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sutton’s adult social services
We always welcome your feedback. This leaflet is for:

Comments & Compliments - Tell us when we have done 
something well or you have a suggestion.

Complaints - Tell us if you are unhappy with a service so we can 
put things right.

Complaints
It is best to try and resolve issues with the person you usually deal 
with. Often they can sort the problem out for you.  But if you still have 
a complaint about the service after you have spoken to this person or 
their Manager you can contact the Corporate Customer Care Team : -

æ Send us an email to: complaints@sutton.gov.uk or complete the 
complaints E-form on our website.

æ Write us a letter or send us the completed form at the back of this 
leaflet to: The Corporate Customer Care Team, London Borough 
of Sutton, Civic Offices, St Nicholas Way, Sutton, SM1 1EA

æ Telephone us: 0208 770 5000 (contact centre) 
& ask for the Corporate Customer Care Team.

Please note your complaint should be about something  
that has happened in the last 12 months.
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What can you expect from us?
æ We will listen and take your complaint seriously
æ We will deal with your complaint fairly
æ We will tell you how long our investigations will take
æ We will apologise if we have done something wrong 

and tell you how we will put things right

æ We will keep all information about you confidential

Do you need help with your complaint?
Who can help and support you to do this?

æ A friend, neighbour or relative
æ Your doctor, carer or personal assistant
æ A Councillor, or your local Member of Parliament
æ Any other advocate of your choice 

Please note that they will need to have  
your written permission to act for you.

You can also  
get help from:
Citizens Advice Bureau 

Tel	 0208 405 3552
Web www.suttonadvice.org.uk
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What happens next?

We will log and acknowledge your complaint within 3 working days.  
We will appoint an investigating officer to look at your complaint.  
He or she will: 

• Contact you to establish the full facts of your complaint and your 
desired outcomes.

• Discuss the possibility of agreeing an acceptable resolution of 
your complaint without the need for formal investigation. Under 
these circumstances, written confirmation of the resolution will be 
sent to you.

• Explain what happens next and how long it should take if a full 
investigation is required.

What if you are not happy with the outcome?
You can contact the investigating officer to discuss it further or you 
can ask the Local Government Ombudsman to help. The Local 
Government Ombudsman is a free, independent national service 
that investigates complaints against councils. 

The Local Government Ombudsman
PO Box 4771
COVENTRY  CV4 0EH

Tel 0300 061 0614 

Web www.lgo.org.uk

Text You can also text ‘Call back’ 
 to 0762 480 3014



5

Comments, complaints and compliments form
Please use CAPITAL letters. When you have filled out the form,  
please post it to the address on page 2 or hand it in to Civic Offices.

I would like to make a:

Comment  Complaint   Compliment 

 
Full Name:

  House Number:                       Street: 

   

Town:

      

Post Code:

  

Telephone Number:

Email adresss:

 

If you are not the person receiving the service please include their  
written permission with your complaint.

Page 1 SC&FS Form

childrensfamilyservices_050209.indd   7 09/06/2009   16:30

Help us to help you by providing as much information as possible, 
including any relevant dates, names of staff and if applicable what 
you would like us to do to put things right. Please give details below:

Continue overleaf
Page 1 ASS Form
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Page 2 ASS Form

 

Page 2 SC&FS Form
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Adult Social Services
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