints Example Procedure
1. Complaints to XXXXXXXXXXXXXX Community Council must be in writing outlining the nature of complaint – this can be by letter or email to the Secretary or Chair of the Community Council. 

1. The Secretary will pass the complaint to the Chairperson, or, if the complaint relates to the Chairperson, another appropriate officer bearer or Member of the Community Council.

1. Complaints will be acknowledged within 7 days of being received where possible and the complainant advised how, when and where they can expect their complaint to be considered and responded to.

1. For a procedural type complaint, (for example, breaches to the Highland Council Scheme of Establishment of Community Councils) the Chairperson or appointed person/s will investigate and recommend to the Community Council whether to uphold or not uphold the complaint and send a response to the complainant within a recommended timescale of 10 days of the decision having been made. If the complaint is upheld appropriate action will be taken. This will include an apology and explanation if appropriate.  In such circumstances, the Community Council will identify any steps will be taken to prevent such a problem reoccurring. In this case all members of the Community Council will be updated at the next meeting and an item will be added to the agenda to note the position.

1. Where the Chairperson or appointed person/s determines that the complaint is not upheld the matter will be noted and no further action will be taken other than providing a written/email response to the complainant. This response should outline that if the complainant remains dissatisfied with the response provided. they have the right to refer their complaint to The Highland Council (through the Ward Manager for your area) who will consider whether to review the matter further and/or provide support and guidance to the complainant and the Community Council. In this case all members of the Community Council will be updated at the next meeting and an item will be added to the agenda to note this.

1. [bookmark: _GoBack]If the complaint is more complex and requires a more detailed investigation a longer time may be required. In this case the complainant will be advised of the timescale and the Chairperson or appointed person/s will undertake the required investigation (for example, the conduct of an individual Community Council Member).  The matter will also be reported to the next meeting of the Community Council for consideration by all members present. 

1. If appropriate, the terms of the complaint may be discussed in full and in public at the next scheduled meeting, when it would be expected that an appropriate resolution can be reached by the majority of Community Councillors present.

1. If it is deemed necessary to deal with a complaint at the next scheduled meeting and depending on the nature of the complaint and in accordance with 11.1 of the constitution and 1.1 and 9.1 of the standing orders, the Community Council may suspend standing orders and discuss the complaint in private. The minute of the Community Council must however note the reason for taking the item in private and the decision made. 

1. Once a decision is made the complainant will be notified in writing within   10 days of the meeting where the complaint was considered. The decision letter/email will advise the complainant of the outcome of the Community Council’s investigation and consideration of the complaint and how they might proceed if they remain dissatisfied with the outcome.




