
 
 
 
 
 
 

 

Compliments, 
Comments and 

Complaints 
 



regarding 

Our actions or lack of action, or 

The standard of service 
provided by us, or on our 

behalf 

Examples: Include delays in 

responding to your enquiries, 
failure to provide a service or 
poor treatment by a member of 
staff. 

You can complain if you receive, 
request or are affected by our 
services. 

 
 

 
Customer Feedback Your Feedback 

 

It is important that we understand your 
experience of dealing with Bon Accord 
Care. Your feedback will let us know 
what we are doing well and where we 
need to make improvements. 

If you have a compliment, comment or 
complaint, we’d like to hear from you! 

How to provide your feedback 
You can contact us in a way that is 
convenient to you- you can use our online 
form, write to us or call our Head Office. 

 
Please see the ‘Contact us’ section of this 
leaflet for our details. 

Compliments can be about a member 
of staff or a service in general. If you 
like something, we want to hear about 
it! If you have a suggestion about one 
of our services, we will log this as a 
comment. 
We realise that sometimes, things go 
wrong. 

 

 

 

What should have happened 
 

How you want us to resolve the 
matter 

If known, which service you are 
complaining about 

please tell us in as much detail as 
possible: 

What happened and when 

Who was involved 



Stage 2: Complaints are for more 

complicated issues, or if you are 
unhappy with how we dealt with your 
Stage 1 complaint. We will send you a 
written response within 20 working 
days. 

 
Handling your Feedback 

 

 

 
There are some topics that we can’t 
consider as complaints and instead, 
they will be dealt with under the 
appropriate procedure or logged as a 
comment. 

Your feedback will be processed 
by The Compliance Team and a 
response provided by the service 
or department, if you have 
requested a reply. 

 
For complaints, the procedure has 
two stages. When we receive your 
complaint, we will acknowledge within 3 
working days and let you know if it will 
be dealt with at Stage 1 or 
Stage 2. 

 
 
 

 

 

If this issue is complex, we may need 
more time. If this happens, we will let 

you know. 
 

.................................................................... 

.................................................................... 

.................................................................... 

.................................................................... 
......................................................... 

Stage 1: Complaints are usually 
straight-forward, and we will respond 
within 5 working days. This may be 
done in person, by telephone, letter or 
email. 

under our Complaints Handling 
 

Compensation or insurance 
claims 

First time service requests, like 
requesting Occupational Therapy 
Issues with neighbours, such as 

noise 
Penalty Notices or Fines 
Vehicle or Road concerns 

Employment or Recruitment 
matters 

Issues that are or have already 
been in court 



 
 

 

 

 
Responding to your feedback 
The department concerned will receive 
your feedback and take appropriate 
action, such as telling staff about a 
compliment. 
For complaints, staff look at what has 
happened and what should have taken 
place. When possible, we deal with issue 
there and then. 
You will be told if your complaint is 
upheld or not upheld, or has been 
resolved, as well as any changed made 
as a result of your complaint. 

 
 

 

Dissatisfied about your 
complaint? 
If your complaint relates to a service we 
provide, you may also complain to the 
Care Inspectorate who are the 
regulatory body for Care Services in 
Scotland . 
0345 600 9527 
concerns@careinspectorate.gov.scot 

Social Care Feedback 
If you are affected by Adult Social Care 
Services, you can also provide feedback 

using www.careopinion.org.uk 

Do you need extra help? 
If you are having trouble putting 
your feedback into writing or want 
this information in another 
language or font, please contact 
us. 
You may be reluctant or unable to 
contact us yourself. You can ask a 
friend, relative or advocate to do 
this for you. 
You must give permission for 
someone to contact us on your 
behalf, and to show this has been 
given we ask that you complete a 
Third-Party Consent to Disclose 
form. Please contact us to 
organise for a form to be sent to 
you. 
If you have a support worker, they 
can also help. 

 
 
 

Contact us 
Call 01224 053 333 

Email bacinfo@bonaccordcare.org 

Website bonaccordcare.org 
 
Bon Accord Care 
Marischal College 
Broad Street 
Aberdeen 
AB10 1AB 
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