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You can send us your comments by

filling in the form in this booklet, detaching

it and returning it to us

faxing us on 020 8489 1144

phoning us on 020 8489 4337,
020 8489 4321 or 020 8489 4235
For the benefit of deaf, hard of hearing,
speech-impaired and deafblind people, all
our telephones accept calls made using the
Typetalk and TextDirect Relay Services.
You can find out more about Typetalk and
TextDirect by contacting RNID Typetalk on
Freephone 0800 7 311 888 or
Freetext 18001 0800 500 888.

e-mailing us at

feedback@homesforharingey.org

visiting our website at

www.homesforharingey.org

writing to us at

Feedback team,
FREEPOST RLYE – ELRG – ASSB,
Homes for Haringey,
6th Floor, River Park House,
225 High Road,
London N22 8HQ.

Please let us know if you need help with your
complaint so that we can organise an interpreting
service, or arrange for Braille or signing facilities.

Homes for Haringey is the name for
Haringey’s Arm’s Length Management
Organisation (ALMO). You can use this
form and booklet to give us your comments
about the service we provide.

Your feedback is important to us
We want to provide good-quality services
for everyone, but we know that things can
sometimes go wrong. If they do, we need
to know so that we can put them right and
learn from them.

Our feedback process
Our feedback process has three main parts:
complaints; compliments; and suggestions.

Tell us about it
If you are not happy about something we
have done or not done, please let us know.
We would also like to hear from you if you
have a suggestion about how we can
improve things, or if you would like to
compliment a member of our staff.

Complaints, compliments
and suggestions

What happens if we can’t deal
with your complaint
If you have a complaint about a council service,
or if a council service should deal with your
complaint, we will pass it on to the right team
and let you know that we have done so.

There may also be other occasions when we
cannot investigate your complaint.  Again, we
will let you know and, where possible, direct
you to someone else who may be able to help.

Paying a compliment – nominate
someone for a WOW award
We are committed to achieving excellent
services for you and encourage our staff to
go the extra mile. If you’ve received an
excellent service from a member of
our staff then why not nominate them
for a WOW Award.

We will write to you within ten working days
to acknowledge receiving your WOW award
nomination.

Making a suggestion
When we receive a suggestion, we will write to
thank you within two working days. A manager
will let you know within ten working days how
we are taking your suggestion on board.



within two working days and give you the
name and contact number of the person
dealing with your complaint at stage two.

A senior manager will investigate and write

to you within 25 days with their findings.

If they are not able to meet this target, we

will let you know, and usually say when we

will be able to respond to you.

Stage three: independent review

If you are still not happy after stage two of
our complaints process, you can contact
Haringey Council’s Feedback and
Information team to say why. The Feedback
and Information team will independently
review how we have handled your
complaint, and carry out an unbiased
investigation. Their contact details are:

Feedback & Information team
Freepost RRJG-YJB14-UCRZ
7th floor River Park House
London N22 8HQ.

Phone: 020 8489 2550
Fax: 020 8489 2533
E-mail: complaints@haringey.gov.uk

The Feedback & Information team will write
to you within two days of receiving your
complaint to give you the name and contact
number of the person who will deal with
your complaint. That person will reply to
you in full within 20 working days to report
their findings.

Making a complaint
Our complaint process has four stages and
is designed to be as user-friendly as possible.

If you would like some informal advice on
making a complaint, please call:

The Feedback team

020 8489 4337
020 8489 4321
020 8489 4235

Stage zero: sorted out sooner

When we receive a basic complaint, we will
try to sort it out in two working days. If that
is not possible and you remain unhappy we
will automatically carry out a stage one
investigation.

Stage one: local resolution

We will write to you within two working days
to acknowledge your complaint. We will
then aim to investigate your complaint fully
within ten working days, and the investigator
will write to you with their findings. If we are
not able to meet this target, we will let you
know, and usually say when we will be able
to respond to you.

