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Thank you for taking the time to offer us feedback on our service.  We value the information you have provided which helps us continually improve our services.










How to Complain or offer Feedback on our Service 














Accountant of Court





Complaints: How to complain 








We wish to know about any concerns you may have with the administration of the Accountant of Court, the conduct of our staff, or our facilities.  Our aim is to resolve any problems or concerns you may have informally.  There are two stages to a complaint.  





Stage 1:  Write to, email or telephone the officer concerned.  They will either respond to you directly or arrange for a manager to reply.  If your complaint is directed to the Accountant of Court personally, she may nominate a senior officer to reply on her behalf.  





Stage 2:  If you are not satisfied that the complaint has been resolved or handled to your satisfaction, write to or email the Accountant of Court.  The Accountant of Court will review the original complaint and any responses issued to you, then reply to you personally. 





If you remain dissatisfied following a personal response from the Accountant of Court, you have a right to contact the � HYPERLINK "http://www.spso.org.uk/" ��Scottish Public Services Ombudsman�.  








All complaints are taken seriously, are dealt with impartially and in confidence.  For ease, we have provided a � HYPERLINK  \l "flowchart" ��flow chart� to explain our complaints handling system.  � HYPERLINK  \l "contactinfo" ��Full contact details� are available on page 4 of this document, including a feedback form.





Needing help to make a complaint?  We can accept a complaint made on your behalf so long as you have given the representative consent to complain on your behalf.  This could be a relative, friend or advocate. The � HYPERLINK "http://www.siaa.org.uk/" ��Scottish Independent Advocacy Alliance� is available to assist.











Our complaints policy











We aim to provide a full reply to any form of complaint within 5 working days unless there are exceptional circumstances.  In these instances, we will acknowledge receipt of the complaint within 2 working days and aim to provide a full reply within 10 working days.





If it is impractical for us to give you a full reply within these timescales, we will let you know, explain the circumstances and provide you with a revised timescale for completion.





Our reply will provide you with an explanation of events, will offer an apology for any omissions or error on our part and will explain what we will do to prevent, or minimise the possibility of, this happening again.





We will let you know where you can go next should you remain dissatisfied with our response.





If you have an open case with us, we will not retain details of your complaint on that file.





You will be provided with an opportunity to send us feedback on how you felt your complaint was handled. Feedback will be reviewed on a quarterly basis and suggestions implemented wherever possible.








Complaints Flow Chart





What is a complaint?  


Any expression of dissatisfaction about:


Our actions, or lack of action.


The standard of service provided by us or on our behalf.








Complaint received and receipted at the office of the Accountant of Court








Reply issued


 Complainant remains dissatisfied





Complaint Resolved





(





Was your reply personally signed by the Accountant of Court, Sandra McDonald?





Yes





No





Write to the � HYPERLINK  \l "Contactinfo" ��Accountant of Court� who will review the complaint and reply personally





Contact the � HYPERLINK "http://www.spso.org.uk/" ��Scottish Public Services Ombudsman�





Accountant of Court replies 





Complainant remains dissatisfied





Contact the � HYPERLINK "http://www.spso.org.uk/" ��Scottish Public Services Ombudsman�














You may not wish to complain but feel you can help us to improve our service by commenting on certain aspects, or by offering us a suggestion for how we can do things differently.  We are pleased to receive such comments and suggestions.  You can make comments and suggestions using the � HYPERLINK "http://www.publicguardian-scotland.gov.uk/docs/Customer%20Feedback%20Form%20OPG.pdf" ��feedback form� or � HYPERLINK  \l "Contactinfo" ��contact us� by email, telephone, post or fax.  





All feedback received is reviewed by the Accountant of Court’s management group and suggestions implemented where appropriate. 








Comments / Suggestions








Compliments














Many people are pleased with the high standard of service provided by the office of the Accountant of Court. We would like to hear from you if you have been satisfied with our service.  This helps us to recognise what is valued, what we are doing well and gives us a base to build upon. 





You can offer your compliments using the � HYPERLINK "http://www.publicguardian-scotland.gov.uk/docs/Customer%20Feedback%20Form%20OPG.pdf" ��Feedback Form� or � HYPERLINK  \l "Contactinfo" ��contact us� by email, telephone, post or fax.  











Contact Information





Accountant of Court Office


Hadrian House


Callendar Business Park


Callendar Road


Falkirk


FK1 1XR





LP-17 Falkirk


DX 550360 Falkirk 3





(:   � HYPERLINK "mailto:AccountantofCourt@scotcourts.gov.uk" �AccountantofCourt@scotcourts.gov.uk�


(:   01324 678300


Fax: 01324 678301





� HYPERLINK "http://www.publicguardian-scotland.gov.uk/docs/Customer%20Feedback%20Form%20OPG.pdf" ��Feedback form�





Website: http://www.scotcourts.gov.uk/the-courts/more/the-accountant-of-court








� HYPERLINK "http://www.siaa.org.uk/" ��Scottish Independent Advocacy Alliance�





(:	� HYPERLINK "mailto:enquiry@siaa.org.uk" �enquiry@siaa.org.uk�	


(:	0131 260 5380


Fax: 	0131 260 5381





Website: � HYPERLINK "http://www.siaa.org.uk/feed" ��siaa.org.uk�





� HYPERLINK "http://www.spso.org.uk/" ��The Scottish Public Services Ombudsman (SPSO)�


Freepost EH641


Edinburgh


EH3 0BT





(:  � HYPERLINK "mailto:ask@spso.org.uk" �ask@spso.org.uk�


(:  0800 377 7330





Website:  � HYPERLINK "http://www.spso.org.uk" �www.spso.org.uk�
















