
East Ayrshire Council

A guide to making comments,
suggestions and complaints
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How to contact us
• by phone: 0845 724 0000

• by fax: 01563 576500

• minicom: 01563 576167

• e-mail: the.council@east-ayrshire.gov.uk

• website: www.east-ayrshire.gov.uk

• at any of our offices

• in writing to: East Ayrshire Council
Council Headquarters
London Road
Kilmarnock
KA3 7BU

This document is also available, on request, in braille,
large print or recorded on to tape, and can be translated
into Chinese, Punjabi, Urdu, Gaelic and Polish.

Ma tha sibh airson fiosrachadh fhaighinn ann an
cànan sam bith eile, cuiribh brath thugainnaig an
t-seòladh a leanas.

Dokument dost�pny jest równie w alfabecie Braille’a,
w wersji z powi�kszonym drukiem lub w formie nagrania
d�wi�kowego na kasecie. Na yczenie oferujemy tak�e
tłumaczenie dokumentu na wybrany j�zyk.
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Tell us what you think
Our aim is to provide high quality services to the people
we serve. However, we recognise that sometimes things
can go wrong. If they do, we want you to tell us so that we
can put things right. We will listen and learn from your
comments, suggestions or complaints so that we can
continually improve our service to you.

What to do…
You can make a comment, suggestion or complaint by
completing this form, writing a letter, telephoning, by
email or online through our website, or in person at one
of our public offices. 

We need to know your name, address, telephone number;
information on what went wrong; and when and where
it happened.

What happens next?
We will deal with your complaint as follows:

Stage 1: If you have experienced a problem with a
service or have a complaint to make, the
quickest way to get it resolved is to talk to the
staff responsible for that particular service. 

Stage 2: If we cannot resolve your complaint straight
away you can ask the appropriate manager or
Head of Service to review your complaint.
The Manager/Head of Service will provide a
written response within seven working days.

Stage 3: If you are not satisfied with the response you
can ask the appropriate Executive Director to
review your complaint. The Executive Director
will aim to respond to your complaint within
14 working days.

Stage 4: If you are still not satisfied, you can ask the
Chief Executive to review your complaint. The
Chief Executive will review the matters you are
unhappy about and respond to you within 21
working days.

Scottish Public Services Ombudsman
If you have completed the Council’s complaints process
and you are still unhappy, you can ask the Scottish
Public Services Ombudsman to look at your complaint.
You can contact the Ombudsman in the following ways:-
• Tel: 0800 377 7330
• Fax: 0800 377 7331
• Email: ask@spso.org.uk
• Writing: Freepost EH641, Edinburgh, EH3 0BR

Additional advice
Some complaints need to be handled differently for
legal and other reasons. We will inform you when this
applies as part of the initial response to your complaint
and where appropriate advise you of any alternative
course of action required.

Social Services procedure
Social Services are required to follow a complaints
procedure set out in specific legislation and guidance.
The procedure is slightly different from the Council’s
general procedure.

If you make a complaint to Social Services we will send
you an acknowledgement letter within five working days.
An investigation will result in a formal response being sent
to you within 28 working days of receipt of the complaint.

If you remain dissatisfied with the response, you are entitled,
within 28 days of receiving a written response, to ask for
your complaint to be examined by a Complaints Review
Panel. For further information on this, contact:
Bill Walkinshaw, Head of Democratic Services,
East Ayrshire Council, Council Headquarters,
London Road, Kilmarnock, KA3 7BU 

East Ayrshire Citizens Advice Bureau
The Citizens Advice Bureau can provide you with free
and independent advice on making a comment, suggestion
or complaint and advise on legal representation or other
groups available to act on your behalf. The Citizens
Advice Bureau can be contacted at:

The Citizens Advice Bureau, 3 John Dickie Street,
Kilmarnock, KA1 1HW, Tel. 01563 544744. Eq
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MOISTEN ALONG THIS EDGE
MOISTEN ALONG THIS EDGE
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