Let us know
if we go wrong and
we’ll do our best to
put it right for you.




Tips for making your complaint

Don’t delay

Let us know as soon as possible so it is easier for everyone
involved to remember what happened.

Put it in writing
It is useful to have all the details written down — use the form

enclosed with this booklet or complete the online form on our
website. Alternatively send us a letter or emai.

Provide evidence

Send copies of relevant documents, photographs and notes
Q from any telephone conversations about your complaint — try

to include the names of any council officers involved.

Let us know how we can contact
you so we can get in touch
if we need more information.




Your feedback is important to us

At Hackney Council, we are committed to giving you excellent services.
But because we provide hundreds of services to thousands of people
sometimes things can go wrong.

If you are unhappy with a service, we want to hear about it so we can
put things right for you. Your complaint is also important to help us
learn from our mistakes to improve services for everyone in the future.

We want to make it as easy as possible to make a complaint.

How to make a complaint

Use the post-back form enclosed (no stamp needed)

Complete the online complaints form at
www.hackney.gov.uk/complaints

Email us at complaints@hackney.gov.uk

Send a letter to Complaints Team, London Borough of
Hackney, FREEPOST LON18986, London E8 1BR
(no stamp needed)

Hand in your form or letter at any Council office

Call the Complaints Team on 020 8356 3770

If you would like to make a general comment, compliment

or suggestion, please use one of our orange feedback cards.




What happens to your complaint

Most complaints coming into the Council go through a three-stage procedure

Stage 1 - Problem solving

The manager of the service you are unhappy with will try to sort
out your complaint.

We aim to provide a full response within 15 working days.

Stage 2 - Independent investigation

If you are not satisfied with the response, a manager with no
previous involvement with your complaint will investigate further.

Again, we aim to respond within 15 working days.

Stage 3 - Independent review

If you are still not satisfied, the Council’s central complaints team
will review your complaint.

The Team aim to respond within 20 working days.

Local Government Ombudsman

If you are still not satisfied with our response to your complaint, you can
go to the Local Government Ombudsman (LGO) who investigates
complaints against councils. You will usually need to complete all three
stages of our complaints process before the LGO can help.

Call: 0300 061 0614 or 0845 602 1983 (8.30am to 5pm Mon-Fri).
Write: The Local Government Ombudsman, PO Box 4771, Coventry CV4 OEH
Or complete an online form at www.lgo.gov.uk




Services with different procedures

If you are not sure who to contact, call our Central Complaints Team
on 020 8356 3770.

Adult Social Care

One single investigation — after deciding with you on the best way to resolve
your complaint and by working together with any other organisation who may
be involved (such as the Health Service or a care provider).

Call: 020 8356 4720
Email: cscomplaints@hackney.gov.uk
Web: www.hackney.gov.uk/adultscomplaints

Children’s Services

Three stages - local resolution, investigation and independent review panel
tailored to the needs of each case.

Call: 020 8356 5800
Email: children.complaints@hackney.gov.uk
Web: www.hackney.gov.uk/childrencomplaints

Council Housing

All complaints about Council houses need to go to Hackney Homes.

Call: 020 8356 5022
Email: housing.complaints@hackneyhomes.org.uk

Web: www.hackneyhomes.org.uk/h-feedback
Write: Complaints Team, Hackney Homes, 136-142 Lower Clapton Road E5 0QD

Parking Tickets
If you are unhappy about a parking ticket (PCN), make an appeal in writing.

Call: 020 8356 8877
Email: bptparking@hackney.gov.uk

Web: www.hackney.gov.uk/parkingfines
Write: Parking Appeals PO Box 39054 London E8 1WS

Schools

Raise concerns and complaints directly with the school For more information visit
the Learning Trust website at www.learningtrust.org.uk



Other sources of help

You may also want to ask your local councillor, a voluntary agency, a friend
or relative to help you make your complaint.

Find out who your local councillor is at www.hackney.gov.uk/findmycouncillor
or call Hackney Contact Centre on 020 8356 3000

Here are some local agencies who can help you make a complaint

Citizen Advice Bureau

Free, confidential, independent advice. www.eastendcab.org.uk
Advice Line: 0844 499 1195 (Live advisors Tues & Wed 1pm to 3pm)
Dalston CAB: 020 8525 6350 Mare Street CAB: 020 7249 8027

Hackney Community Law Centre

Free legal advice and representation. www.hclc.org.uk
Advice Line: 020 8985 8364 (10am to Tpm)
Reception: 0208 985 5236 (9.30am to 5.30pm)

Age Concern Hackney

Promoting the well-being of all older people. www.ageconcernhackney.org.uk
Advice Line: 0800 917 9830

Disability Hackney

Promoting equal opportunities for disabled people. www.disabilityhackney.org
Tel: 020 7249 7849

Choice in Hackney

Free advocacy for disabled people.
Tel: 020 76133206 Minicom: 0207613 3208

MIND

Advice and information, including advocacy, for people with mental
health problems. www.cityandhackneymind.org.uk
Tel: 020 8985 4239



How did we do?

We are always interested in how you think our service
could be improved.

Once we have investigated your complaint, please spare some
time to share your thoughts about how we handled it.

Call: 020 8356 3770,
Email: complaints@hackney.gov.uk
Write: Complaints Team, London Borough of Hackney,

FREEPOST LON18986, London E8 1BR (no stamp needed).

We may also ask you if you don’t mind completing a short satisfaction survey.
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