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Chief Executive’s 
Introduction 
 
I am pleased to present Aberdeenshire Council’s second annual Complaints 
Report. This report provides information on customer complaints handled 
between 1 April 2014 and 31 March 2015.   

 

Aberdeenshire Council provides the highest possible quality of service to our customers, 
but recognise that there are times when things go wrong, or where our customers’ 
expectations are not met. We introduced our new complaints procedure in October 2012 to 
ensure that, in such situations, customers can give us their feedback in a range of easily 
accessible ways. 
 
We want our customers and service users to benefit from the standardised approach to 
complaints handling because, increasingly, anyone using a council service should now 
know what to expect when making a complaint. There is clarity and consistency about 
stages and timescales, and there are opportunities for learning and improvement to 
services through increased responsiveness, transparency and oversight.  
 
We use the information and feedback from complaints to inform our service planning 
process, to train our staff and to identify and implement changes to the way we deliver 
services. Sometimes we make changes because we have identified a trend or pattern in 
complaints. Sometimes a single complaint can result in a change to the way we do things 
and we have provided examples of how we have learned from complaints in this report. 
 
 

 
Jim Savege 
Chief Executive 
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Our Complaints Performance 
 
Aberdeenshire Council is publishing its performance of complaints handling to provide 
assurance in relation to our performance, to deliver continuous improvement, and to assist 
in benchmarking between local authorities. 
 
The reporting of complaints is monitored by Audit Scotland in conjunction with the Scottish 
Public Services Ombudsman (SPSO) and in line with the principles of the Best Value 
arrangements. 
 
The Council’s Complaints Procedure and the performance indicators below adhere to the 
requirements set out by the SPSO’s Model Complaints Handling Procedure. 
 
The Council aims to resolve complaints quickly and close to where the service is provided: 
 

 Front Line stage (Stage one) complaints could mean immediate action to resolve 
the problem, or complaints which are resolved in no more than five working days. 
 

 Investigation stage (Stage two) deals with two types of complaints: those that have 
not been resolved at Stage 1 and those that are complex and require detailed 
investigation. 

 

 After the Council has fully investigated the complaint, and if the customer is still not 
satisfied with the decision or the way the Council dealt with the complaint, the 
complaint can then be referred onto the SPSO. 

 
We publish complaints performance information quarterly and annually.  
 
The following complaints management performance information outlines the council’s 
annual performance for the year 2014/15 between 1 April 2014 and 31 March 2015. 
 
Complaints are a key way for local authorities to learn about services that are not 
working well and to use that feedback to make improvements. Our Service 
Management teams analyse complaint report information along with SPSO 
recommendations to ensure that they are incorporated into service business plans. 
Customer feedback is an opportunity to encourage real organisational learning so 
repeat failings no longer occur.  
  
There is also evidence that, as well as providing accountability and other clear 
benefits for service users, getting things right early saves money for the public 
purse. Incorporating complaint analysis findings into our business plans, also 
ensures that the services we provide are high quality, continually improving, 
efficient, and responsive to our residents and service user’s needs.  
  
We saw complaint numbers rise in most areas of the council. On review, as last 
year, this was not necessarily due to providing a poorer service. During the last year 
we undertook a lot of work to increase employee and public awareness through the 
promotion of the complaint handling procedure and advertising the opportunities for 
feedback.  
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The Feedback Team are responsible for the administration and collation of all 
Council complaints and compliments, and have continued to work with services to 
ensure that investigating officers for each service dealt directly with complainants 
and importantly, supported our front line employees who engage with and respond 
to our service users, putting things right when they have gone wrong, quickly, 
empathetically and at first point of contact. 
 

How Customers Complained 
 
Customers can complain to, comment on or provide compliments about the 
Council in a range of ways, including: 
 

 In person at any of our 4 Customer Service Points in Aberdeenshire, Ellon, 
Huntly, Turriff, Peterhead and our 5 Area Offices in Ellon, Banff, Inverurie, 
Alford and Stonehaven. 

