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Parole Board for Scotland
Complaints Procedure
If you are unhappy about the service you have received from the Board or the staff in Parole Scotland (PS) this section gives you information on how to complain.  We know that sometimes a decision will be disappointing because the outcome is not what you may have expected or hoped for.  However, whatever the outcome of the Board’s decisions, we hope you will be satisfied with the level of service we have provided and the way in which we treated you.  
We want to provide the best service we can and aim to treat everyone with courtesy and respect.  We aim to get things right first time but occasionally things can go wrong so if there is a problem, please let us know as soon as possible so that we can try to do something about it.  We will treat all complaints seriously and look into them thoroughly and fairly. 

What you can complain to us about
We would like to hear from you if you feel dissatisfied with any aspect of the Board’s activity.  For example if you think we have:
· Been rude or unhelpful
· Failed to explain clearly or did not listen to your concerns properly
· Been unreasonably slow or inefficient
We want to know when things go wrong so that we can put them right and make sure that they do not happen again.

It is very important to note that this complaints procedure cannot be used to ask us to reconsider decisions about parole.  There is no appeal against the decision of the Board.  However, if you feel your case was not dealt with in the appropriate manner you can ask your solicitor to apply for a Judicial Review of the case.

How to make a complaint 
Step 1 - Frontline Resolution
For issues that are straightforward and easily resolved, requiring little or no investigation please contact (in writing or by phone) the person dealing with your enquiry to try to resolve the problem through frontline resolution (commonly referred to as ‘informal resolution’).  It is likely that they will have the most information about the case and we hope they will be able to resolve any difficulties, in five working days or less, without the need for a formal complaint  
Examples of issues suitable for frontline resolution are:

Our service to you has not been provided to a suitable standard.

You requested a service but it has not been provided/actioned.

We were rude or unhelpful.

We failed to attend a scheduled appointment.

Step 2 - Investigation
If you are not satisfied with our ‘frontline resolution’ then you can make a more formal complaint by writing to tell us what has gone wrong.  An example of a complaint letter is at Annex A.  Examples of issues suitable for investigation are:

Frontline resolution was attempted, but you remain dissatisfied. 

You do not wish to engage with the frontline resolution process.

You wish to raise complex issues which will require detailed investigation.

If your complaint relates to Board members, the Board’s Chairman will consider your complaint and will aim to reply to you within 20 working days of receipt.  For complaints relating to PS staff, the Board’s Chief Executive will consider your complaint and will aim to reply to you within 20 working days of receipt.  If you wish to complain about the Chief Executive your complaint will be handled by the Chairman of the Board.
If we cannot manage to reply within 20 working days, we will write to explain why and to tell you when you can expect a full response.  For instance, there may be a need to invoke an additional internal review stage particularly in relation to sensitive complaints or those involving members of the judiciary who are Board members. 
Clearly mark your letter “Complaint”.  Address the envelope to “PBS Complaints” and send it to:

X5 Spur

Saughton House
Broomhouse Drive

Edinburgh

EH11 3XD

Phone: 0131 244 8373
Fax: 0131 244 6974
E-Mail: mailto:enquiries@paroleboard.scot
Your complaint will be acknowledged within 3 working days.

We will ask for the views of the person you are making the complaint about but they will not be involved in looking into the complaint in any other way.  The goal is to establish all the facts relevant to the points raised and provide a full, objective and proportionate response that represents our definitive position.  If our investigations show that we are at fault we will:
· Accept responsibility and say sorry
· Explain what went wrong and why

· Try to put it right as soon as possible

· Learn from your complaint to review and improve our procedures

· Work with the Board’s Corporate Governance Group to identify any trends that may suggest we ought to change our procedures

· Publish details of the number of complaints received in our Annual Report
If your complaint is about the Board’s Chairman, you should write to Director of Justice, Scottish Government Justice Directorate, Room GW.02, St Andrews House, Regent Road, Edinburgh, EH1 3DG.  
Step 3 – Independent External Review  
If you are not satisfied with the reply, you have the right to refer your case to the Scottish Public Services Ombudsman (SPSO) for consideration.  The Ombudsman can investigate complaints of maladministration but will normally only do so once you have completed the Parole Board’s procedures as detailed above.  You should contact the Ombudsman, preferably in writing, within 12 months after the day you first became aware of your grounds for complaint.  The SPSO’s office is based at Bridgeside House, 99 McDonald Road, Edinburgh EH7 4NS 
The SPSO’s contact details are:

Scottish Public Services Ombudsman

Freepost  

Edinburgh

EH7 4NS
Website – www.spso.org.uk
Tel: 0800 377 7330

Fax: 0800 377 7331

Text: 0790 049 4372

It should be noted that the SPSO does not have the power to dismiss, or recommend dismissal, of Board members or Parole Scotland staff.

April 2012 (updated July 2019)
Annex A
EXAMPLE OF A COMPLAINT LETTER

FORMAL COMPLAINT

Your name

Address

Date
Name

Job title

Parole Board for Scotland
X5 Spur

Saughton House

Broomhouse Drive

Edinburgh

EH11 3XD

Dear                                                                                     
FORMAL COMPLAINT

I would like to complain about your service.

Explain what has gone wrong and how you have suffered.  Try to make this clear.  What in your view would resolve the problem?  Make this clear and explain what you would like to happen.  Are you looking for an apology, a change in policy, a service that should have been provided that was not?

Please write to me so that I know that you are looking at my complaint. I would also like to know when you will send me a full reply.

Yours sincerely

Your name
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