PAGE  
PAGE  


[image: image1.png]Office of the
Public Guardian (Scotland)

S




Our Promise 

to you
Office of the Public Guardian

Customer Charter 
Introduction
The Office of the Public Guardian (OPG) is part of the Scottish Court Service (SCS) and deals with applications relating to The Adults with Incapacity (Scotland) Act 2000 (The Act).
We want to minimise any inconvenience and reduce anxiety to our customers by setting out in this document the quality and standards of service that customers can expect and our commitment to you.  It will also explain how you can give us feedback and how we handle complaints.
The way we deliver our services is led by our values, which are:

· commitment and professionalism;

· providing a high quality service;

· integrity and impartiality;

· working to improve the justice system; and

· using resources effectively.

We aim to treat everyone fairly, irrespective of age, disability, gender reassignment, marriage, civil partnership, pregnancy and maternity, race, religion or belief, sex or sexual orientation. All users of the OPG will be treated in the same professional manner. Further information is available in the SCS Equality Statement and Outcomes, click here to view.

We will be professional and responsive, helpful and courteous in all our dealings with our customers.  If we are unable to meet the standards set down here we will do our best to keep you informed and explain what is happening.  More information about OPG can be found on our website; www.publicguardian-scotland.gov.uk
Functions of the OPG
Our main functions are to: 
· supervise withdrawers and financial guardians, and monitor the actions of financial interveners;
· provide advice and guidance to our customers;
· register applications made under The Act;
· maintain a Public Register; and 

· investigate any complaints where it would appear 
that the property or financial affairs of an adult 
are at risk.

Visiting the OPG
· The OPG will be opened to the public from 9.00 a.m. to 5.00 p.m. Monday to Friday. To be sure of seeing a relevant member of staff it is preferable for one to make an appointment. Appointments are available throughout each working day until 4.45pm. 

· Maps and directions will be provided if required to assist locating the office. If driving to OPG, visitors should note that car parking is limited; however road parking in the locality is usually possible.  
· Reception areas will be clearly marked.

· Clear external and internal signs will be available to assist the customer in finding their way to and around the building.

· The accommodation will be clean, adequate and comfortable.

· Reading material will be provided in the waiting areas.

· When appropriate, visitors to the office will have access to an office telephone.

· The toilets will be clean and sufficient.

· Disabled access will be provided.

· Induction loops are installed in hearing rooms.
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Visitors

· Visitors will be greeted by polite and friendly reception staff.

· We will see customers at the time of their appointment.

· We will aim to see customers within 15 minutes of arriving if they do not have an appointment.

· We will provide polite, fully trained staff and treat customers with respect.

· We will respect the privacy of customers, and offer to talk to them out of the hearing of others.

Phone calls

· The office can receive telephone calls from 9.00am to 5.00pm Monday to Friday.

· We will try to answer all telephone calls promptly during normal office hours.

· If we cannot deal with your enquiry immediately, we will call you back at a mutually agreed time.

· If your call requires to be transferred, we will explain the situation to the next officer.

· Language line and text relay facilities will be available within the office. Quoting the ID number can access language line: L27312.
General Written Correspondence

· We will respond within 5 working days of receiving a general enquiry. 
· When we receive a written notification involving a change of circumstances that requires retrieval from storage of a registered Power of Attorney, we will return the document within 10 working days.
· We will automatically acknowledge any enquiries received in our internet mailbox. A full response will be issued within 5 working days.
· We will respond in writing or by telephone within 5 working days of receiving a request to search the Public Register.
· We will explain things helpfully in plain English and avoid using technical and legal jargon.

· Our letters will always identify the name and position of the person dealing with an enquiry and will include the appropriate direct line telephone and fax numbers, correspondence address, DX and email address to aid the customer should they wish to make further enquires.
· We will provide guidance notes, which will be written in 
plain English to assist our customers.
Applications made under The Act

· We will register correctly completed:
· Power of Attorneys within 30 working days of receipt at the office.
· Power of Attorneys within 2 working days of receipt of a request to expedite registration.
· Access to Funds within 30 days of receipt at the office. If the application is to be intimated out with Europe, we will register within 50 days of receipt.
· Intervention Orders within 5 working days of receipt of the final interlocutor from court or when notified that the bond of caution is in place.
· Guardianship Orders within 5 working days of receipt of the final interlocutor from court or when notified that the bond of caution is in place.
· We will begin processing Inventory of Estate and Management Plan documentation within 15 working days of receipt.
· We will begin processing Access to Funds review documentation within 30 working days of receipt.
· We will review annual accounts within 10 working days of receipt. Higher risk accounts will be subjected to a full examination within 1 month of receipt.
· We will begin processing gift, recall and discharge applications within 5 working days of receipt.

· We will begin processing applications for consent in principle to sell or purchase heritable property within 5 working days of receipt. We will process consent to a sale or purchase price within 5 working days of receipt.
· We will issue a written acknowledgement of investigation cases within 2 working days of receipt.
If you wish to see if we are meeting these standards, you can view our monthly performance figures/report on our website; www.publicguardian-scotland.gov.uk
A copy is also displayed in our reception area and on notice boards in interview rooms. 
Accessibility of Information

We will provide guidance leaflets covering a range of procedures relating to the Act in a variety of formats, such as Braille, Gaelic, large print, various ethnic languages and audio format. These will be made available on request.
Freedom of Information

The Freedom of Information (Scotland) Act 2002 gives a general right of access to all types of recorded information held by public authorities.  If you want to make a request under the Freedom of Information (Scotland) Act 2002 you 
should write to the Public Guardian 
at the address below.  

Listening to the Customer
OPG staff are committed to achieving the standards set 
out in this document. We will measure the success of our standards and, wherever possible, raise our standards through regular reviews, consulting those who have used our services and by working in partnership with other agencies which have a mutual interest in the provisions of The Act.
Feedback 

Many people are pleased with the high standard of service provided by the OPG. 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, click here to view or contact us by telephone or post.

You may feel you can help us to improve our service by commenting on certain aspects, or by offering us a suggestion for how we could 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.  
Complaints

We recognise that we will not get it right every time, despite our best effort. When we get it wrong, we want you to tell us about it. All complaints will be taken seriously and dealt with impartially and in confidence.  Our Feedback Leaflet, click here to view, sets out how you make a complaint and how this will be dealt with.  
We will report via our quarterly performance report on all comments and suggestions made and what action, if any we have taken. This information will be published on our website and on notice boards throughout our office.
Contact Information

You can write, phone or send an e-mail to us using the following addresses or number:
Office of the Public Guardian (Scotland)

Hadrian House

Callendar Business Park

Callendar Road

Falkirk

FK1 1XR

LP-17 Falkirk
DX 550360 Falkirk 3

· Tel: 01324 678300

· Fax: 01324 678301

· E-mail opgfeedback@scotcourts.gov.uk

More information on the OPG and the work we do can be found on our website; www.publicguardian-scotland.gov.uk
You will find other useful information, guidance and leaflets on the following websites:
www.scotcourts.gov.uk
www.scotland-judiciary.org.uk
www.scotland.gov.uk
Should you have any other personal requirements, not mentioned above; we will consider all reasonable requests and take all practical steps to meet them.





Staff at the OPG can give information about procedures and general matters but they cannot give customers legal advice.








We will respond in a way that is suitable to your needs.  Please tell us if you have a preference.





If you wish to know more about our plans for the future or how we have performed, please refer to our website � HYPERLINK "http://www.publicguardian-scotland.gov.uk" ��www.publicguardian-scotland.gov.uk�.
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