 

 In person, to any council employee 
 

 By telephone  
 

 On-line 
 

 By letter 
 

 By e-mail 
 
 
In 2014-15, we received 1990 complaints from customers who chose the following ways to 
contact us with a complaint: 
 
830 Online Form *(2013/14: 365) 
   
584 Telephone (2013/14: 711) 
 
124 Letter (2013/14: 217) 
 
341 Email (2013/14: 331) 
 
111 In person (2013/14: 102) 
 
 
As you can see in comparison with last 
year, there has been a change in the 
way our residents have chosen to 
contact us. The biggest change can be 
seen by the increase in the use of our 
online form which is located on our 
website. 

 

online 42%

telephone 
29%

letter 7%

email 17%

personal 
visit 5%
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This may be due to the increased promotion of this option for our residents through our 
Have Your Say posters and credit card size contact cards, which are displayed in all of our 
front line offices, service points, swimming pools, libraries and leisure centres. 
 
*Figures for last year 2013/14 are in brackets for comparison.                                                                      

 
 

Indicator 1: Complaints received per 1,000 population 
 

This indicator records the total number of complaints received by Aberdeenshire Council in 
the period between 1 April 2014 and 31 March 2015. To allow for a fair comparison across 
all 32 councils in Scotland, the figure of complaints per 1000 of population is used. 

The population of Aberdeenshire council is estimated at 255,540** 

In 2014/15 we handled 1990 complaints for this period. This was 264 more than last year 

(1726) 

This means that an average of 7.78 complaints were received per 1,000 residents. 

This indicates that 1 in every 128 Aberdeenshire residents have registered a complaint 

about our services. 

                                   
 Total 

Complaints 
Received 

Per 1,000 
Population 

Q1 (Apr-Jun) 482 1.88 

Q2 (Jul-Sep) 484 1.89 

Q3 (Oct-Dec) 525 2.05 

Q4 (Jan-Mar) 499 1.95 

Total 1990 7.78 

 
 

** Population is based on the General Record Office for Scotland’s 2012 mid-year 
population estimate of 255,54 
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Indicator 2: Closed complaints 
 
This indicator provides information on the number of complaints closed at Stage One and 
Stage Two as a percentage of all complaints closed. 

 
       

 Stage One 
(Frontline 
Resolution) 

Stage Two 
(Investigation) 

Stage Two 
Escalated 
(Ombudsman) 

Q1 (Apr-Jun) 299 183 4 

Q2 (Jul-Sep) 305 179 4 

Q3 (Oct-Dec) 301 224 5 

Q4 (Jan-Mar) 331 168 10 

Total 1236 754 23 

 
 

The term “closed” refers to any complaint where a response has been sent to the customer 
and at the time no further action is required. 

62% of complaints were dealt with at Stage One at the customer’s first point 
of contact with a frontline member of staff. 38% of the remaining complaints 
were resolved at Stage Two, the Investigation stage.  

Compared to last year: 57% dealt with at Stage One and 43% dealt with at Stage 2.  

 

The increase in complaints being dealt with at Stage One is good for our customers as 
ideally we would like to resolve all complaints as quickly and as close to the first point of 
service as possible. 

 
Over the financial year only 1.16% of customer complaints have been escalated to the 
Ombudsman. 
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Indicator 3: Complaints upheld, partially upheld and not upheld 
 
This indicator measures the outcome (upheld, partially upheld or not upheld) recorded for 
each complaint following our investigation and a response having been given to the 
complainant. 
 

Stage One (Front Line Resolution) 

  Not Upheld Partially Upheld Upheld 

Q1 (Apr-Jun) 204 15 80 

Q2 (Jul-Sep) 186 18 101 

Q3 (Oct-Dec) 178 46 77 

Q4 (Jan-Mar) 237 32 62 

Total 805 111 320 
Stage Two (Investigation) 

  Not Upheld Partially Upheld Upheld 

Q1 (Apr-Jun) 130 20 33 

Q2 (Jul-Sep) 126 22 31 

Q3 (Oct-Dec) 145 33 46 

Q4 (Jan-Mar) 126 18 24 

Total 527 93 134 
Stage Two Escalated (Ombudsman) 

  Not Upheld Partially Upheld Upheld 

Q1 (Apr-Jun) 0 0 0 

Q2 (Jul-Sep) 1 0 0 

Q3 (Oct-Dec) 3 0 0 

Q4 (Jan-Mar) 3 0 2 

Total 7 0 2 

 
In addition to the above Ombudsman cases, there were a further 13 cases brought to the 

Ombudsman where complainants asked them to review our handling of their complaint 
and/or our decision following the completion of our Complaints Handling Procedure, as 
they remained dissatisfied.  
 
