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Complaints Process

Complaint/Issue
Arises

Speak to a member
of staff or Manager

Discuss the issue,
which might be
resolved to your

satisfaction during
this conversation

Complaint resolved

If you are not
satisfied you can

write to:-

The Manager
The Haven

25B Burgess Road
South Queensferry

EH30 9JA

You can ask for
assistance to do this

You will receive an
acknowledgement

within 3 working
days and a formal
response within 14

days

Complaint resolved
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If you are not
satisfied the
manager will

forward your written
complaint to:-

The Company
Secretary

Board of Directors
QCCC

The Haven
25B Burgess Road
South Queensferry

EH30 9JA

The Board will
acknowledge your
complaint within 3
working days.  They
will make enquiries
and respond to you

formally within 28
days

Complaint resolved

If you are not satisfied the Board must
refer your complaint to the:-

Care Inspectorate
Compass House
11 Riverside Drive

Dundee
DD1 4NY

Tel 0345 600 9527

Alternatively you can make your
complaint directly to the Care

Inspectorate by email
concerns@careinspectorate.gov.scot or
completing their complaints form online

visit www.careinspectorate.com

You can also contact:-

City of Edinburgh Council
Social Care Services Advice and Complaints

Level 1:7
Waverley Court

4 East Market Street
Edinburgh
EH8 8BG

Tel 0131 553 8395
Email socialwork.complaints@edinburgh.gov.uk

Raising complaints and/or issues is important to make sure we can deliver the best quality of
care and support to you and your family.

For more information or if you have any suggestions regarding this document please speak to a
staff member or Manager.
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