· Clerk and Complainant to be offered the opportunity of 

last word, in this order;

· Clerk and Complainant to be asked to leave the room while members decide whether or not grounds for the complaint have been made (Both parties to be invited back if a point of clarification required);

· Clerk and Complainant to return to hear the decision or to be advised when the decision will be made.

After the Meeting the decision will be confirmed in writing within seven working days together with details of any action to be taken.

This will be the end of the internal complaints procedure.
If relevant the Complainant will be advised of his or her rights to take this further with the Local Government Standards Board, Audit Commission or Monitoring Officer for the District as appropriate.
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Procedure Adopted by Exmouth Town Council on 10th November 2003

EXMOUTH TOWN COUNCIL

COMPLAINTS PROCEDURE
ISSUES

Comments from the public on issues which they are not necessarily happy with will not be treated as a complaint.

REGISTRATION OF COMPLAINT

A complaint will be registered when the person actually states verbally or in writing that they wish to make the matter they are raising the subject of an official complaint.

COMPLAINT TO BE IN WRITING

A form designed for the purpose will be provided to the Complainant to complete and return to the Town Clerk

AKCNOWLEDGEMENT

A written acknowledgement will be sent within 3 working days advising when a detailed reply can be expected.

RESPONSE

The Town Clerk will write a detailed response within 28 working days unless he/she considers this requires to be submitted externally to the Monitoring Officer if a complaint is about the actions of a member or members.  In which case he/she will advise the Complainant of the steps to be taken.

APPEAL

If the applicant is unhappy with the response he/she may appeal for the matter to be considered further by the Council’s Complaints Panel.  

COMPOSITION OF PANEL

The Appeals Panel should comprise Chairman of Council, Chairman of General Purposes Committee and an independent Town Councillor.

APPEALS PANEL PROCESS

The Panel will then consider the complaint and decide on the response to be provided.  The process to be followed will be as follows: -

· The Complainant will be invited to the relevant meeting and bring with them such representatives as they wish;

· 7 clear days prior to the meeting, the Complainant shall provide the Council with copies of any documentation or other evidence, which they wish to refer to at the meeting.  The Council shall similarly provide the Complainant with copies of any documentation upon which they wish to rely at the meeting;

· The Panel shall consider whether the circumstances of the meeting warrant the exclusion of the public and press;

· Any decision on a complaint shall be announced at the next appropriate Council meeting in public.

Procedure to be followed at Appeals Panel: 

· The Chairman to introduce everyone;

· Chairman to explain procedure;

· Complainant or representative to outline grounds 

for complaint;

· Members to ask any questions of the Complainant;

· If relevant, Clerk to explain Council’s position;

· Members to ask any question of the Clerk;

