If you are unhappy about anything at nursery, please speak to us first. Our aim
is to work with parents to support children’s development and progress as
much as possible. Almost anything that you are unhappy about we will be able
to discuss and resolve together.

If you would like to make a formal complaint though, if this discussion doesn’t
work, then see the information below:
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What is a complaint?

We regard a complaint as any expression of dissatisfaction about our
action or lack of action, or about the standard of service provided by us

or on our behalf.
What can | complain about?
You can complain about things like:

> delays in responding to your
enquiries and requests

> failure to provide a service
> our standard of service

> treatment by or attitude of a
member of staff

> our failure to follow proper
procedure.

Your complaint may involve more
than one council service or be about
someone working on our behalf.

www.glasgow.gov.uk/privacy

If your complaint is about Social
Work Services, there is a separate
complaints form and procedure, you
can find out about this by visiting

www.glasgow.gov.uk/swcomplaints

What can’t | complain about?

Tt'mere are some things we can’t deal
with through our complaints handling
procedure. These include:

> aroutine first-time request for a
service

Here are some examples:

If your planning application is
refused, you will have a right to
request either an appeal to Scottish
Ministers or a review by the
planning authority's Local Review
Body. Which one depends on the
circumstances of the application.
The timescale for appeal, or review,
will normally be explained in
correspondence and the decision
notice from the planning authority.

If you believe your house is
incorrectly valued for Council Tax,
you can appeal directly to the
Assessor.

If other procedures or rights of
appeal can help you resolve your
concerns, we will give information
and advice to help you.

Who can complain?

Anyone can make a complaint to us,
including the representative of
someone who is dissatisfied with
our service. Please also read the
section on ‘Getting help to make
your complaint’.

How do | complain?

You can complain in person, by
phone, in writing, online using our
complaints form at

It is easier for us to resolve complaints

if you make them quickly and directly

o the service concerned. So please
<1 member of our staff at the
yu are complaining about.




Care complaints

If your complaint relates to a care
service we provide, you can choose
whether to complain to us or the
Care Inspectorate. You can find out
more about their complaints
procedure, or make a complaint,
by contacting them.

Quick guide to our complaints procedure




