Have
«your say

We want you to be satisfied with the services we provide.
We welcome your feedback as it helps us to know what
we are doing well and where improvements are needed.

Make a Comment, Compliment or Complaint by contacting us...

Online - www.derby.gov.uk/customerfeedback/

Phone - 01332 643498 or Minicom - 01332 640666,
Text Number - 07812 300571

In writing - Customer Feedback, Derby City Council,
The Council House, Corporation Street, Derby DE1 2FS

In person - The Council House, Corporation Street, Derby DE1 2FS
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Howto giveus =

eedback ...

We welcome
your feedback

Please tell us
what you think

We will review
what you've said
and use it to
improve our
services to you.

Thank you!

Compliment

Thank you, itis
always nice to
hear good news

We will make sure
we pass on your
compliment to
those involved
and use it to share
good practice

Complaint

Have you told us Please tell us
about this before? about your issue
so we can put
YES it right and learn

from it

Please make a
complaint
We will
look into your
complaint,
respond to you

and try to put
things right

Resolved? YES

Please make an
appeal

We will review
your appeal and
respond to you

Resolved? YES

If you are still unhappy you can contact the Local

Government Ombudsman at www.lgo.org.uk/contactus



What happens if | want to complain?

If you are unhappy about the way you are treated or about services that you get from
us, we need to know so that we can make things better.

You can discuss with a friend or family member. They may be able to sort things out
for you.

If you don’t feel you can talk about it or you have tried and it hasn’t helped, you can
make a complaint to us. Page 1 shows how to contact us.

Is there anyone else | can talk to?

You can ask a friend or family member to help you make your complaint. You can
also ask an independent person to speak on your behalf, sometimes known as an
advocate. If you would like more information about the support available please
contact customer.feedback(@derby.gov.uk or 01332 643498.

How will the Council respond to my complaint?
We aim to respond to most complaints by email or letter within 10 working days.

If your complaint is about children’s or adult social care, this may take longer, but
this should be within 20 working days. If we need longer than 20 working days to
investigate, this will be confirmed in writing.

What if I'm not satisfied?

If you're not happy with our response, you have the right to appeal and ask us to
take another look. A senior manager will review your complaint and send a letter or
email confirming the outcome within 20 days.

If your complaint relates to children’s social care, we aim to review and respond to
your appeal within 25-65 working days. If you are still not happy with the outcome
of the appeal stage, you can ask for a Children’s Complaints Review Panel Meeting.
The Panel is made up of three independent people who will review your complaint
and how the Council has dealt with it. You will be asked to attend this meeting.

If your complaint relates to adult social care we aim to review and respond to your
appeal in 45 working days.

If you are still not satisfied, you can complain to the Local Government Ombudsman,
which is an impartial, free service that investigates complaints about councils.
You can contact the Ombudsman at www.lgo.org.uk/making-a-complaint

or telephone 0300 061 0614 or text ‘call back’ 0762 480 3014.

For more information, see our Customer Feedback Policy at
www.derby.gov.uk/customerfeedback/



Comments, compliments and complaints form

Your name

Your address

If you are writing on behalf of someone else, please tell us who and your
relationship to them

Telephone number

Email

What is your comment compliment complaint ?

(Please continue on a separate sheet, if necessary)

You can hand this form in at any Derby City Council reception desk or send it to:

Customer Feedback, Derby City Council, Council House,
Corporation Street, Derby DE1 2FS

We can give you this information in any other way,
style or language that will help you access it. Please
contact us on 01332 643498, Minicom 01332 640666.

Polish

Aby utatwi¢ Panstwu dostep do tych informacji, mozemy je Panstwu
przekaza¢ w innym formacie, stylu lub jezyku.

Prosimy o kontakt: 01332 643498 Tel. tekstowy: 01332 640666

Punjabi

feg azardt wirf 3o faR &1 39 3dla &%, fan & Jv gu A 89 fée @ Aae o,
faosh fer Sa ude a9 <9 I0st AOfEsT a9 Fawt 99| fagur agd A8 &% 28ies
01332 643498 fHatens 01332 640666 3 Auge a3l

Urdu
01332 643498 /ilcee Sul TUESIb N2 2 St ininired )Ci.uf;ﬂ,rfrgw,
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