On review the Ombudsman advised that they would not take their complaints any further 
as they could find no maladministration on our part, or that they were unable to achieve the 
outcome that the complainant was looking for. 
 

A total of 22 cases were decided upon last year. Two of the upheld cases were from cases 

brought to the Ombudsman in September 2013 and February 2014, demonstrating how 
long it can take the Ombudsman to reach a decision on certain cases. 
 
Please note: Indicator 3’s total number of 22 cases, are the decisions given by the Ombudsman at 
31 March 2015. The combined total of 22 differs from Indicator 2’s total number of 23 cases 
escalated, as the Ombudsman have not yet concluded their investigation and provided a decision 
for all of the cases brought to them for this period. 
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Indicator 4: Average Times 
 

 We aim to respond to and close stage one complaints within 5 working days. 

 We aim to respond to and close stage two complaints within 20 working days. 
 
This is the average time in working days it took to close complaints at stage one and stage 
two. 

 Stage One 
(Frontline 
Resolution) 

Stage Two 
(Investigation) 

Stage Two 
Escalated 
(Ombudsman) 

Q1 (Apr-Jun) 4 18 N/A 

Q2 (Jul-Sep) 3 19 N/A 

Q3 (Oct-Dec) 4 19 N/A 

Q4 (Jan-Mar) 5 20 N/A 

Total 4 days 19 days N/A 

 

Indicator 5: Performance against timescales 
 
This is the number and percentage of complaints at each stage which were closed in full 
within the set timescales of 5 and 20 working days. 
 

 Stage One (5 
Working 
days) 

Stage Two (20 
Working days) 

Q1 (Apr-Jun) 245 165 

Q2 (Jul-Sep) 262 159 

Q3 (Oct-Dec) 260 201 

Q4 (Jan-Mar) 264 144 

Total 1031 669 
 

Indicator 6: Number of cases where an extension has been authorised 
 
An extension to the timescales is authorised in certain circumstances. This is the number 
and percentage of complaints at each stage where an extension to the 5 or 20 working day 
timeline has been authorised. 

 Stage One (5 
Working 
days) 

Stage Two (20 
Working days) 

Q1 (Apr-Jun) 53 19 

Q2 (Jul-Sep) 43 20 

Q3 (Oct-Dec) 41 23 

Q4 (Jan-Mar) 67 24 

Total 204 86 
 
Total of 290 required extensions, equating to 15% 
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Indicator 7: Customer Satisfaction 
 
This indicator allows for an analysis of customer satisfaction with the complaints handling 
service provided. 
 
What we have learned so far from this data is that, on analysis of the respondents 
comments in conjunction with their individual complaints, it is clear that a large percentage 
of those who have given negative feedback have not received the outcome to their 
complaint that they expected or wanted. This may have led to negative feedback about the 
process, as they have not been able to separate the complaint experience - the way in 
which their complaint was handled - from the complaint itself and the complaint outcomes 
they had hoped for. 
 
As you will see from the comments below, we have also found that, although we ask 
complainants to rate their experience with the way in which their complaint was handled, 
as opposed to the nature or outcome of their complaint itself, this is not always understood 
or adhered to, and this reflects in some of the comments and results. 
 
From the survey feedback it can also be true to suggest that this is the same for the 
positive feedback, as the respondents have often received the outcomes or responses that 
they desired. 
 
We have however looked at every negative rating, and the complaint handling process for 
that specific complaint to seek opportunities for learning and improving the process where 
it is appropriate to do so. 

 
Q1: Before you contacted us, were you aware that the council had a formal 
complaints procedure? Yes/No answers. 
 

