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UEhat to do if you would like to comment on, compliment, or complain about the work of HMIE
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. Unac6eptable actions policy

1, Our aim is to help improve standards, quality and learners' achievements in education and contribute to the wellbeing ofthe people ofScotland. We are
committ€d to providing hlgh quality services. One of the ways we can continue to improve is by listening to you. Your comments. positlve and negatlve, and
complaints help us to recognise high-quality work as well as to improve the servl€$ we provlde.

2. We welcome your views about the the qualtty and impa€t of our work. Any suggestions you may have help us to improve the seryices that we provide. If
you are pleased with wiat we have done, please I€t us know and we shall pass this on to the relevant members of statr. If you have a concern gr complaint
about our work, please also contact us. Even if you do not want to register an ofricial complaint, your feedback may help us to deal with something we urould
otherwlse overlook.

3, All of our lnspection and review reports include detalls of how you can contact a Chief Inspector or Dlrector. Alternatlvely, you can contact our Complsints
Manager, Business Management Unit, Seeond Floor. Denholm House, Almondvale Business Park. Almondvale Way, Livingston, EH54 6GA, telePhone 01506
6A025A/9.

BactlS_LoJ

How we define a complaint

4. For the purpose of this procedure, we define a complaint as an expression of dissatisfaction with an aspect of the work of the hspectorate,

Raising an issue with us

We aim to ensure that raislng an issue wlth us is as easy as possible. We shall:

o treat lt serlously;
o deal wtth it discreetly, promptly and politely; and
. where appropriate, deal lvith it lnformally - for example by telephone or face to face.

6. We shall apologise where we have got things wrong, give an explanation and tell you what action we have taken. We shall learn from the issues raised
with us and use them to improve what lye do. We shall tell the public in ourAnnual Report about any issues that we have addressed that have come through
our complaints procedure.

7. ff you wlsh to raise an issue about the conduct or actions of someone working for ut please do so in a reasonabl€ !yay, We have a pollcy on unacceptable
actions by complainants, a copy of which is ayailable on this r,yebste. You should focus on the activities you consider to have adversely affected you or
otheB.

8, We will share the detailg ofthe lssue you raise with the person or persons concerned to glve them the opportunity to respond and if appropriate, put
matters right. Unless there are exceptional reasons not to do so, we will always let these persons know who it is who has raised the issue.

9. We will not consider dealing with an issu€ about any aspect of our work that is raised more than three months after the event (or in the case of an
inspectlon, one year after the publication of the report), unless there are exceptional circumstances.

10, We sometimes receive complaints about other bodles such as schools, colleges or local education authorities, We can only deal wlth these ifthey relate t(
our activity with the organisatlon eoncerned. You need to address all other complaints about other organlsations and thelr work to the head of those
organisations. If you are concerned about an aspect of education, chlldren's services or training provision and are not sure who to approach. please contact
our Cornplaints Manager who will be happy to advlse you whom to contact.

ft!&&lqt

Complainb llanager

11. Our Complaints Flanager monitors the progress of all feedback and complalnts received. We ensure that we keep to agreed dates and that everyone
conrerned is kept informed about the progress in our deallng r/yith an issue or complalnt.

12, To cortact our Complaints Manager, please telephone 01506 600258/9 or write to Complalnts Manager, HMIE Business Management Unit, Second Floor,
Denholm House, Atmondvale Business Park, Almondvale Way, Livlngston, EH54 6GA or ernall HMlEcomplaintg@hmie.gsi.gqv.uk

Back llo tot

A*o*ymoirs complaints

13. Aronymous.omplaints will not be dealt with through our normal complaints procedure. W€ shall consider any issues raised through an anonymous
cofiplaint and take action as we deem flt.

Back to-!q!

Hos to oomplain

14. Our complaints procedure has four steps, startlng with trying to put matters right straight away. The sooner we know about a problem the easi€r it is to
resolve lt.

,B.e..E_.i-c..._a!,__t
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st p 1: Reeohring m.tt€E i[formally

15. The first step is to talk to us, We almost always find that this approach resolves matters quickly and effectlvely without the need for any further action
through the formal complsints prqcedure. Ycu can do this informally, either face to face, or by telephone. Usually the best person to talk to \rrill be the persor
who dealt with the matter you are concened about. They will be in the best posltion to help you and put things right quickly.

