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The Customer Relations Service 

The Customer Re at ons Serv ce he ps to dea
th your comp ments, comments, concerns 

and comp nts. 

We are a spec st team w th n the Adu t Soc
Care and Hea th Department of 
Nott nghamsh re County Counc

Customer Re at ons Serv ce 
County Ha , Loughborough Road, 
West Br dgford, Nott ngham. NG2 7QP 

Te ephone: 0115 977 2788 
Fax: 0115 977 2787 
Ema customer­re at ons­serv ce@nottscc.gov.uk 
Web: www.nott nghamsh re.gov.uk

commentsandcomp nts 
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Who can make a compla nt? 

Anyone who has been affected by anyth ng the 
Adu t Soc Care and Hea th Department has (or 
has not done. 

What can I comp ain about? 
You can comp n about any nvo vement you have 

th the Department. Th nc udes the serv ces you 
are rece ng or that you th nk you shou d rece ve. 

If a serv ce s prov ded by another organ sat on, but 
pa d for by us, you can st use our comp nts 
procedure. 

How do I make a comp aint? 
To make a comp nt you can: 

speak to any member of staff 

te ephone our Customer Serv ce Centre on 
08449 80 80 80 

use the comp nts form on our webs te 
www.nott nghamsh re.gov.uk comp ntsformasch 

Comp iments 

It s a ways good to know when we are gett ng 
th ngs r ght. If you th nk that a serv ce rece ved 
was good, or that our staff have been he pfu

ease et us know. Your comp ment(s) w be 
passed on to the r ght staff and the r managers. 

Comments 
If you have any suggest ons to make about how 
the Adu t Soc Care and Hea th Department can 
mprove ts serv ces p ease te us. These w be 
passed on to the re evant manager who w
cons der them and et you know what w happen. 

Comments 
If the standards of our serv ces fa to meet your 
expectat ons, you shou d ta k to the staff nvo ved. 
They w try to sort th ngs out stra ght away. 

Comp aints 
If you don’t fee ab e to ta k to the staff d rect y or 
f th ngs don’t change when you do, you can make 
a comp nt. 

We dea th a ssues you ra se n a way that 
ref ects how ser ous they are. 



I want to complain about a social care service
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Speak to any 
member of staff 

Telephone the Customer Service 
Centre on 08849 80 80 80 

We w conf rm that we have rece ved your comp nt and pass 
on to the Customer Relations Service th n 3 work ng days. 

The Customer Re at ons Serv ce w contact you about how your 
comp nt w be hand ed and how ong th s w take. 

Possible ways to sort out your complaint include: 
a wr tten response 
a meet ng w th the re evant manager 
med at on or a fac tated meet ng w th the 
re evant manager 
an enqu ry or fact-f nd ng exerc se 
a fu ndependent nvest gat on 
someth ng e se that you th nk cou d reso ve your 
comp nt. 

At the end of the complaints process you will receive: 
a copy of any report wr tten about your comp nt - for examp e, 
where there has been an nvest gat on 
wr tten conf rmat on of what we have done to sort out your comp nt. 

Visit the website 
www.nottinghamsh re.gov.uk
commentsandcomp aints 

How long will it take to sort out my complaint? 

Th s w vary depend ng on what we agree w th 
you shou d happen. We aim to sort out complaints 
as quickly as possible and w agree t mesca es 

th you. The max mum t me any comp nt shou
take s 6 months. 

7If you are still not satisfied contact the Local Government Ombudsman - see page 9 of this leaflet.
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Loca Government Ombudsman 

If you are not sat sf ed w th: 

the outcome of your comp nt 

the way your comp nt has been 
hand ed 

you can contact the Loca Government 
Ombudsman at any po nt n the procedure. The 
Ombudsman w usua y expect that you have 
had a fu response from the Adu t Soc Care 
and Hea th Department f rst. 

For further nformat on about the Ombudsman’s 
serv ce p ease contact the Customer Re at ons 
Serv ce or the off ce of the Loca Government 
Ombudsman. 

Local Government Ombudsman 
PO Box 4771, Coventry. CV4 0EH 

Te ephone: 0845 602 1983 
Ema advice@lgo.org.uk 
Text: 0762 480 4323 
Web: www.lgo.org.uk complain.htm 

Support to make a comp aint 

Support person representative 

You can have someone to support you n mak ng 
your comp nt. They can be w th you n any 
meet ngs he d to ook at your comp nt and can 
speak on your beha f you w sh. 

Advocate 

If a vu nerab e adu nvo ved n a comp nt needs 
support to make the r v ews heard, they can have 
an advocate. An advocate ndependent from 
the Adu t Soc Care and Hea th Department. 
They he p vu nerab e adu ts understand what 
happen ng and can speak for them. For more 
nformat on about ndependent advocacy ask for 
the eaf et “Independent advocacy” or see the 
webs te: 
www.nott nghamsh re.gov.uk ndependentadvocacy 

What if I have spec needs? 
If you need any he p to take part n the 
comp nts process p ease et the Customer 
Re at ons Serv ce know as soon as poss e. For 
examp e, you m ght f nd t he pfu to have 
documents n d fferent formats such as Bra e, 
arge pr nt, aud o-descr bed, trans ated nto 
another anguage) or you m ght need a oop 
hear ng system, fac es for a gu de dog, an 
nterpreter etc. 



i
l il i i

i i l i
i ill l i i

i i
wi i l

lai l i i
will i i i
i ivi l i in 

i l ci i
i

i
l i i

l i lai
i

i i i
l l i

l isi i
i i /

Data Protect on Act 
Any persona deta s prov ded when express ng 
your v ews or contact ng the Customer Re at ons 
Serv ce w be he d on our nformat on systems. 

They may be shared w th n the Department and 
th ndependent peop e who do work as part of 

the comp nts procedure. Persona nformat on 
not be shared w th any other organ sat ons or 

nd dua s w thout your consent other than 
except ona rcumstances as def ned by the Data 
Protect on Act. 

Keep ng your records 
The Customer Re at ons Serv ce keeps records 
re at ng to your comp nt for 10 years after 
wh ch they are destroyed. 

Access to records 
You have a r ght to see nformat on we record 
about you. Ask for the eaf et “Informat on we 
ho d about you” or v t the webs te 
www.nott nghamsh re.gov.uk accesstorecords 

If you have any questions about how to have 
your say please contact the Customer 
Relations Service. 
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Urdu


Hindi


Punjabi


Polish


Contact the Customer Service Centre if you need 
the information in a different language or format: 
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Customer Serv ce Centre, PO Box 9320, 
Nott ngham. NG15 5BL 

phone 0844 9 80 80 80 
Ca s cost 3p n from BT and nes. Mob e costs may vary. 

e-ma customerservice.centre@nottscc.gov.uk 

webs te www.nott nghamshire.gov.uk 

Published by Nottinghamshire County Council 
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