Royal Faculty of Procurators in Glasgow 

Complaints Procedure

1. Introduction

The Royal Faculty of Procurators in Glasgow (RFPG) is committed to providing a high-quality, accessible, responsive and transparent service. 

This complaints procedure intends to quickly, confidentially and effectively deal with any complaints made against members of the RFPG’s Council or its committees, RFPG staff and contractors or the services which the RFPG provides. 

2. How to make a complaint

In order to seek an early resolution of the issue, those making a complaint are encouraged to raise concerns directly with the individual about whom they are concerned in the first instance. Where this does not resolve the issue, or in situations where this is not appropriate or feasible, the complaints procedure set out below should be used.

Complaints should be drawn to the RFPG’s attention at the earliest opportunity. 

Complaints should be directed to John McKenzie (the RFPG’s Chief Executive) –

· by email to jmckenzie@rfpg.org 

· by post to 12 Nelson Mandela Place, Glasgow G2 1BT
Alternatively, complaints can be directed to the Dean, who’s details will be available from the RFPG website (www.rfpg.org).

All complaints should include the following – 

· a clear description of the circumstances giving rise to the complaint

· confirmation of whether or not you have already raised your concerns with the individual(s) subject of your complaint and, if you have, what the outcome was

· a description of what from your point of view would be a satisfactory resolution of the issue

· your full name, telephone number and either postal address or email address (although all complaints will be treated in strictest confidence).
3. Stage 1 - Informal resolution

The RFPG will acknowledge receipt of your complaint within a week.

· In the case of a complaint relating to RFPG staff, contractors or services provided by the RFPG the complaint will be investigated by the Chief Executive. 

· In the case of a complaint relating to members of the RFPG’s Council, its committees or the Chief Executive the complaint will be investigated by the Dean.

· In the case of a complaint relating to the Dean, the complaint should be directed to the Chief Executive who will notify the RFPG Council.

The Dean (or Chief Executive or RFPG Council) will notify the individual complained about and invite him or her to make representations and may seek such other information to conduct an investigation.

If the Dean (or Chief Executive or RFPG Council) considers that the complaint is capable of resolution they will write to the complainant within one month setting out the results of the investigation and the suggested resolution. 

If the Dean (or Chief Executive or RFPG Council) considers that the complaint is not capable of Stage 1 informal resolution they will write to the complainant giving notice that the complaint has been referred to a Panel for a formal investigation under Stage 2 of this procedure.

A referral to Stage 2 formal investigation may also be made where the complainant has advised that they are unhappy with the outcome of the informal resolution. 

4. Stage 2 – Formal resolution

The Dean will arrange for the complaint to be fully investigated by convening a Panel of three people who are unconnected to the complaint. Where a complaint relates to the Dean the Panel of three people will be appointed by the RFPG Council (excluding the Dean).

Copies of the initial complaint and any relevant supporting documentation will be provided to the Panel and the individual who is the subject of the complaint will be requested for a written response to the complaint.

The Panel will consider all documentation and make any necessary enquiries. The Panel may also hear evidence and both parties will have a right to an oral hearing with a supporter present, within a reasonable time to be determined by the Panel.

Meetings of the Panel will be held in private and decisions will be made by simple majority votes. Decisions of the Panel will be considered at the subsequent RFPG Council meeting and the results of the Panel’s investigation and the suggested resolution will be provided to the complainant and the person who is the subject of the complaint within a week of the Council meeting.