16. Ifyou have a complaint about any aspect ofour admlnistration, please rlng the person you have been dealing wlth, Ifthey are not available to help, or
you would prefer to approach someooe else, then ask for their manager.

17. Ifthere is a problem durlng an inspestion, plEase speak to the Managing Inspector or a member ofthe inspection team. It is helpful that we know about
any issues you may have before the end of the lnspection or before publlcatlon of the report. It may become more dlfEcult to lnvestlgate matters and take
the best approach to resolving them after that point, During an inspection, the school, college or service has the opportunlty to provlde all of th€ evidence
needed for the inspection team to reach its evaluations. Because ofthis, we cannot accept a complaint afterwards if it is only about these evaluations.
However, we will consider complaints about specific inaccuracles/ references to third parties and key contextual omnlssions.

Back to tft

Stcp 2! llrking a formal complaint

18. We hope that you only feel the nEed to make a formal complsint as a last resort, If you remain unhappy after trying to resolve matters lnformally, the
ne)d step is to put your complaint in writing, We shall acknowledge your letter upon receipt. You should:

. tell us what or whom you are complaining about;

. let us know when it happened;

. provide any eyidence you have;
r tell us what you have done about the matter up untll now and what response you have received; and
. tell us whatyou would like us to do.

19. If your complaint is about an inspection report, you should:

. glve us detalls of the exact nature of your complainu and

. tell us what you would like us to do.

20. We shall make every effort to aesolve the is€ues you raise. However, dealing with complaints is time consumlng and we welcome your help in making
sure that your complaint isJustified and clear. We will not give €xtended consideration to complaints that are unciear or cannot beJustified. If necessary, we
may declde to lnvolve an lndependent third party to help secure common agreement on the focus of the complaint,

21. Your complaint shall be pass€d to one of our s€nior management t€am to investlgate. As part of thls investigation, we shall contact the individual{s)
whose work is being complained about, or ln the case of inspectlon findings, the team responsible for an hspection report, show them the letter of complaint
and ask for their views. We shall normally complete the investigation and s6nd you a full response within 20 working days of us receiving your complaint. If I

is not possible to respond tully within this time, we will let you know and give you the reason for any delay. The letter givlng the outcome of the investigation
will say:

. whether we have upheld, partly upheld or not upheld your complaint

. wherewehaveupheldorpartlyupheldyourcomplaint,whatactionwearetakingtoputmattersrightandtomakesurethatitdoesnothappenagain;
and

. what to do lf you dlsagre€ with our decision.

22. Where someone working for us has been the subject of your complaiot, we shall give them a copy of the response.

23. Ifthere were inaccuracles ln an lngpection report and it has been published, the version on our r,yebslte shall be amended, We shall also send a correctior
to those on the mailing list ofthe original report.

Eed(1a-let

Step 3: Intcmal reiew

24. If you are unhappy with the way we lnvestlgated your complaint or you think that the outcome is unfalr, the next step is to ask us to revtew the way
your complaint was dealt with, You should write to our Complaints Manager to ask for your complaint to be reviewed within 20 working days of the date of
our reply under Step 2, We shall acknowledge your letter upon receipt. You should:

. say why you are dissatisfled with the investigation

. give clear reasons and provide any supportlng evidence and documents; and

. tell us what you would like us to do,

25, A chief Inspector who has had no connection with the area of work and the earlier investlgatlon shall undertake the revlew. The chief Insp€ctor shall
complete the review and send you a full response wlthin 20 working days of receipt ofyour request, If it is not posslble to respond fully within this tlme, we
shall let you know and glve you the reason for any delay, The Chief Inspector shall examine whether we followed the complalnts procedure. The Chief
Inspector shall tell you:

. whether the earlier lnvestigatlon was thorough, fair and objeEtive;

. whether the revlew upholds the findings of the investigation or amends or dismisses the investigation outcomes;
e what, if anything, shall be done as a result of the revler,y; and
o what to do if you are not satisfied wlth the outcome of the review.

