Details of your Feedback (please provide as much detail as you can)

Date

Detail

Have you reported this already?
Yes / No

If yes, please provide as much information as you can about when
this matter was raised and with whom and any details you can

If you are making a complaint, how would you like to see the Council
resolve it?

Send your completed form free of charge to:
Midlothian Council, Feedback, Freepost SCO5613, DALKEITH, EH22 OBR
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CoMMENTS, CoMPLAINTS & COMPLIMENTS

We need your Feedback to help us improve and
develop our services. Did we do well or badly? Have
you a comment to make? Do you want to make a
complaint, or compliment a member of staff or a
service? Please get in touch. You can write,

email feedback@midlothian.gov.uk, phone, visit us, or
you can use this form. An electronic form is available
on our website.

IF YOU WANT TO MAKE A COMPLAINT...

We will deal with this through our Feedback procedure. This sets out
how we will handle your complaint and the timescales we will follow so
you can be assured your complaint will be responded to promptly.

How does it work?

Contact us with your complaint or submit the attached form and
provide as much detail as possible to let us investigate the matter fully.
Tell us where you think we went wrong and what action you think the
Council can take to put things right. For full details of our Feedback
procedure visit www.midlothian.gov.uk/feedback or contact
Feedback on 0131 561 5444.

S7aGe 1

The first thing we will do is try to put things right, so for example if your
bin hasn't been lifted on the appointed day, we will arrange for this to
be done. If we still do not collect it we will formalise your complaint and
deal with it under the following procedure.

S7AGE 2

Your complaint will be allocated to the appropriate Feedback Officer
for the Council division concerned and acknowledged. This is a senior
officer who will investigate your complaint and respond to you with their
findings, usually within 10 days. If your issue is particularly complex, or
there is a reason they are unable to respond within that timescale, they
will be in touch to agree a new response date.

S7aGe 3

If you are not satisfied with the response you receive from the
Feedback Officer you can ask for the matter to be reviewed by
Midlothian Council's Chief Executive. He will acknowledge your
complaint and arrange for the matter to be investigated and responded
to within 10 days, or within a timescale that he agrees with you.

S7AGE 4

If having followed Midlothian Council's complaints procedure you are still
not happy, you can take your complaint to an adjudicator and ask for
the matter to be investigated. In our response we will tell you who the
relevant adjudicator is. This will normally be the Scottish Public Sector
Ombudsman and they do not usually accept complaints that have not
been the subject of the Council's own complaints process first. Contact
them at:

SPSO

4 Melville Street
Edinburgh

EH3 7NS

Tel 0800 377 7330
Fax 0800 377 7331
Text 0790 049 4372

Email ask@spso.org.uk

Or write to SPSO
Freepost EH641
Edinburgh EH3 OBR

SociaL Work CompLaints ONLY

By law, complaints about social work services follow a standard
procedure. If you have a complaint about this service, please contact
the Social Work Client Relations Officer on 0131 271 3645.

FeEepBack FORM

If you need help to complete this form, or would prefer to give your
feedback by telephone please call us on 0131 561 5444,

Details (If you are completing this form on behalf of another person,
please also provide your contact details if you wish to be responded to.)

Mr/Mrs/Ms/Other ...,

Forename ..., SUM@ME....ciiiinee
AQAIESS ...
................................................................. Postcode ...,
Contact Telephone NO.......cccoccviiiiiieieeeeen, (Home/Work/Mobile)

BN AQAINESS ..ottt

] (please tick if applicable) | am acting on behalf of the above named
g
person. Please contact me in response to this feedback

MIE/MIES/MS OB e ettt
FOrename ..o SUMBMIE .ottt
A S .o et e e e
................................................................. POStCOAE ..o,
Contact Telephone NO.......cccoviiiieeee, (Home/Work/Mobile)

E M@ AQAIESS ..ot

Your Feedback
Is your Feedback a:
Comment / Compliment / Complaint / General enquiry / Service request?

(please circle)



