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SCOTTISH EXECUTIVE
our standards of service



FOREWORD

This leaflet is a guide to the Scottish Executive’s complaints procedure.

We aim to provide high-quality services and information for all our customers. We continually look
for new ways to improve our services and welcome the opportunity to resolve any complaints as a
means of learning from them. 

Our standards of service are there to help us to ensure that the services provided meet appropriate
standards. We recognise, however, that there may be occasions when we do not get it quite right.
Having a complaints procedure ensures that any concerns about the level of service are dealt with
fairly and speedily. All complaints are dealt with seriously and a full response will be given to any
concerns raised.

We also welcome any comments or suggestions on how we might improve things. You can make
suggestions using the e-mail enquiries address on the main contacts and address page on our
website: http://www.scotland.gov.uk

Otherwise please write to us or phone us – general contact details are available at the end of this
leaflet.

John Elvidge
Permanent Secretary



Scottish Executive: What do we do?
The Scottish Executive is the devolved government for
Scotland. It is responsible for most of the issues of
day-to-day concern to the people of Scotland, including
health, education, justice, rural affairs, and transport. 

The Executive is led by a First Minister who is nominated
by the Parliament and who in turn appoints the other
Scottish Ministers who make up the Cabinet. 

Scottish Executive civil servants are accountable to Scottish
Ministers, who are themselves accountable to the Scottish
Parliament. In addition, there are a number of other
Departments and Executive Agencies for which Ministers
have a degree of responsibility.

What is a complaint?
A complaint can be made by an individual (or by his or her
delegated representative) if they are dissatisfied with any
aspect of our service delivery or administrative
performance. Administrative failure is commonly referred to
as ‘maladministration’ – here are some examples:

• taking too long to take action or failing to take action 

• not following the policy or rules 

• treating a complainant unfairly in relation to others 

• not making a decision in the correct way 

• giving wrong or misleading information

• a member of staff not delivering on a commitment made 

• failing to provide a service that should have been provided.

IMPORTANT: DOES THIS PROCEDURE COVER ALL
COMPLAINTS?

The complaints procedure does not cover all complaints.
Complaints about aspects of legislation or stated policy by
Ministers cannot be legitimately dealt with under this
procedure because as civil servants our role is to assist the
Scottish Executive Ministers in formulating their policies. 

The proper recourse for any concerns about policy or
legislation is to take up the matter with your MSP, or MP,
who in turn will take up these concerns on your behalf direct
to Scottish Ministers.

Where a complaint is about our handling of Freedom of
Information (FOI) requests, these are covered by other formal
procedures which have been put in place. Further information
on this is available from the Executive’s FOI web pages or
from the FOI Unit on 0131-244 5210.

There are other categories of complaints which cannot be
accepted by the Scottish Executive. Examples are as follows:

• matters for which an alternative remedy exists, such as
a court or a tribunal 

• decisions by the Scottish Executive which have been
correctly made following stated policy or terms of
legislation cannot be complained against. For example,
where a decision relates to the level funding or a claim
which does not meet a specific requirement. 

Guidance on whether your complaint can be accepted will
be provided at the initial point your complaint is being
handled under this procedure.



HOW CAN I MAKE A COMPLAINT?

If you are dissatisfied with the service you have received,
you should, in the first instance, contact the team you
have been dealing with in the Scottish Executive. They may
be able to resolve things to your satisfaction straight away.
If not, the complaints procedure allows for your complaint
to be dealt with in three steps.

Step 1 – Approach to team leader
If you remain dissatisfied contact the relevant manager of
the team you have been dealing with. The team you have
been dealing with should provide that person’s name and
address. 

You may complain either in writing, by email, telephone or
in person.

The manager will attempt to resolve the matter there and
then; however, if further details about the complaint are
required the manager may contact you. 

At this point the manager will ask if you wish to have the
matter formally logged in our records as a complaint. If you
do not, the matter will not be taken any further forward by
the Executive. If you do, the manager will investigate your
formal complaint and write to you within 10 working days.

After the letter has issued, the manager may telephone
you to see if there any outstanding points you require to
be clarified. That letter will indicate what you can do if you
are still dissatisfied.

If the 10 day target cannot be met, the manager will
provide an interim response explaining the delay and will
provide an indication when a full response will be issued.

Step 2 – Appointment of ‘complaints officer’?

Most complaints are settled at Step 1. However, if you are
not happy with the manager’s response your complaint will
be dealt with by a ‘complaints officer’. This person will
usually be a more senior person who is completely
independent of the service area in question; either from
the same or a different business area within the
Department.

The complaints officer will write introducing himself/
herself, explaining the process and if necessary seeking
more information. He/she may ask you to complete a form
to help identify more clearly the issues. A meeting with
you may also be organised if this would help.

The complaints officer will prepare a report setting out the
background, with his/her findings and recommendations
and this report will be sent to you with a letter explaining
how the decisions have been reached. That letter will also
confirm what will happen to your complaint should you
remain dissatisfied.

The aim is to write to you within four weeks of the date the
complaints officer first gets in contact with you. If this
target cannot be achieved the complaints officer will
update you on the delay and provide an indication of when
a full response will be given.



Step 3 – Reference to Head of Department?
If your complaint is still not resolved, it will be subject to a
final review by the relevant Head of Department. 

After a full review of your complaint the Head of Department
may decide that all the necessary possible steps have
been taken. If that is the case you will be informed that the
Scottish Executive can take no further action.

If the Head of Department considers that further investigation
is necessary, the complaints officer will be requested to look
into aspects of the case as directed. The Head of Department
will then review the case in light of this further work and
write to you advising of the outcome of that review.

If you remain dissatisfied
If you remain dissatisfied after having been through this
procedure with your complaint, you (or your representative)
may ask the Scottish Public Services Ombudsman to
consider your complaint. The Ombudsman will normally
only act once you have fully explored the procedures set
out in this leaflet. Your complaint should be submitted to:

Scottish Public Services Ombudsman
4 Melville Street
Edinburgh
EH3 7NS
Telephone: 0870 011 5378
Textphone: 0790 049 4372
Fax: 0870 011 5379
E-mail: enquiries@scottishombudsman.org.uk
Website: www.scottishombudsman.org.uk

Useful addresses
If you are unsure about any aspects of this procedure, or if
you require any further information, please contact the
Complaints Manager.

Grace Brash
Complaints Manager
Ministerial Correspondence Unit
Scottish Executive
Room 1N 04
St Andrew’s House
Edinburgh
EH1 3DG                 
Telephone 0131 244 2995
Fax No: 0131 244 2780
Email Address: grace.brash@scotland.gsi.gov.uk
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