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FORMAL COMPLAINTS PROCEDURE – ADOPTED NOVEMBER 2015 
 
As with any organisation, from time to time, the Council may get things wrong, or you may 
feel that the Council hasn't acted in the correct manner. 
 
The vast majority of problems or complaints can be resolved quickly and informally - and 
Skipton Town Council would always prefer to deal with any matter in this manner, rather 
than take a more formal route. You should contact the office with details of any issue and 
they will refer your problem to the most appropriate staff member. 
 
If it proves not to be possible to resolve an issue informally, Skipton Town Council does have 
a formal Complaints Procedure which should be followed by both the complainant and the 
Council. 
 
The Formal Complaints Procedure is set out below: 
 
Complaints about Skipton Town Council are dealt with differently depending on the nature of 
the complaint.  Check the list below and decide which area your complaint falls into.  Then 
follow the procedure listed for that type of complaint. 
 
Types of complaint:  
 

 Service delivery 

 Financial irregularity 

 Procedural irregularity 

 Councillor Member conduct 

 Employee conduct 

 Town Council acting unfairly 
 
These complaints should be dealt with as follows.  
 
Service delivery   
 
In the first instance, complaints about the standard of service provided by Skipton Town 
Council should be directed to the Chief Officer at Skipton Town Council.   
 
If you are unhappy with the Chief Officer’s response you should ask for your complaint to be 
referred to the Council’s Complaints Panel. This is made up of three elected Members of the 
Council who will sit independently of the remainder of the Council to consider the 
complaint. You should explain on what basis you are not satisfied with the response from the 
Chief Officer. The panel will notify you of its decision. 
 
If you remain unhappy with the Panel’s decision you should ask for your complaint to be 
referred to Full Council. The complaint will then be heard by all Members of the Council, 
except those who sat on the Complaints Panel. You should explain in detail on what basis 
you are not satisfied with the decision of the Panel. 
 
The decision of Full Council is final. 
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Financial irregularity 
 
In the first instance, complaints about any financial irregularity should be directed to the 
Chief Officer at Skipton Town Council.   
 
If you are unhappy with the Chief Officer’s response you should ask for your complaint to be 
referred to the Council’s Complaints Panel. This is made up of three elected Members of the 
Council who will sit independently of the remainder of the Council to consider the 
complaint. You should explain on what basis you are not satisfied with the response from the 
Chief Officer. The panel will notify you of its decision. 
 
If you remain unhappy with the Panel’s decision you should ask for your complaint to be 
referred to Full Council. The complaint will then be heard by all Members of the Council, 
except those who sat on the Complaints Panel. You should explain in detail on what basis 
you are not satisfied with the decision of the Panel. 
 
The decision of Full Council is final, but if you remain unhappy you may wish to contact the 
Council’s Internal Auditors (Windle & Bowker). Duke House, Duke Street, Skipton, North 
Yorkshire BD23 2HQ for advice. 
 
Procedural irregularity 
 
In the first instance, complaints about any procedural irregularity should be directed to the 
Chief Officer at Skipton Town Council.   
 
If you are unhappy with the Chief Officer’s response you should ask for your complaint to be 
referred to the Council’s Complaints Panel. This is made up of three elected Members of the 
Council who will sit independently of the remainder of the Council to consider the 
complaint. You should explain on what basis you are not satisfied with the response from the 
Chief Officer. The panel will notify you of its decision. 
 
If you remain unhappy with the Panel’s decision you should ask for your complaint to be 
referred to Full Council. The complaint will then be heard by all Members of the Council, 
except those who sat on the Complaints Panel. You should explain in detail on what basis 
you are not satisfied with the decision of the Panel. 
 
The decision of Full Council is final. 
 
 
Council Member conduct 
 
Complaints about the conduct of individual Town Councillors should be addressed to the 
Monitoring Officer at Craven District Council who will refer the matter to the Standards 
Committee – an independent group of Councillors and other appointed officers and advisors 
formally tasked with reviewing Councillor conduct across local government locally. 
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Employee conduct 
 
In the first instance, complaints about the conduct of Skipton Town Council employees 
should be directed to the Chief Officer at Skipton Town Council.   
 
If you are unhappy with the Chief Officer’s response you should ask for your complaint to be 
referred to the Council’s Complaints Panel. This is made up of three elected Members of the 
Council who will sit independently of the remainder of the Council to consider the 
complaint. You should explain on what basis you are not satisfied with the response from the 
Chief Officer. The panel will notify you of its decision. 
 
If you remain unhappy with the Panel’s decision you should ask for your complaint to be 
referred to Full Council. The complaint will then be heard by all Members of the Council, 
except those who sat on the Complaints Panel. You should explain in detail on what basis 
you are not satisfied with the decision of the Panel. 
 
The decision of Full Council is final. 
 
 
The Town Council acting unfairly 
 
In the first instance, complaints about the standard of service provided by Skipton Town 
Council should be directed to the Chief Officer at Skipton Town Council.   
 
If you are unhappy with the Chief Officer’s response you should ask for your complaint to be 
referred to the Council’s Complaints Panel. This is made up of three elected Members of the 
Council who will sit independently of the remainder of the Council to consider the 
complaint. You should explain on what basis you are not satisfied with the response from the 
Chief Officer. The panel will notify you of its decision. 
 
If you remain unhappy with the Panel’s decision you should ask for your complaint to be 
referred to Full Council. The complaint will then be heard by all Members of the Council, 
except those who sat on the Complaints Panel. You should explain in detail on what basis 
you are not satisfied with the decision of the Panel. 
 
The decision of Full Council is final. 
 
Other complaints 
 
If your complaint is not covered by any of the above, you should contact the Council’s Chief 
Officer, in the first instance, for guidance on how you can proceed. 
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NOTES: 
 
Town and Parish Councils do NOT come under the jurisdiction of the Local Government 
Ombudsman except in some very specific circumstances where the Council is providing 
statutory services on behalf of a principal authority (i.e a District or County Council). The 
Town Council’s Chief Officer will advise you whether such a circumstance applies. 
 
If you feel the Town Council, one or more of its Councillors, or one or more of its employees, 
has specifically broken the law, you should contact the Police immediately. 
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