Back to tot

Stcp 4! Ext€mal review

26. If you are sti,l not happy r,vith the way we have dealt with your complalnt in the lnvestlgatlon and then tnternal revlew, you can ask for an independent,
extemal reviewerto consider it, You must do so wlthin 20 working days ofthe date ofour reply notifying you ofthe qutcome ofthe
internal review, You should e-mail or write to the Complaints Manager asklng us to pass your complaint to an external reviewer. W6 shall acknowledge your
letter upon receipt, You should tell us why you are dissatisfted with the intemal review and should provide any further supportlng evidence,

27. HM Senior chief inspector (HMSCI) shall consider your reguest and send you a response v{ithin z0 worklng days. Where HMSci decldes not to refer your
complaint to an external revie{rer, the response shall explah the reasons why. Where HMSCI decides to refer your complalnt to an external revlewer, we
shall give you the names of two revlewers and ask you to choose which one you would llke to undertake the revle!,y. ff you do not lylsh to choose. HMSCI
shall appoint one of them. The reviewer shall then revlew the case.

28. The revievver shall repod the outcome of the revlew to HMSCI wlthlh 20 working days of the start of the revlew. HMSCI wlll consider the
recommendatlons in the reviewefs report and lvrlte to you enclosing a copy ofthe report and setting out any actions the Inspectorate intends to take as a
@nsequence of any recommmendatlons made by the external revleriver. If th€ reviewer is not able to respond fully withln thls tlme, we shall let you know
and oive vou the reason for the delav alonq wlth a revlsed timescale,

http://www.hmie.gov.uk/TemplateslGeneric.aspx?NRMODE:Published&NROzuGI... A2lA3l2AA9



29, The external revlewer cannot consider the ev6luations made by an inspectlon team because they are based on the professional judgement of members ol
the team. The revlewer shall review the evldence pr€viously considered and declsions reached in relation to areas such as:

. the conduct of statr;

. lmplementatlon of lnspection procedures;

. maladmlnistraflon such as mistakes and delays in the investigatlon and subsequent review ofthe complaint;

. the quality of responses provlded to you; and

. the management of your complalnt.

30. The external revlew ls the final stage in our complaints procedure.

gqgk to toI

The Ombudsman

31, if you are sttll not satisfied after completing our complaints process you can ask the Scottish Publlc Services Ombudsmao (SPSO) to look at your
camplatnt. You can s€nd your complaint to SPSO, Freepost EH641, Edinburgh EH3 0BR. The sPso freephone number is 0800 377 7330 (fax osta 377 7337Jt
email esk@F!-s!-qr!L!-k and website is at www,spso..ord.tk

32. A teaflet about the SPSO is avallable from the SPSO'S office. The SPSO can generally look at complaints where something has gone wrong ln a service or
function administered by or on b€half of our organisation, There are some restrictions to this but the SPSo's staff will be able to tell you more when they
have received your complaint.

33. The SPSO wlll normally only look at complaints made within 12 months of the date that you became aware of the matter about which you are
complaining,

34. Equally. after our complaints procedure has been completed, and under c€rtain circumstances, we can ask the SPSO to investigate a complaint.

_&lk!s.lsE

Complaints about ioint inspetiors

35, We undertake some inspections Jolntly with other bodles. If your complaint is about a joint inspection, the four-step procedure described ln this leaflet
shatl continue to apply for all HMIE aspects of your complaint. Where your complalnt concems the actions of one qr more other bodies, we shall llalse wtth
that body in dealing wlth your complaint. we may pass your complaint to them lf lt is more approprlate fur them to respond. If we do this we shall let you
know, currently we undertake joint inspections with:

. Audlt Scotland

. HM InspectoEte ofConstabulary

. HM Inspectorate of Prisons
r Social Work Inspection Agency
. The Care Commission

Surr|mary of a complaints procedure:
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Unacceptable actions policy

\,U€ have established an unacceptable actions poliqf to ensure that complainants and correspondents are aware ofour complaints and correspondence
handling procedures and on what HMIE can or cannot do throughoutthose processes.
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