OUR GOALS


This Customer Complaints Procedure has the following goals: -





To deal with complaints, fairly, efficiently and effectively;


To ensure that all such complaints are handled in a consistent manner throughout the organisation;


To increase customer satisfaction within the Shetland Islands Council;


To use this as a form of customer feedback in the planning of improvement of all services.





BASIC GUIDELINES


This procedure has been designed with you in mind.  We do not want anyone with a complaint to feel that they are a nuisance or an intrusion on normal business.  The procedure to be adopted is therefore easy to follow.





If you are not satisfied with any aspect of a Council service, please follow the stages listed below.





You may complain in writing, by phone or in person to the Council department concerned.  If we cannot deal with your complaint using the procedure set out in this leaflet, we shall tell you about other courses of action, which may be open to you.





Should your complaint involve allegations of misconduct against a Council employee or Member it is suggested that you ask to see a senior manager to make your complaint known in confidence.





HOW TO COMPLAIN - STAGE 1


The Council would like to sort out any complaint straight away wherever possible, so in the first instance, contact directly the department which deals with the service your complaint is about.  If you make contact in person or by phone, make a note of the name of the person you contact.  When contacted, the person you speak to will tell you what they will do to address the problem and make a note of this as well.





If you make the complaint in writing, in person or by phone and it is not resolved immediately, the person dealing with the matter will send you a written acknowledgement within 5 working days and let you know when you might expect a full reply.





We shall investigate your complaint and, if it is clear that we were at fault, we shall apologise and try to put things right as soon as possible.  Otherwise, we shall send you a written explanation.  If we can offer you any advice about other ways of pursuing the matter, we shall do so.





STAGE 2


We aim to settle all complaints to your satisfaction when they are first raised.





However, if you feel unhappy about the action taken to resolve your complaint under Stage 1, the Council has a procedure for investigating the matter further.





In this case please let us know that you wish to make a formal complaint.    The best way to do this and to ensure that we have all the necessary details is to fill in a Complaint Form available from the Chief Executive’s Office, Town Hall, Lerwick, (telephone (01595) 744511).  Alternatively you can simply write to us at the same address.





You should then send the form to the Chief Executive’s Office at the address shown on the form.    This will be acknowledged within 5 working days and shortly afterwards, within 15 working days, you will receive a full reply from the Executive Director/Head of Service responsible for the area of service to which your complaint refers.  If a full investigation cannot be completed within this time, you will be advised when you might expect a full reply.





If you need any assistance in completing the Complaint Form or want to know more about this procedure, please contact the Chief Executive’s Office on Lerwick 744511 or visit at the Town Hall, Lerwick and staff will be happy to assist.





STAGE 3


If you are still unhappy with the Council’s response, you can take things even further by writing to the Chief Executive at the Town Hall, Lerwick, setting out the reasons for your dissatisfaction and requesting that he look into the matter.  For certain services, this may also involve a statutory appeals procedure already in existence.





DO YOU REQUIRE MORE HELP?





Should you want a councillor or MP to help you with your complaint phone (01595) 744511 and we will tell you how to contact your local councillor or MP.


If you need information about this procedure phone (01595) 744511.


You can choose at any stage to take your complaint direct to the Scottish Public Services Ombudsman (SPSO).  This is an independent and impartial organisation which can investigate whether you have suffered injustice caused by misadministration.  However, before taking up your complaint the Ombudsman is likely to make sure that the Council has had a reasonable opportunity to resolve it first. Contact details are:


Scottish Public Services Ombudsman (SPSO)


4 Melville Street


Edinburgh


EH3 7NS





Tel: 0800 377 7330      Text: 0790 049 4372


Fax: 0800 377 7331     E-Mail: ask@spso.org.uk





	


CONTACT DETAILS





Chief Executive


Town Hall


Hillhead


Lerwick ZE1 0HB


Tel:  (01595) 744500


Fax: (01595) 744509


                                                   





EXECUTIVE SERVICES





Finance	Capital Programmes


Montfield, Burgh Road	Greenhead Base


Lerwick	Lerwick


ZE1 0TY 	ZE1 0PX


Tel:  (01595) 744681	Tel: (01595) 744140 


Fax: (01595) 744667	Fax: (01595) 744136


	


Legal &	Organisational 


Administration	Development


4 Market Street	32 Hillhead


Lerwick ZE1 0TY	Lerwick ZE1 0EJ


Tel:  (01595) 744550	Tel:  (01595) 744511


Fax: (01595) 744585	Fax: (01595) 744509


	





INFRASTRUCTURE SERVICES


Executive Director: Mr Gordon Greenhill





Environment & Building 	Planning


Services	Grantfield


Grantfield	Lerwick ZE1 0NT


Lerwick ZE1 0NT	Tel:  (01595) 744800


Tel:  (01595) 744800	Fax: (01595) 744804


Fax: (01595) 744804





Roads	Transport


Gremista	11 Hill Lane


Lerwick ZE1 0PX	Lerwick ZE1 0HA


Tel:  (01595) 744866	Tel:  (01595) 744868


Fax: (01595) 744859	Fax: (01595) 744503





EDUCATION AND SOCIAL CARE 


Executive Director: Ms Hazel Sutherland





Children’s Service	Community Care


Fort Road	Quendale House


Lerwick ZE1 0LW	Lerwick ZE1 0AN


Tel:  (01595) 744400	Tel:  (01595) 744400


Fax: (01595) 744436	Fax: (01595) 744436





Community Work	Housing


Hayfield House	6 North Ness 


Lerwick	Business Park


	Lerwick


ZE1 0QD	ZE1 0LZ


Tel:  (01595) 744004	Tel: (01595) 744360


Fax: (01595) 744056	Fax: (01595) 74439	


	


Schools Services	


Hayfield House	


Lerwick ZE1 0QD


Tel:  (01595) 744000


Fax: (01595) 692810





ECONOMIC	PORTS AND


DEVELOPMENT	HARBOURS


Head of Economic 	General Manager:


Development:	Mr Roger Moore


Mr Neil Grant	Port Admin Building


Solarhus 	Sella Ness


North Ness Business Park	Sullom Voe ZE2 9QR


Lerwick ZE1 0LZ	Tel:  (01806) 242551


Tel:  (01595) 744940	Fax: (01806) 242237


Fax: (01595) 744961	


	


		


			


General Enquiries  - (01595) 744511





Complaint forms are available from all Council departments.  If you have any questions relating to this leaflet, contact the Chief Executive’s Office on (01595) 744511.  


Copies of the formal procedure adopted by the Council are also available online.
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A brief guide to 
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Do You Have a





COMPLAINT?























Tell us all about it - we want to know