 
                                                                                                                                                                                                                                                                                                                 

9

4
5

18

9 9

0

5

10

15

20

25

30

Total returns Y N

Q1

Q3 Nov - Dec Q4 Jan - Mar Total



 

ABERDEENSHIRE COUNCIL COMPLAINTS REPORT 14/15 

                                                                                               11 
 

Q2: Aberdeenshire council is committed to providing excellent customer services, 
how would you rate your overall experience of the complaints procedure? (Please 
note: we are asking you to rate your experience with the way in which your 
complaint was handled and not about the complaint itself) 

 

 
 
Q3: Were you satisfied with how easy it was to make a complaint? 
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Q4: How satisfied were you with the service provided by the Officer in any 
correspondence you may have had with them? 
 

 
 
 
Q5: Can you suggest any improvements we could make to this service? 

 
“Several times my driveway has been blocked with the bins from my house and I have 
reminded (you) three times there is a pavement free.”  

 
“I know there (they’re) busy but I've all ways have come out of car to move bin.” 

 
“Would be more impressed if the matter I complained about was fixed rather than being 
requested to complete a survey on the complaints procedure!” 

 
“It is impersonal and gives the impression of merely being done to a formula. It does not 
convey that the complaint was taken seriously, followed up by a site visit or any other 
action that suggests it was considered other than a bother to the person it was sent to. In 
future I think all such complaints should result in a more direct contact from the actual 
officer involved and not through a third party.” 
 
“Improve communication services by employing more staff, providing direct dialling 
numbers instead of shared - so that people do not have reason to complain” 

 
“More Communication” 
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“Yes, act on information received sooner and not cause the complainant to ask twice. This 
has happened for my last 2 requests. I wonder if it is worth bothering to try to help make 
our environment better” 
 
“Have a "you said, we done" section detailing some of the requests from the past month to 
prove that people aren't just throwing words into a bottomless pit.” 

 
“You could provide a little more information concerning the complaint so you know it is 
getting taken seriously” 

 
“Very Impressed!” 

 
 
Why Customers Complained  
 
This financial year the highest volume of complaints we received related to: 
  
 Complaints about the Waste service: 690 (2013/14: 495 so +195 complaints) 

 

Most complaints regards:  
1 - Missed Refuse & Recycling Collections  
2 - Policy - New Collections/No glass collection 
3 - Staff Behaviour including Driving 
 

 Complaints about the Housing service: 388 (2013/14: 479 so –91 complaints)  
 

Most complaints regards:  
 
1 - Service standards  
2 - Delay in providing a service 
3 - Length of time for repair 

 

 Complaints about Education & Children’s service: 244 (2013/14: 170 so +74 
complaints)  
 

Most complaints regards:  
1 - Disagreements with schools handling and communication of 
issues/complaints/procedures 
2 - Swimming pools – service standards 
3 - Leisure Centres – service standards 

 

 Complaints about Roads & Landscape Services: 206 (2013/14: 177 so +29 
complaints) 
 

Most complaints regards:  
1 - Winter Maintenance 
2 - Parks & Open Spaces – Service Standards 
3 - Roads & Footpaths - Policy & Service Standards 
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                                         Indicator 8: Learning from complaints 

 
We take all complaints seriously and information gathered from complaints is indispensable 
in helping us to continuously improve our services. Since the implementation of the new 
complaints procedure, we have made many changes to our services and procedures as a 
result of complaints.  

 
How We Report on Complaints Performance and Trends to Senior Managers and 
Staff? 

 
We report monthly to Senior Management providing them with top level and service specific 
information on all complaints handled by the services. These reports contain complaints 
performance information, but also provide any analysis of reasons for complaints and 
complaint trends where appropriate. Service Managers should use the information from 
these reports to identify and share any learning from complaints, and to inform their service 
planning process. 

 
We also provide a top level quarterly report to services for their Key Performance Indicators, 
and provide a Quarterly top level update to the Elected Members Policy and Resources 
Committee. The Council’s Feedback Team administer the Council’s Complaints Handling 
Process and are currently reviewing ways in which we can further help services improve the 
way they use the information provided to them from the monthly and quarterly complaint 
reports. 
 
Over the last year we have:  
 
• Introduced a Customer Satisfaction survey to measure satisfaction with the complaints 
handling process. 
 
• Promoted the contact options for complaints and other feedback through Have Your Say 
posters in all front line offices, services points and Leisure Centres and swimming pools. 
 
