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APOLOGIES (SCOTLAND) BILL 
WRITTEN SUBMISSION FROM ABERDEENSHIRE COUNCIL 

 
Consultation  
 
Q1) Did you take part in any consultation exercise preceding the Bill and, if so, 
did you comment on the financial assumptions made?  
 
Aberdeenshire Council were involved in the consultation exercise during 2012.  
Comments in respect of the financial assumption were that there would be unlikely to 
be any financial implications for Aberdeenshire Council arising from the Bill.  
Aberdeenshire Council already has a sound complaints handling system in place, 
which it would not look to alter in light of the Bill.  As such, we do not see the Bill 
having any impact on the number of complaints leading to claims for financial 
compensation made against the Council. 
  
Q2) If applicable, do you believe your comments on the financial assumptions 
have been accurately reflected in the FM? 
 
Aberdeenshire Council’s view is that there will be no financial implications arising 
from the Bill due to the complaints handling system already in place.  As 
Aberdeenshire Council is one of thirty-two local authorities within Scotland other 
local authorities may not have a similar system in place.  The comments within the 
FM related to local authorities can therefore be accepted as a generalisation of the 
financial impact on local authority.   
 
Q3) Did you have sufficient time to contribute to the consultation exercise?  
 
Yes, notification of the consultation was given far enough in advance to provide 
sufficient time to contribute.  
 
Costs 
 
Q4) If the Bill has any financial implications for your organisation, do you 
believe that they have been accurately reflected in the FM?  If not, please 
provide details. 
 
The Bill is unlikely to have any financial implications for Aberdeenshire Council due 
to the sound complaints system already in place which we do not intend to alter in 
light of the Bill.  
 
Aberdeenshire Council believes that it is critical that feedback from customers is 
captured, as for us to improve; we need to know what our customers feel about our 
performance. Any feedback is appropriate – from a general comment about how we 
are performing, to a compliment about our staff or a complaint about a process, and 
logging such information is easy for employees. Customers are also able to log their 
comments directly onto the website.   
 
It is Aberdeenshire Council’s position that it is vitally important that we can learn from 
our mistakes and plan for the future. There is nothing wrong with saying sorry and in 
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fact this is an important part of delivering an effective customer experience and 
building trust with members of our communities. 
 
Q5) Do you consider that the estimated costs and savings set out in the FM are 
reasonable and accurate?  
 
FM suggests that there will be savings for local authorities with the introduction of the 
Bill as there will be a reduction in the number of cases pursued against local 
authorities as a result.  
 
The figures quoted for local authority costs are confusing: £33.5 million over 5 years 
suggests a total of £6.6million for 25 councils or £264,000 per council per annum 
(approx.). The figure given does not break down the amounts paid for property, 
motor or casualty claims, whether within or out with deductibles, nor whether there 
was one significant injury.  One significant injury could distort the figures 
disproportionally.  Without details of the break down of costs it is difficult for the 
estimations to be appropriately commented on.    
 
From an insurance industry perspective, it is true that the number of claims and 
value of claims is increasing.  More recent figures would therefore be need to be 
obtained in order for us to consider commenting on expenditure on claims our 
area(s).  Aberdeenshire Council believes it is in the interest of the all parties involved 
(claimant, TP representative, Council, etc.) to have robust, auditable procedures in 
place to ensure that each claim is handled individually by specialist claims handlers, 
who aim to settle the claim as fairly and quickly as possible to minimise costs for us 
and ensure that the claimant is compensated (where appropriate).  Issuing an 
apology to the claimant may assist our reputation as a fair council and should be 
considered where appropriate, however an apology from the Council will not 
necessarily prevent a claim being submitted. 
 
As a result there may be no savings for Aberdeenshire Council following the 
implementation of the Bill.  
 
Q6) If applicable are you content that your organisation can meet any financial 
costs that it might incur as a result of the Bill?  If not, how do you think these 
costs should be met?  
 
Aberdeenshire Council are unlikely to incur additional costs as a result of the Bill as 
Aberdeenshire Council has its own complaints procedure and feedback team who 
deal with complaints.   
 
In general circumstances the Bill is not likely to have a major effect on the number of 
claims which Aberdeenshire Council pays out on.  
 
Q7) Does the FM accurately reflect the margins of uncertainty associated with 
the Bill’s estimated costs and with the timescales over which they would be 
expected to arise?  
 
The FM states “In view of the conceptual nature of the provisions of the Bill, it is not 
possible to quantify with any degree of certainty the exact extent of costs of savings.”  
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Given the research undertaken and the analysis of systems and models already in 
place in other jurisdictions it can be agreed that the margin of uncertainty is 
accurately reflected in the FM.   
 
Wider Issues 
 
Q8) Do you believe that the FM reasonably captures any costs associated with 
the Bill?  If not, which other costs might be incurred and by whom?  
 
Aberdeenshire Council does believe the FM reasonably captures the costs 
associated with the Bill.  It does appear that all groups which the Bill could potentially 
impact upon have been mentioned.       
 
Q9) Do you believe that there may be future costs associated with the Bill, for 
example through subordinate legislation?  If so, is it possible to quantify these 
costs?  
 
It is difficult to comment upon any future costs as the implications the legislation may 
have is not yet known.  Subordinate legislation is always a possibility with any piece 
of primary legislation.  The likelihood is however that the major cost impact will come 
when the Bill is enacted.  Any future costs would be conjecture and therefore not 
easily quantified.   
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