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Complaints Procedure
(Ratified:  May 2026)


Bentley Parish Council is committed to providing a quality service for residents and members of the public who live, work and visit the parish. If you are dissatisfied with the council or a person or body acting on behalf of the council, this complaints procedure sets out how you may complain to the council and how we shall try to resolve your complaint in a timely, structured & courteous manner.

How to make a complaint
All formal complaints must be received in writing and made within one month’s notice of the matters which are subject to the complaint. At the outset, you must confirm if you would like the complaint to be treated confidential. The council will comply with its obligations under the Data Protection Act 1998 to safeguard against the unlawful disclosure of any personal data.
Complaints should be sent to:
Clerk
Bentley Parish Council
Bentley Memorial Hall
Hole Lane
Bentley
GU10 5NB
Or email to:  clerk@bentleyparishcouncil.gov.uk
Ms Emma Wadey – Clerk & Responsible Financial Officer
If your complaint concerns the Clerk, it should be sent to the Chairman. (Contact details can be found on the parish website.) www.bentleyparishcouncil.gov.uk

Receipt of the complaint
The Clerk shall acknowledge the complaint in writing within five working days of receipt and establish if the complainant would like choose the non-formal option first to resolve the complaint before pursuing the formal complaint stages stated below. This will also include contact details of who will be the dealing with the complaint.

Investigation the complaint
1. The council will investigate the facts of the complaint and collate relevant evidence.
2. The complainant shall be invited to attend a meeting where there would be an opportunity for the complainant to make verbal contribution (and bring along representation of their choice). The meeting will be confidential and closed to the public & members of the press.

3. Seven clear working days prior to the meeting, the complainant shall provide the council with copies of any documentation or other evidence regarding the complaint.
4. The council shall provide the complainant with copies of any documentation upon which they can use within five working days of the meeting.

Meeting with the complainant (if applicable)
5. The chairman should introduce everyone and explain how the meeting will proceed.
6. The complainant should outline the grounds for their complaint and answer any questions from the complaints committee or sub-committee.
7. The clerk (or if the complaint concerns them,) the complaint committee or sub-committee will have the opportunity to explain the council’s position and questions may be asked by the complainant.
8. The clerk, the complaints committee or sub-committee and the complainant will be offered the opportunity to summarise their respective positions.
9. The clerk or chairman will notify the complainant when a decision about the complaint is likely to be made.

After the complaint has been decided
The complainant will be notified in writing within seven working days of the meeting of whether or not it has upheld the complaint. The council will give reasons for its decision together with details of any action to be taken by the council if this is appropriate.
Emma Wadey
 Clerk & RFO for Bentley Parish Council
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