• Continued the use of credit card sized complaints, comments and compliments cards with 
services, to promote the different ways service users can contact us. 
 
• Helped, advised and presented to Head Teachers, Council officers and administrators in 
the complaints handling procedure and continue to provide ongoing telephone and e-mail 
support as required. 
 
Service improvements from complaints: 
 
• Generally where complaints have involved a member of staff, these have been addressed 
directly.  This can involve staff being reminded of procedures and the expected standard of 
customer service, or further training or coaching.  
 
• Shared best practice amongst services with investigation responses and templates, and 
how best to conduct an investigation. 
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Case Studies 
 

 Case Studies 1: Business services – Telephone numbers 
 

This was a good example of the service identifying clearly where a service could be 
improved and co-ordinated joint response involving a couple of different services resolved 
the complainants concerns. The service was improved as a result of the complaint 
received.  
 
A company called X, have a near identical number as the Councils ICT team. The ICT 
team advertise their internal extension number to employees. However the way the internal 
and external initial dial codes are dialled was causing the company to be plagued by 
dozens of phone calls every day from people using council ICT equipment. They advised 
that some of the callers became extremely rude and aggressive when the company 
couldn’t help them. This was affecting the volume of calls and thus the work and business 
of the company. 
 
Following receipt of the companies concerns, the council apologised for the inconvenience 
caused in relation to the experiences they had described. 
 
The investigation confirmed that the contact details for the ICT support team were clearly 
listed on our internal intranet website and on the information that comes up on our 
employee’s desk tops and lap tops.  
 
Despite this information being highlighted and clear, the calls the company were getting 
were a result of human error and therefore the complaint was forwarded to the Councils 
Communications Team and Head of ICT to ask if there was any further action we could 
take to remind all employees of the correct numbers to dial and that the details are clearly 
indicated to all service users. 
 
As a result information was circulated internally through a variety of different ways to 
remind staff to use the correct numbers for contacting ICT and additionally a sweep of all 
online and hardcopy instructions that might contain the number concerned, would be 
checked and changed so that the external number was clearly marked to show that ‘From 
a council phone, call XXXXXXX’ and ‘From all other devices, call XXXX XXXXXXX. 
 
The outcome was satisfactory for the complainant and the swift response and action from 
ICT and Communications Teams were greatly appreciated by them. The response clearly 
addressed all the concerns raised by the service users and clearly indicated the actions 
taken to resolve the concerns raised. 
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 Case Studies 2: Education: School Complaint – Front Line stage - 
1542648 

 
This case represents a good example of the benefits of achieving a frontline resolution for 
both Aberdeenshire Council and our customer’s. 
 
We received a complaint from a concerned parent regarding the way a teacher spoke to 
her daughter during class. The customer was of the view that the class teacher had singled 
out her child to a quite an extreme extent in front of her peers. This caused significant 
concern to the customer, advising that the incident had left her child in some considerable 
distress. 
 
The two stage nature of our Complaints Procedure can in some circumstances allow us to 
log a complaint where the matter is of particular complexity or sensitivity at the 
Investigation Stage of our procedure. An investigating officer would then be appointed, and 
would subsequently conduct a detailed investigation into the customer’s complaint, with a 
maximum of twenty working days to issue the Council’s response. While this method offers 
many considerable benefits, it is often the case that a swift resolution is preferable for all 
parties. In this instance, the customer was concerned about her child’s wellbeing and 
future progress at school without some kind of satisfactory resolution, and it is likely that a 
longer, more detailed investigation would have served to prolong this anxiety. 
 
Instead, the complaint was logged at the frontline of our Complaints Handling Procedure, 
and passed to the School’s Head Teacher to respond within five working days. The Head 
Teacher arranged a meeting with the customer to discuss her concerns further. The Head 
Teacher, having met with the both the child and the class teacher, apologised for the 
unfortunate incident and the impact it had on the pupil in question. By responding at the 
frontline, the Head Teacher was able to open a dialogue with the customer, giving her 
greater opportunity to assess how best to resolve the customer’s concerns. The meeting 
concluded with the drawing up of a seven point action plan, designed to support the child’s 
progress and wellbeing in school.  
 
