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LIVING YOUR BEST LIFE





Protocol – Complaints Handling Procedure

Introduction
East Ayrshire Leisure values the views of all our customers. Responding to complaints, alongside positive comments and suggestions, is an important and integral part of our business development and supports our ethos of striving for continuous improvement. 
All comments, and responses to complaints, are logged centrally and categorised to allow us to identify any recurring issues or patterns which may need to be addressed. A summary of complaints is presented quarterly to the Board of Trustees through the East Ayrshire Leisure Performs report.
This Protocol outlines our complaints procedure and the timelines which must be adhered to in order to ensure we are in line with the recommendations of the Scottish Public Service Ombudsman (SPSO). 
The Complaints Process

Stage 1: Frontline Resolution
1. When a complaint is made you should try to resolve the issue within 5 working days if possible. If the issue cannot be dealt with immediately and needs to be passed to a more senior member of staff, the complainant should be contacted and informed that their complaint has been received and passed on. The complainant should receive a full response within 20 working days.
2. Complaints should be logged on a Complaints, Positive Comments, Suggestions & Enquiries form here and emailed to feedback@eastayrshireleisure.com. 
3. Once the issue has been resolved, a copy of the full reply should be sent to feedback@eastayrshireleisure.com so it can be logged.


Stage 2: Investigation 
1. If a customer is unhappy about the response they have received, they may request that their complaint is considered at Stage 2.

2. Customers should receive an acknowledgement of their complaint within 3 working days and they should be given a decision as soon as possible. This should be after no more than 20 working days, unless there is a good reason for needing more time and this should be communicated to the complainant.
3. If the complaint is complex or needs more detailed investigation, the complaint may be looked at this stage immediately, without going through Stage 1. 
Scottish Public Service Ombudsman (SPSO)
1. If a customer is still unhappy following the Stage 2 process, they should be advised that they can contact the SPSO, which is an independent and free service. Contact details are provided below.
2. The customer should put their complaint in writing, explaining why they are still unhappy and what they would like the SPSO to do. They should also supply the final correspondence between themselves and East Ayrshire Leisure. 
	Address: 
	SPSO

Bridgeside House

99 McDonald Road

Edinburgh

EH7 4NS

	Freepost address:
	FREEPOST SPSO

	Freephone:
	0800 377 7330

	Website:
	www.spso.org.uk

	Online contact:
	www.spso.org.uk/contact-form

	Online complaints form:
	www.spso.org.uk/complain/form


Monitoring & Review

Complaints will be presented to the Development Management Team monthly to allow any issues to be addressed and to allow discussion regarding re-occurring themes or areas for development which could be applied Trust-wide.  A spreadsheet detailing the complaints received is saved within the Complaints folder:  People and Finance\Ext Mgt\SMT – Team Leader Info\Feedback\Complaints
A summary of complaints is also presented quarterly to the Board of Trustees through the East Ayrshire Leisure Performs report.
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