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Offering Feedback on our Service 
Complaints 

How to complain about the service you have received

We wish to know about any concerns you may have with the administration of the Office of the Public Guardian (OPG), the conduct of our staff, or our facilities.

We hope that most problems can be resolved informally, simply by getting in touch with the officer concerned, or their line manager.  If, however, you are not satisfied that the situation has been resolved or handled to your satisfaction you may wish to make a formal complaint.  You can do this by completing and emailing a Feedback Form click here
 .  Alternatively you may prefer to write or telephone, our contact details are below.   

Feedback sent to the opgfeedback email address given below is reviewed by the Public Guardian personally. Written/posted feedback should be addressed ‘For the Attention of the Public Guardian’.  A response to any form of feedback is provided, in line with the policy below, where this is requested.   
All complaints are taken seriously, are dealt with impartially and in confidence. 
Our Complaints Policy 
· We will acknowledge receipt of a complaint within 2 working days, unless we are able to offer a full reply within 5 working days. 
· We aim to provide a full reply to any form of complaint within 10 working days. 

· If we cannot give a full reply within this time we will explain why and when a full reply can be expected. 
· The reply will provide you with an explanation of events, will offer an apology for any omissions 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.   This is also detailed below. 
· You will be provided 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. 
· If you have an open case with us, we will not retain details of your complaint on that file.   

Comments / Suggestions

You may not wish to complain but may 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 Feedback Form link above or contact us by telephone or post.  

Compliments
Many people are pleased with the high standard of service provided by the Office of the Public Guardian. We would like to hear from you if you have been satisfied with our service as this helps us to recognise what is valued and ensure we build on this. 

You can offer your compliments using the Feedback Form link above or contact us by telephone or post.  
Thank you for taking the time to offer us feedback on our service which helps in our efforts to continually improve this. 
Contact Information 
Office of the Public Guardian

Hadrian House

Callendar Business Park

Callendar Road

Falkirk

FK1 1XR

LP-17 Falkirk

DX 550360 Falkirk 3

Tel: 01324 678300

Fax: 01324 678301
General E-mail opgfeedback@scotcourts.gov.uk

Further Contacts 
The Office of the Public Guardian is part of the Scottish Court Service. If you remain dissatisfied with the response of the Public Guardian you may contact:  

Scottish Court Service 

Saughton House
Broomhouse Drive
Edinburgh
EH11 3XD

Email enquiries@scotcourts.gov.uk
Additionally, you may wish to contact the Public Services Ombudsman, who oversees the actions of the Public Guardian as a public servant.  However, the Ombudsman will usually advise you to contact the Scottish Court Service in the first instance as they generally prefer the local complaints channel to be exhausted before they consider a case. 

The Ombudsman’s contact details are:

SPSO, 4 Melville Street, Edinburgh EH3 7NS

You may visit the office Monday to Friday 9am-5pm [10am-5pm on Tuesdays]

You may write to them at: SPSO, Freepost, EH641, Edinburgh EH3 OBR

Telephone: 0800 377 7330

Email: ask@spso.org.uk
You can also fill out an online complaints form.  
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