The complainant was satisfied with this course of action, her concerns were resolved 
within three days of submitting her complaint, and the matter did not need to be escalated 
to Stage Two of our Complaints Handling Procedure.  
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 Case Studies 3: Education Additional Support Needs – Procedure - 
1443135 

 
This was a good example of complaints handling involving co-operation between services, 
to provide a suitable resolution to the service user’s complaint. 
 
Ms A contacted Aberdeenshire Council to state her dissatisfaction with X Primary School, 
as Ms A believed school staff were not meeting her child’s additional support needs. Ms A 
advised she had attempted to work closely with the school to offer support to her child, to 
ensure the school had a better understanding of her child’s needs. However, Ms A did not 
feel this approach was being adhered to and her son was not progressing in the school. In 
addition, Ms A was not satisfied with the standard of service provided, by teaching staff in 
the school. 
 
Therefore, Ms A requested an investigation to identify why school staff were failing to 
provide additional support to suit her child’s needs and consequently, to identify what 
additional support needs would best suit her child. 
 
Following receipt of Ms A’s concerns, swift action was taken by the Feedback Team to 
ensure the school and Additional Support for Learning Manager were aware of the 
complaint. This allowed immediate action to be taken and a thorough investigation to be 
conducted.  
 
The Investigating Officer met with all parties concerned and clarified the complaint fully and 
identified the actions required to resolve the complaint. The use of clear outcomes and 
recommendations allowed the school and parent to work together, to ensure the child’s 
needs were met and the complaint resolved satisfactorily.  
 
The investigation concluded with a detailed response to the parents clearly identifying the 
actions taken to resolve the concerns raised. The recommendations made by the 
Investigating Officer clearly outlined the next steps required by parties concerned, to 
ensure the complaint was resolved satisfactorily.  
 
This complaint response differed slightly from a standard Education Investigation Stage 
response, as the complaint was in relation to both Council service standards and 
Additional Support Needs (ASN). Therefore, it was essential the complainant was 
signposted to the appropriate means of recourse, should they remain dissatisfied with the 
handling of their complaint.  
 
For Additional Support Needs complaints, a separate means of resolutions and route of 
appeal exists. As outlined in the model Complaints Handling Procedure (CHP), 
Aberdeenshire Council cannot accept a complaint "where a statutory right of appeal exists" 
and in relation to "any service where you can use other methods to appeal". 
 
However, as the complaint from Ms A was also in relation to a failure to provide a service 
and failure to meet our service standards, the complaint was required to be logged through 
the Complaints Handling Procedure. Therefore, the best course of action to take was to 
ensure that, following the investigation, the response advised clearly the aspects of the 
complaint that had been investigated through Aberdeenshire Council’s CHP and advised of 
other routes of appeal, if applicable. Therefore, Ms A was referred to appropriate recourse. 
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The response advised that for complaints in relation to Additional Support Needs, 
complainants have the right to dispute resolution under the Education (Additional Support 
for Learning) (Scotland) Act 2004. 
 
The response also advised of Ms A’s right to contact Scottish Public Services Ombudsman 
(SPSO), if required. However, as Ms A was satisfied with the actions taken to resolve the 
complaint, no further action was required. 
  
Overall, a good example of addressing a complaint which encompasses ASN concerns 
and procedural issues. The Council’s response addressed both sets of issues and clearly 
outlined the next steps for dispute resolution/mediation or SPSO, as appropriate. 
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 Case Studies 4: School Play  Park Redevelopment - 1378608 
 

This case represents a good example of the benefits of a more extensive investigation 
where a frontline response will not suffice. 
 
The customer’s complaint in this instance extended between three Council services 
(Landscape Services, Education and Planning) and related to a recent update of a local 
school playground. The customer’s complaint further extended to the timescale involved in 
responding to his previous enquiries submitted directly to the service. 
 
The concerns expressed by the customer in this instance related to: 
 

 Dissatisfaction with the aesthetics of the play park 

 That the play park attracts anti-social behaviour, and the customer 
would like the play park locked 

 The fact that the play park requires planning permission, and further 
disagree with the Council’s position that the play park did not require 
planning permission as this work was carried out in an existing play 
park and as such was classed as refurbishment of existing facilities 
within the school curtilage 

 Concern that the changes affect car parking facilities, with spaces now 
reduced due to this over development 

 Dissatisfied with the delay in responding to the customer’s initial 
queries. The customer also advised that they believed that the lack of 
response frustrates complainants and generates excessive mail and 
paperwork. 

