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Complaints Procedure Flowchart 
 

Complaint received 
by 

Monitoring Officer 

Complaint considered by 
Monitoring Officer in 
consultation with the 
Independent Person 

Monitoring Officer acknowledges 
complaint usually within 5 working 
days 

Complaint 
rejected with 

reasons 

Informal Resolution 
(Mediation, apology etc) 

in consultation with 
Independent Person 

Potentially criminal 
conduct/breach of 
other regulations 

Refer for Investigation 
Investigating Officer to report on: 
•Agreed facts; 
•Facts not agreed and corresponding 
conflicting evidence 

Complaint referred to 
Committee or Informal 

Resolution in 
consultation with 

Independent Person 

Committee to arbitrate on facts and 
conclude whether a breach of the Code of 
Conduct has occurred. 
 
Any decision is made in consultation with 
the Independent Person 

In consultation with Independent 
Person: 

• No Further Action 
• Information Resolution 
• Formal Decision/Action 

Preliminary tests: 
•Acting in capacity as a Member? 
•In Office at time of alleged misconduct? 
•Very minor or trivial matter? 
•Vexatious or malicious? 
•Historical? 
•Potential breach of the Code? 
•What to do with it? 
•Assessment of public interest? 
•Decision usually within 28 working days of 
receipt 
•Or seek additional information as required 
prior to making a decision 
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Assessment Criteria  
 
 
Step 1 
 

Does the complaint meet the following tests? 
 
• It is a complaint against one or more Member of TBC/Parish 
  

 
• The named Member was in office at the time of the alleged 

conduct and the Code of Conduct was in force at the time 
 
 
• The complaint if proven would be a breach of the Code under 

which the Member was operating at the time of the alleged 
misconduct 

 
 
• Was the named Councillor acting in his/her Office as a 

Councillor at the time of the allegation 
 
If no to any of above, the complaint cannot be investigated and complainant 
must be advised that no further action can be taken. 
 
 

Step 2 
 

If all above tests met, the complaint must be assessed against the following: 
 
1. Information about the complaint 
 

Consideration will be given to whether the complainant has 
submitted sufficient information to make a decision as to whether 
a complaint should be referred for investigation or other action.  
Where insufficient information has been provided no further 
action will be taken on the complaint unless or until further 
information is received. 
 
 

2. Where a subject Member is no longer a Member of the Authority 
 

Consideration will be given to whether the complaint is about 
someone who is no longer a Member of the Authority but is a 
Member of another Authority.  If so, the complaint will be 
referred to the other Authority for consideration. 
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3. Previous complaints or investigations 
 

Consideration will be given to whether the matter of a complaint 
has already been subject to previous investigation or other action 
under the Conduct regime or by any other Regulatory authorities.  
If there has been a previous investigation or other action in 
relation to this particular matter, which would result in nothing 
more to be gained, the complainant will be advised that no 
further action will be taken on this complaint. 
 
 

4. When the complaint took place 
 

Consideration will be given to the period of time that has passed 
since the alleged conduct occurred and whether there would be 
any benefit in taking action now.  If the time which has elapsed 
since the alleged conduct has occurred is significant so that there 
is no benefit in taking action now, the complainant will be advised 
that in the circumstances further action was not warranted. 
 

5. The nature of the complaint 
 

Consideration will be given to whether the complaint is sufficiently 
serious to warrant further action.  If the complaint is not 
sufficiently serious to warrant further action, the complainant will 
be advised accordingly. 
 

6. Reason for making the complaint 
 

Consideration will be given to whether the complaint is simply 
malicious, politically motivated or tit-for-tat and in the light of the 
nature of the complaint, whether further action is warranted.  If 
the matter appears insufficiently serious, following this 
assessment, the complainant will be advised that no further 
action is warranted. 
 

7. Anonymous complaints 
 

Consideration will only be given to referring anonymous 
complaints for investigation or some other action where the 
complaint includes documentary or photographic evidence which 
indicates an exceptionally serious or significant matter. 
 
 

8. Local Resolution  
 

Is the matter capable of being resolved locally.      


