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Complaints Handling Policy - A Quick Guide for Staff 

1. A complaint is an expression of dissatisfaction by a member of the public about the 

CNPA’s action/lack of action/ standard of service provided. 

2. Anyone who receives, requests or is affected by our services can make a complaint. 

3. Any member of staff may receive a complaint, which can be verbal (over the phone or 

in person), by e-mail or letter, or even on-line. 

4. The first stage of the complaints resolution process is “Frontline Resolution” – i.e. 

issues that are straightforward and easily resolved (just an apology may be sufficient) 

and requiring little or no investigation. Any member of staff may deal with and resolve 

a complaint at this stage. Resolution must be completed within 5 days. Log the 

complaint in the Complaints Log. 

5. In exceptional circumstances (e.g. someone is on leave and you need to speak to them 

to resolve the complaint), you may agree with the customer an extension of no more 

than 5 days. This must be authorised by a Head of Service. So at the most, frontline 

resolution could take 10 days. 

6. A complaint can be escalated to Investigation stage (sometimes called “stage 2”) if the 

customer is not be happy with your response and asks for it to be dealt with at stage 

2. It can also be escalated if you feel you can’t deal with the complaint at stage 

1(frontline resolution) as its complex, serious or high risk. Escalation should be to the 

appropriate Head of Service who might investigate the complaint themselves, or 

nominate another member of staff to conduct the investigation.  

7. Once a complaint is escalated beyond stage 1, it must be acknowledged (there is an 

acknowledgement letter template) by the Head of Service within 3 working days of 

receipt, the date of receipt being: -  

a. the day it was transferred from frontline stage to investigation, 

b. the date the customer asks for it to be investigated as they are not happy with 

the frontline resolution response,   

c. the date the complaint is received if you identify from the start that it needs 

investigation.  

8. The Head of Service must make an appropriate Director aware of the complaint. 

9. The Head of Service (or Director) must provide a full response to the complaint not 

later than 20 working days from the time is was escalated to the investigation stage. 

10. Some complaints are so complex that they may require delayed investigation beyond 

the 20 days. A time limit must be set by the Director on an extended investigation, 

and this must be agreed by the customer. 

11. All complaints, no matter how minor MUST be recorded, by the person 

dealing with the complaint, on the complaints log, which can be found on 

the R drive Corporate Services/Corporate 

Management/Complaints/Complaints Log . 

12. Laura Byers will have oversight of the complaints log and will help staff complete it 

appropriately. She will also keep an eye on timelines and will chase you if you are 

approaching the deadline for resolution. 
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A customer may complain in person, by 

phone, by email or in writing. 

Your first consideration is whether the 

complaint should be dealt with at stage 1 

(frontline resolution) or stage 2 

Then, immediately log the complaint on the 

complaints log 

Stage 1 – frontline resolution 

 

Always try to resolve the complaint quickly and 
to the customer's satisfaction wherever we can. 

Stage 2 – investigation 

 

1. Investigate where the customer is still 
dissatisfied after we have communicated our 
decision at stage 1. 

 

2. Investigate where it is clear that the complaint 

Is the customer satisfied 
with the decision? 

Send acknowledgement within three working days 
and provide the decision as soon as possible but 
within 20 working days, unless there is a clear 

reason for extending this timescale. 

Is the customer satisfied 
with our decision and 
with the way we have 

handled the complaint? 

Complaint closed 

Provide a decision on the complaint within 
5 working days unless there are exceptional 

circumstances. 

Refer customer to 
the Scottish Public 

Services 
Ombudsman 

No 

Yes Yes No 

STAGE 1 

FRONTLINE 

STAGE 2 

INVESTIGATION 

Complaint closed  

13.  Every complaint should be given a complaint folder number, and all complaint 

responses should be saved in the folder number for that complaint, in the complaints 

responses folder (which can be found on the R drive – Corporate services/Corporate 

Management/Complaint/Responses EY + 3 

 

 

Now log all the 

details about 

this complaint 

and its 

resolution on 

the complaints 

log 
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