OFFICIAL

Hull City Council - Corporate Customer Feedback Process

Whether we’re good, bad or indifferent, we want you to tell us where we are
going wrong as well as when we are doing a good job. The Council takes
feedback seriously and is committed to learning from customer feedback in
order to improve its services. Hull City Council also welcomes petitions under
its Petitions Scheme.

Please note that feedback regarding Children and Young People’s Services,
Schools and Adults Social Care is dealt with under separate procedures.

You can submit your corporate feedback to us in any of the following ways:

e Online, by completing and submitting the customer feedback form on
our website http://www.hull.gov.uk
0 Search for “Customer Feedback & Complaints,” and click on the
link or
o0 At the bottom of the main home page find Council and
Democracy and then click on the Customer Feedback and
Complaints link.
e By telephoning the Council’'s Contact Centre on 01482 300 300
e By visiting one of the Council’s Customer Service Centres or
Information Points
e By writing to: FREEPOST RSJC-KKBE-ABXZ, Customer Feedback
Team, PO Box 15, HU1 2AB

Compliments

When we get a compliment we will acknowledge receipt and make sure it is
passed to the right people.

Suggestions

We welcome your suggestions as to how we can improve the services we
deliver to you. If you complain about why we do things, not what we do, we
will treat this as a suggestion and not a complaint.

If you want to make a complaint and remain anonymous, we will treat this as a
suggestion.

When you make a suggestion we will:

e Acknowledge receipt (if you have provided your contact details)
e Make sure it reaches the right people to look at it
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e |If applicable, we will provide you with a response regarding any action
we may take as a result of your suggestion.

Please note that we may publish compliments and suggestions in some
of our publicity. We will not publish your details if you ask us not to.

Complaints

We have adopted the Local Government and Social Care Ombudsman
definition of a complaint. A complaint is defined as:

“an expression of dissatisfaction, however made, about the standard of
service, actions or lack of action by the organisation, its own staff, or
those acting on its behalf, affecting an individual or group of individuals.”

You can make a complaint about any service provided by the council or a
contractor working on our behalf. Examples of things you can complain about
can include:

e if you feel we have done something wrong

e we have failed to provide you with a service or the standard of service
isn't what you expected

e we have not followed our policies and procedures correctly

e you are not happy with the conduct of a member of staff whilst they are
delivering a Council service. Please note that we cannot investigate
staff conduct outside of the workplace under our complaints
process. If you wish to report suspected wrongdoing by a Council
employee, please see this page Wrongdoing at the council | Hull

When dealing with your complaint we promise we will

e Acknowledge receipt

e Clarify any aspects of the complaint that we are unclear about.
e Keep you informed

e Treat you fairly

e Look into your case fully and properly

If this is the first time you are reporting an issue to us, we may decide to treat
this as a request for service or as a concern. We may also treat your
complaint as a concern, if you did not personally receive a service provided by
the Council.

Please note that it is completely at our discretion how your complaints
and feedback are handled. If you are unhappy with how your complaints
or feedback are being handled you can approach the relevant
Ombudsman for help and advice at any time
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If we decide to treat your issue as a concern, it will be responded to within 10
working days. A Concern is a one stage process with no escalation option. If
you are not satisfied with the response or how we have chosen to handle your
issues you will be directed to the Local Government & Social Care
Ombudsman

You should make us aware of your complaint within 12 months of the incident
happening or within 12 months from when you first became aware that you
had reason for complaint. If your complaint is received later than this, we may
not be able to be fully investigate it. The time limit may be extended at the
discretion of the complaints manager where there is a very good reason for
the delay. Where late complaints cannot be accepted we will tell you and
explain why. If possible we may make an alternative response to help
regarding any outstanding issues.

We ask that you treat the Council and its employees with dignity and respect
when submitting complaints and feedback. We reserve the right to cancel any
complaint that contains excessive foul and abusive language.

The Council is committed to providing a fair and reasonable complaints
service and to making it as accessible as possible. if you require any
reasonable adjustments please inform us at the earliest possible opportunity.
Any complainants who, through the nature or frequency of their contact with
the Council, behave unreasonably and hinder the consideration of their own
or other people’s cases, will be referred to the Customer Feedback Team
Leader who will consider their access options. This will be done on a case by
case basis.

What happens to my complaint?
Stage 1

We will let you know we have received your complaint within 3 working days
and aim to send a full response within 10 working days.

If we need more time or signed permission from the complainant if you are
complaining on someone else’s behalf, we will tell you when you can expect
our response.

When you have received our response, if you are happy or if we do not hear
from you within 28 days we will close the complaint.

Stage 2
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If you are not happy you can ask for your complaint to be escalated to stage
2, where it will be reviewed by a senior manager. You do not have to give us
any reasons to escalate your complaint, however if you are able to, it will help
us to understand why you are still unhappy.

We will acknowledge receipt of your request within 3 working days and aim to
send a full response within 20 working days. If we need more time, we will
write to you and tell you when you can expect our response.

When you have received your stage 2 response, you have completed the
complaints process and we will close the complaint.
The Council’s complaints process is how complete.

Still dissatisfied after the Council’s Complaints procedure has
finished?

You can contact the Local Government & Social Care Ombudsman (LGSCO)
to ask them to review your complaint. The LGSCO investigates most
complaints about the Council

The Local Government & Social Care Ombudsman: P O Box 4771,
Coventry, CV4 OEH

Tel: 0300 061 0614
Website: www.lgo.org.uk

N.B Please note that on occasion there are complaints the LGSCO cannot or
will not be able to investigate. In such circumstances, the LGSCO will explain
clearly if this is the case and the reasons why this decision has been given.

Please note:
The Ombudsman will not normally consider a complaint which has not
completed the Council’s complaints procedure.

You can approach the Ombudsman at any time during your complaint for help
and advice.
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If you would like this document in your language please tick the box and send it in an envelope to:
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