 
While the Council was satisfied that the play park had been upgraded in line with all 
requisite policy and regulations, in order to ensure full transparency and clarity for the 
customer, a thorough investigation by all services involved was carried out. A considerable 
amount of the information would not have been available at the frontline, which, combined 
with the extensive correspondence submitted by the customer on this occasion, dictated 
that an investigation response represented best practice on this occasion. 
 
Each of the customer’s individual concerns was checked by the appropriate service, and 
on each occasion it was found that the Council had indeed complied with all of the required 
internal and external policies and regulations – this included all the appropriate community 
consultation work, planning regulations and parking provisions. An apology was further 
issued to the customer regarding the initial delay in addressing his queries, with service 
practices reviewed as a result to ensure that failures of this kind were not repeated. 
 
This was subsequently detailed to the customer in an extensive written response. While 
Aberdeenshire Council was unable to provide a response that fully accorded with the 
customer’s desired outcomes on this occasion, the response was clear, detailed and 
ensured that each of the customer’s concerns had been individually addressed as 
appropriate. The customer’s complaint had been submitted to the utmost due process, with 
the findings a fair and accurate representation of the Council’s detailed investigation. 
 
 



 

ABERDEENSHIRE COUNCIL COMPLAINTS REPORT 14/15 

                                                                                               20 
 

 Case Studies 5: Housing & Social Work – Sheltered Housing - 
1424899 

 
This is a good example of good complaint handling in that the service acknowledged that 
there had been an error on their part and have taken action to ensure that a similar 
situation does not occur in future. 
 
Mr S was unhappy with the way in which two Responders walked into his living room to 
ensure he was okay following a fire alarm. Mr S advised that the Responders did not knock 
or ring his door bell before entering and that this was a violation of his privacy. As the fire 
alarm had actually went off in a nearby building, Mr S was unaware that a fire alarm had 
went off at all. 
 
The council’s investigation sought to address the Responder’s handling of the alleged 
incident and whether or not correct procedures were followed.  
 
Following investigation the complaint was partially upheld as it was found that although the 
Responders stated they did knock on the door and did ring the doorbell before entering the 
property, there was some confusion surrounding the procedure as to what happens if the 
alarm goes off in only one of the buildings. It came to light as a result of this complaint that 
they had not had the specific training required in order to follow the correct procedure in 
this circumstance. 
 
As a result of the complaint, the staff members involved were asked to attend the next Full 
Fire and Evacuation Training. 
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 Case Studies 6: Housing – Contractors - 1412887 
 
This case study represents a good example of Aberdeenshire Council’s commitment to 
ensuring that any project or task undertaken by a third party on our behalf is done to the 
same high standards we would demand of our own staff. 
 
As our Complaints Handling Procedure states, we regard a complaint as any expression of 
dissatisfaction about the standard of service provided by us or, crucially in this instance, on 
our behalf. We are equally accountable for any service that does not meet our customer’s 
expectation levels when this service is performed by a third party, as when the Service was 
provided directly by Aberdeenshire Council employees. 
 
In this instance, two contractors (a joiner and a painter) had attended a Council’s tenant’s 
property to complete work on our behalf. The customer was considerably unhappy with the 
standard of workmanship by both parties, including their quality of finish and cleanliness, 
with a number of jobs left essentially incomplete.  
 
As a result of the customer’s complaint, a Clerk of Works visited the property to inspect the 
works done, and advised that he was in agreement with the customer, sharing his 
concerns over the quality of workmanship. The customer’s complaint was upheld, and both 
contractors were recalled. The work subsequently completed was of a considerably higher 
and more acceptable standard. 
 
In light of the concerns raised by the customer on this occasion, the Housing Service 
opened a dialogue with all third party contractors employed in the maintenance and 
upkeep of Aberdeenshire Council’s large number of Local Authority owned houses, to 
ensure that they were fully aware of the high quality of workmanship that is expected of 
any tradesmen working on the Council’s behalf.  
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 Case Studies 7: Planning & Roads – Policy & Procedure – 1167470; 
SPSO 201305403 

 
An example of good complaints handling displayed through adherence to due process and 
excellent inter-service co-operation. 
 
