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Introduction
Community Councils should aim to represent all people in the area without prejudice
and be non-party political and non-sectarian. Any person 16 years or over and resident in the Community Council area, can be nominated to join their local Community
Council.
Community Councils are regularly consulted by the local authority and public bodies
on a wide range of issues which affect their area, such as planning, environment and
health. All Community Council meetings are open to the public.
More Information on Community Councils can be found at:
http://www.aberdeencity.gov.uk/council_government/councillors/community_councils
/elr_community_councils.asp
From time to time, complaints may be made about Community Councils and individually against Community Councillors.
Community Councils should adhere to the Code of Conduct as detailed in the Aberdeen City Council Scheme of Establishment for Community Councils.
If you are dissatisfied or have concerns about a standard of service, actions or lack
of action provided by your Community Council or one or more of its members, these
can be reported through the Community Council Complaints Procedure.
Please note that Aberdeen City Council have a separate Complaints Handling Procedure to record and manage complaints by members of the public in relation to
Council Services and/or Officers of the Council and this should not be confused with
the Community Council Complaints Procedure. You can find information relating to
complaints by going to https://www.aberdeencity.gov.uk/index.php/services/haveyour-say/make-complaint
This Procedure is for making complaints against Community Councils or its members and can be used by members of the public, Community Councillors or elected
members.
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What is a Community Council complaint?
A Community Council complaint is an expression of dissatisfaction or concern relating to the actions of a Community Council or its members. This may be about the
conduct, standard of service, actions or lack of action by a Community Council or its
members.
Who can complain?
Anyone who is affected by a Community Council can make a complaint. Sometimes
you may be unable or reluctant to make a complaint on your own. We will accept
complaints brought by third parties as long as you have given personal consent.
If you are under 16 and wish to complain, you may contact us yourself or if you
would prefer, you can ask a trusted adult such as a parent, older sibling or a guardian to contact us for you.
If you believe yourself to be a vulnerable adult, you may contact us directly or if you
would prefer, you can ask someone you trust to contact us on your behalf.
Anonymous Complaints will not be accepted.
What can I complain about?
You can complain about things such as:
• Treatment by, or attitude of, a Community Councillor when dealing with a
Community Council issue;
• Breaches to the Aberdeen City Council Scheme for the Establishment of
Community Councils;
• Financial irregularities or fraud;
• Breaches in confidentiality;
• Misuse of social media, email or letters for the purpose of personal and/or financial gain; or
• Bringing the Community Council into disrepute.
What can’t I complain about?
There are some things Community Councils can’t deal with, these being:
• Decisions of Aberdeen City Council;
• Complaints regarding Aberdeen City Council services or officers
• A request for compensation on a decision the Community Council has made
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How do I complain?
You can complain by email or in writing to the Secretary of the Community Council or
in person to the Chairperson of the Community Council.
If the complaint relates to the Secretary then contact the Chairperson and vice versa.
If you feel that it is not appropriate for the Community Council to deal with the complaint, you can contact the Community Council Liaison Officer for Aberdeen City
Council for guidance on how to proceed.
Community Council Contact

Aberdeen City Council Contact

As the secretaries may change, the most up
to date contact information can be found on
the website at:

Community Council Liaison Officer,
Aberdeen City Council,
Corporate Governance,
Town House, Broad Street
Aberdeen, AB10 1AQ

http://www.aberdeencity.gov.uk/council_gov
ernment/councillors/community_councils/elr_co
mmunity_councils.asp

Communitycouncils@aberdeencity.gov.uk
01224 522723

When complaining, please provide the following information:
• Your full name, address and email address (if applicable)
• As much detail as you can about the complaint
• How you would like us to resolve the issue
How long do I have to make a complaint?
You must make your complaint within 6 months of the incident you want to complain
about.
It is expected that most complaints will be submitted immediately or within two to
three months from the date of the incident. In exceptional circumstances, we may be
able to accept a complaint after the time limit. If you feel that the six month time limit
should not apply to your complaint, please tell us why by contacting us.
What happens when I have complained?
Our complaint procedure provides two opportunities to resolve complaints:
Stage 1 – Frontline Resolution
Stage 2 – Investigation by Panel
These have been outlined below.
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Stage 1 – Frontline Resolution
We aim to resolve complaints quickly by the Community Council. This could mean
an explanation or where appropriate an apology if something has clearly gone
wrong. In such circumstances, steps will be taken to prevent such a problem reoccurring.
Process
1.

