
28174 Complaint Records 

To explain, the system that the Council primarily uses to record complaints cannot be easily 

interrogated to retrieve all complaints recorded at Stage 2 of the process. 

Details of dates that it has been discussing ways to store Complaints more appropriately. 

The Council does not hold a centralised record of the dates when discussions around 

complaint recording and storage have been held. Under Council policy, all services are 

responsible for recording and storing the complaints they receive in accordance with the 

Council’s record retention schedule; please find a link to the Council’s Complaint policy for 

information:  

https://www.edinburgh.gov.uk/directory-record/1229209/corporate-complaints-policy 

As services are responsible for recording and managing the complaints they receive, 

discussions around storage improvement can happen at a service and corporate level and 

are not formally recorded. However, the issue of complaint recording was one of the 

workstreams included within the Council’s Corporate Complaints Improvement Plan; please 

copy the links below into your browser for the relevant committee papers for your 

information.   

https://democracy.edinburgh.gov.uk/Data/Corporate%20Policy%20and%20Strategy%20Co

mmittee/20180807/Agenda/item_710_-_corporate_complaints_policy.pdf 

https://democracy.edinburgh.gov.uk/Data/Governance,%20Risk%20and%20Best%20Value

%20Committee/20171031/Agenda/item_71_-_complaints_management.pdf 

https://democracy.edinburgh.gov.uk/Data/Governance,%20Risk%20and%20Best%20Value

%20Committee/20180605/Agenda/item_78_-_complaints_management_-_update.pdf 

When the storage of Complaints was introduced. 

The Council has always had a responsibility to record and store complaints it receives. 

How storage of Complaints has changed over the past three years. 

The Council has a central primary recording system for complaints, although some service 

areas will use other systems. Developments around the management of complaints over the 

last three years is referenced in the committee papers highlighted in A1 above. 

How many Freedom of Information responses have been set to cost more than £600.00 in 

the past 12 months? 

Of the 1,298 requests closed, there were 88 responded to under the Freedom of Information 

(Scotland) Act 2002 where Section 12(1) of the Act was applied to part or all of the request, 

in the period 10/06/2019 to 09/06/2020. 

Section 12(1) of the Act does not oblige a Scottish public authority to comply with a request 

for information if the authority estimates that the cost of complying with the request would 

exceed the statutory maximum of £600. 
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