Mr B raised a complaint with Aberdeenshire Council, alleging that we had unreasonably 
granted planning permission for a local development. In particular, Mr B believed correct 
procedures had not been followed by the Planning Service, in granting planning 
permission. Mr B alleged the granting of planning permission had led to damage being 
caused to local infrastructure and subsequently had a negative impact on local residents. 
 
Mr B complained that Aberdeenshire Council had not adequately addressed the concerns 
raised in relation to the impact of development on local residents. In addition, Mr B did not 
believe the council had taken appropriate steps to remedy damage caused, by a landslide 
in the area. 
 
Therefore, the Council’s investigation sought to address whether or not correct procedures 
were followed by Planning and Road’s Services, in response to the concerns raised. 
 
Following a thorough investigation, Mr B’s complaint was not upheld, as it was found that 
both services had followed the proper procedures, with regards to the incidents described. 
 
Mr B remained dissatisfied with the council’s final response and the actions of the Planning 
and Roads Services. He was therefore sign posted to the Scottish Public Services 
Ombudsman (SPSO) to review our handling of the case. Following a review, the SPSO 
advised all aspects of Mr B’s complaint were not upheld and no recommendations were 
offered to the Council, following this complaint.  
 
This was a good outcome from a Council perspective, as on review, the outcome indicated 
the services had followed the relevant procedures initially and in their complaint handling. 
The situation was handled well, as excellent co-operation and communication were 
demonstrated by the Planning Officers, Roads Service and the Feedback Team, during the 
administration and investigation of the above complaint. 
 
This all helped to achieve a really thorough investigation and well set out response, which 
captured and answered the specifics of the complaint. Although, Mr B remained 
dissatisfied on this occasion, this investigation detailed the concerns and outcomes clearly, 
to ensure all concerns were fully addressed. 
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 Case Studies 8: Waste – Communications - New Recycling Roll Out  - 
1494604 

 
This is a good example of how our service’s learn from our customer’s experience and 
review/renew their procedures to reflect this. 
 
Mrs D was unhappy with the fact that she had received communication along with her new 
bin, advising her that her recycling collection would “start now”. She assumed that “start 
now” meant that her bin would be collected that week however it was not. 
 
The council’s investigation sought to establish why the communication provided to Mrs D 
along with her new bin, advised that the recycling collection would ‘start now’ when the bin 
was in fact not collected that week. 
 
Following investigation the complaint was upheld as it was found that the customer should 
have received a letter before her bins and booklet were delivered, as this letter detailed the 
start date for each household. The booklet delivered with the bins did in fact say ‘services 
for your area start now’ however it was intended for people to read this as ‘start collecting 
your food waste/ start using your blue lidded bin now’ and not ‘ put them out for collection’. 
The Waste service felt that, had the initial letters arrived on time, (before the customer 
received their bin) no confusion would have arisen.  
 
As a result of the customer’s complaint the Waste Service advised that they would take the 
following action: 
 

1. They will make sure letters will arrive pre booklet delivery in future 
2. They will not write vague messages such as ‘start now’ on a 

booklet/letter again. The service acknowledge that it may be best to 
stick to dates and perhaps it may cause less confusion if, in future, only 
one letter/booklet is issued. 
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Aberdeenshire Council is committed to listening to our customers and using their feedback 
to change and improve the way we do things. 
 
We will benchmark our complaint handling with that of other local authorities and work with 
the SPSO to ensure that best practice is on-going. 
 
 

Contact Us 
 
If you would like to find out more about our complaints procedure, or about our annual 
report, please contact us. 
 
Phone: 01346 585 863 
 
Email: feedback.team@aberdeenshire.gov.uk 
 
In writing to: 
Aberdeenshire Council 
Woodhill House 
Westburn Road 
Aberdeen AB16 5GB 
 
Log on to: www.aberdeenshire.gov.uk/feedback 
 

http://www.aberdeenshire.gov.uk/feedback

