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< and respond in writing to you.
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™ oa Stage 3 — Review
= O If you remain unhappy following Stage 2, you can request a
o review of your complaint. This will be conducted by the Director
OJ or equivalent of the Service being complained about. Your

request should be made within one month of receiving the
Stage 2 response.
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Timescale for Response

xf\f We aim to acknowledge all formal complaints at each stage
¥ o)) within 3 working days and send you our response within 20
MY ‘f working days.
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< O Local Councillors

N

If you want your local Councillors to receive details of your
complaint, please do one of the following.

* If using the attached Customer Comments Form, state
which local Councillors you wish to be informed about
your complaint;

« If using the “Contact Us” facility on our website,
select the appropriate Councillors.

* If you are unsure who your local Councillors are please
phone 01294 324170/4171/4172 or visit our website.
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Further Advice

Some complaints will need to be handled differently for legal
and other reasons. We will inform you when this applies.

We hope that we can resolve your complaint, but if you are
still unhappy, you have the right to complain to the following
bodies, whose services are free and independent:

Scottish Public Services Ombudsman

Tel: 0800 377 7330
Email: ask@spso.org.uk
WWW.SPS0.0rg.uk

Some restrictions normally apply:

» you must first have exhausted the Council's complaints
process;

 you must make your complaint to the SPSO within 12
months of becoming aware of the matter.

Social Services complaints

If you are still unhappy after the Council's complaints process
has been completed you can ask the Council to refer the
matter to the Independent Social Work Complaints Review
Committee. You should do this within 28 days.

Care Commission (complaints about provision of care)

Tel: 0845 603 0890
WWW.Carecommission.com

North Ayrshire Citizens Advice Service can provide you
with help in making a complaint. Please phone your local office:

 |rvine 01294 278051
 Isle of Arran 01770 600210
« Kilbirnie 01505 682830
* Largs 01475 673586
 Saltcoats 01294 467848

If you wish any further information on the Council’s Listening
& Learning Scheme, please phone:

Tel: 0845 603 0590
or visit our website: www.north-ayrshire.gov.uk
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