The complaint should be made in writing to the Secretary of the Community
Council or in person to the Chairperson.

2.

The Secretary will pass the complaint to the Chairperson, or another appropriate officer bearer (if the complaint relates to the Chairperson).

3.

The Chairperson will determine whether to uphold or not uphold the complaint
and send a response to the complainant within five working days.

4.

Where the Chairperson determines that the complaint is not upheld the matter
will be noted and no further action will be taken other than providing a response to the complainant.

5.

Where the Chairperson determines that the complaint is upheld, appropriate
action will be taken to address and resolve the complaint. This could be an
explanation of the circumstances or where appropriate an apology or referral
to stage 2.

6.

If your complaint is more complex and requires a more detailed investigation it
will be escalated to stage 2 of the complaints process. If we do this, we will
notify you within five working days.

7.

If you are unhappy with the frontline resolution response you can ask us to
consider your complaint at stage 2 by contacting the Community Council or
the Community Council Liaison Officer.
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Stage 2 – Investigation by Panel
Stage 2 deals with two types of complaints:
• those that have not been resolved at frontline resolution; and
• those that are complex and require a detailed investigation from the outset.
Stage 2 investigations will be referred to a Panel of Community Councillors from
within the pool of members. The Panel will consist of five members who will have
been trained in basic mediation and conflict resolution.
Process
1.

The Panel Chair will acknowledge receipt of the complaint in writing within five
working days.

2.

On receipt of all paperwork in relation to the complaint, the Panel will determine whether further interviews are required or if a decision can be made using the information before them.

If Further Information is Required
1. The Panel will arrange to meet with you to discuss your concerns and to review any evidence provided. Questions at this time shall be for clarification
purposes and notes will be taken by the Panel Members.
2. Where the subject of the complaint relates to a Community Council’s actions
or decisions, the Panel will meet with the Office Bearers of the Community
Council to discuss the complaint and to give them the opportunity to put forward their position and to answer any questions.
3. Where the subject of the complaint relates to the behaviour of a Community
Councillor, the Panel will meet with the individual concerned to explain the nature of the complaint and to seek their position in relation to the complaint.
Outcome
1.

We will provide you with a full written response detailing the final outcome of
the complaint as soon as possible but within 30 days, unless we have contacted you to advise that your complaint will take longer to resolve.

2.

The decision by the panel will be the final decision in respect of your complaint. If you require further clarification then you can contact the Chair of the
Panel via the Community Council Liaison Officer.
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Permitted Sanctions
The Panel can make the following decisions:
1.

Where the complaint is in relation to a Community Council:
• Guidance given in relation to the issue
• Mentoring offered, where appropriate
• Training given, where appropriate
• Censure of behaviour and a written warning to behave in accordance with
the Code of Conduct contained in the Scheme for the Establishment of
Community Councils.

2.

Where the complaint is in relation to a Community Councillor’s behaviour or
actions:
• Training given, where appropriate
• Suspension from Community Council meetings and activities for a period
of time to be agreed by the majority of the Panel
• Censure of behaviour and a written warning to behave in accordance with
the Code of Conduct contained in the Scheme for the Establishment of
Community Councils
In serious cases only:
• Request by the majority of the Panel that the Community Councillor resign
from the Community Council
• To remove the Community Councillor with immediate effect only by unanimous decision of the Panel.
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Quick Guide to our Complaints Procedure
Complaints Procedure
• You can complain in writing or by email to the Secretary of Community Council or in person to the Chairperson;
• We have a two stage complaints procedure – Frontline Resolution and Investigation by Panel. We will try to deal with your complaint quickly but if it’s clear
the matter will require a detailed investigation and it will take longer we will notify you of progress.
Stage 1 - Frontline Resolution
• We will always try to resolve your complaint as soon as possible (within five
working days);
• If you are unhappy with the frontline resolution response, you can ask us to
consider your complaint at stage 2;
• We will determine whether to uphold or not uphold your complaint.
Stage 2 - Investigation by Panel
• We will acknowledge your complaint within five working days;
• We will consider complex complaints;
• We will consider complaints where you are unhappy with the frontline resolution response;
• We will determine whether to uphold or not upload your complaint;
• We will give you our decision in writing within 30 working days unless we have
notified you that your complaint will take longer to resolve.
Further Advice
If after receiving your final decision at Stage 2, you are still dissatisfied or require
further clarification you can seek further guidance from the Panel Chair via the
Community Council Liaison Officer.
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