
Complaints

We value your feedback. 
Let us know if we went
wrong and we’ll do our 
best to put it right for you.



How to make a complaint

Write to us

Ask for a hard copy of  this leaflet in any Council reception or
contact The Complaints TEam on the contact details below.
Complete the enclosed form and return to us in the pre-paid
envelope.

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

Phone us on 020 8356 3770 

Send us a fax on 020 8356 3242

Send us an email at complaints@hackney.gov.uk

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

Visit us at any Council office where you can hand in a completed
complaints form or letter.

This booklet explains the best way to let us know about a problem. We
want to make it as easy as possible to let us know if  things go wrong.

At Hackney Council, we want to provide you with the best possible
service. So it is very important for us to know how we are doing.

Because we provide hundreds of  services to thousands of  people, things
can sometimes go wrong.  

If  there is a problem, we need you to tell us so we can investigate and put
things right. We want to learn from any mistakes so that we can provide a
better service in the future.

You may want to suggest a way of  improving the service. We welcome all
your feedback to help us deliver better services for you.



Other sources of  help

Citizens Advice Bureau - free, independent, confidential advice. 
Advice line 0870 126 4013 / www.eastendcab.org.uk 

Hackney Community Law Centre - free legal advice and representation.
Advice line 020 8985 8364

Age Concern Hackney - promoting the well-being of  all older people.
020 7249 7149 / infoservice@ageconcernhackney.org.uk / 
www.ageconcernhackney.org.uk  

Disability Hackney - promoting equal opportunities for disabled people.
020 7249 7849 / info@disabilityhackney.org / www.disabilityhackney.org 

Choice in Hackney - free advocacy for disabled people. 
020 7613 3206 / minicom 020 76133208 / info@choiceinhackney.org

Local Government Ombudsman

You may also want to ask for help from your local Councillor. 
Call 020 8356 3000 or visit www.hackney.gov.uk for a list of  
Councillors’ names and contact details. 

There are also local voluntary agencies who can support you when 
making a complaint.

The Local Government Ombudsman is an independent national service
which investigates complaints against councils. 

You can complain to the Ombudsman at any time. However, you complaint will
usually be referred back to us if  it has not been through all the stages of our
complaints procedure.

You can contact the Local Government Ombudsman on 020 7217 4650 or
visit www.lgo.org.uk or write to Local Government Ombudsman, Millbank
Tower, Millbank London SW1P4QP.



Our three stage procedure

What you can expect from us
We will take your complaint seriously.

We will investigate your complaint thoroughly, quickly and fairly.

We will give you the name and phone number of  the officer who 
will be dealing with your complaint.

We will tell you how long the investigation will take.

We will keep any information you give us confidential.

We will apologise if  we have done something wrong and tell you 
what we are going to do to put things right.

We have a simple three stage procedure that covers most of  the services
the Council provides. 

There are some areas where separate legal procedures apply – 
for example, disputes over parking tickets, planning application
appeals, housing benefit appeals, special arrangements also apply 
to social services and complaints about schools. If  you’re not sure 
how to proceed, then ring our Complaints Team on 020 8356 3770 
and they will be able to help you. 

For all complaints about Hackney housing estates you need to 
contact Hackney Homes on 020 8356 5022 or 
email housing.complaints@hackneyhomes.org.uk



Stage 1
We will write to you within three working days to let you know that we 
have received your complaint.

We will tell you who is dealing with your complaint and when you should
expect a response. The service manager of  the service area you are
complaining about will deal with your complaint first. 

We aim to give you a full response within 15 working days. If  there are any
reasons why this will not be possible, we will contact you and give you a new
date for our response.

Stage 2
If you are not happy with the outcome of Stage 1, you can take the matter
further. We will include details of  how to do this in your Stage 1 response.  

At Stage 2 your complaint will be investigated by a manager who will have
had no previous involvement with your complaint.

Again, we aim to respond within 15 working days.  If  there are any reasons
why this will not be possible, we will contact you and give you a new date 
for our response.

Stage 3
If  you are still not satisfied after the Stage 2 investigation, you can ask 
for your complaint to be considered by the Council’s Complaints and
Standards team.  

They will carry out a thorough, independent review of  your complaint 
and respond within 20 working days. They will let you know if  the
investigation is going to take any longer.

If  you are still not happy with our response you can take your complaint 
to the Local Governement Ombudsman.



Our customer promise
This is our promise to you:

We will be welcoming and treat you with respect at all times.

We will be helpful, well informed and do our best to get it 
right for you first time.

We will use plain English, avoid jargon and provide interpretation
when needed.

We will treat everyone fairly and equally and provide access for all. 

We will  always give our names and wear identification.

We will value your comments and feedback and use it to 
improve our services.

We will report to you on our performance against seven 
customer care standards.

At Hackney Council we want to provide you with the best possible service 
by putting our customers at the centre of  everything we do. We have a 
clear set of  service standards that we’d like you to judge us against. 

Let us know if  we fail to meet them and of course we’d love to know 
if  we manage to exceed them. 



We will answer the phone in five rings and respond to messages
within one working day.

We will answer letters and emails within ten working days.

We will respond to your complaints within 15 working days.

We will answer information requests to info@hackney.gov.uk 
within 24 hours.

We will greet you within five minutes of  coming into a 
Council reception. 

We will be available to call for general enquiries in 
Hackney Service Centre from 8am to 8pm weekdays 
and 9am to 1pm on Saturdays. 

We will ensure 24 hour secure online access at
www.hackney.gov.uk to main Council transactions and to our
complaints and comments process.

Our customer care standards
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