Stage two: service investigation

If you are not happy after stage one of our
complaints process, you can contact a
member of the Feedback team to let them
know why. If we are not able to sort out the
problem immediately, we will write to you
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Other people to talk to
If you want to talk about your complaint
informally, you are welcome to speak to
any member of the Feedback team or any
other member of our staff. You may also
want to speak to a Haringey councillor, who
may be able to help you make your
complaint.  You can get details of councillors’
surgeries from Haringey libraries, council
offices and other buildings.

You may want to speak to an outside agency,
such as:

ChildLine Freephone 0800 1111
Age Concern 020 8801 2444

Or, you can contact your local Citizens

Advice Bureau (CAB). You can find details
of your local CAB at www.adviceguide.co.uk
You can also contact one of the following
local CAB offices:

Hornsey
7 Hatherley Gardens
Crouch End
London N8 9JJ

Turnpike Lane
14a Willoughby Road
Turnpike Lane
London N8 0JJ

Tottenham
Town Hall Approach Road
Tottenham
London N15 4RY

You can call any of these offices on
0870 126 4030.

Local Government Ombudsman
You may also want to contact the Local
Government Ombudsman, although the
Ombudsman will usually only investigate
your complaint after you have been through

Please keep the purple section of this leaflet

at least the first stage of our complaints
process. The Ombudsman is an independent
person who investigates complaints about
local authorities. If you feel we have not
satisfactorily dealt with your complaint, you
should contact the Ombudsman at the
address below.
Local Government Ombudsman
PO Box 4771, Coventry CV4 0EH
Advice line: 0870 602 1983
Text line: 0762 480 4323
Email: advice@lgo.org.uk
Website: www.lgo.org.uk

Protecting your personal information

Homes for Haringey aims to meet all our
responsibilities under the Data Protection Act
1998 (the DPA). We will make sure that we
tell the Information Commissioner about all
our data-processing activities that are covered
by the act. We will hold your personal
information in confidence and treat it with all
due care.

We try to make sure that the information we
hold about you is accurate and up to date,
but if you find any mistakes you have the
right to have them corrected.
If you have any concerns about the way we
process information, you can contact the
following:
Data Protection Officer,
Feedback and Information team,
7th Floor River Park House,
Wood Green, N22 8HQ
email: dataprotection@haringey.gov.uk
Information Commissioner’s Office,
Wycliffe House, Water Lane, Wilmslow,
Cheshire. SK9 5AF



Feedback form - please detach, fill out and return to us

This is your chance to let us know about your complaint, suggestion or compliment. Please fill

in this form, detach from the purple part of this leaflet, and leave it at any council reception,

or send free to: Feedback team, FREEPOST RLYE – ELRG – ASSB, Homes for Haringey,

6th Floor, River Park House, 225 High Road London N22 8HQ.

Data collection statement

We need the following information to respond to your feedback. We will only use your

information for this purpose, and we will not give this information to anyone else without

your permission.

Your name

Your title     Mr          Mrs          Miss          Ms          Other

Your address (including postcode)

Your phone number (daytime)

Your e-mail address

Date

What is your feedback?

A complaint          A suggestion          A WOW Award nomination

Please give the name of the service or the name of the person you are giving us feedback about.

What has happened?

(evenings)

1.



Feedback form

What would you like us to do?

Provide a service to you, such as carry out a repair        Send you some information

Explain a decision to you        Apologise to you

Improve information (such as a leaflet or poster)          Improve a process or procedure

Change a policy         Refund money that you paid or we owe you          Other

Are you giving us feedback for someone else?

Yes             No

If ‘Yes’ please can you give us the name and address of that person?

How you can help us treat everyone fairly

We try to make sure that we give equal access to anyone wanting to give us feedback about

our services. We monitor all feedback to see what is happening. By answering the following

questions, you will help us to do this. (Please tick the relevant boxes)

Are you?   Male     Female

Do you have a disability?       Yes         No

If ‘Yes’ what is it?

What is your age group?     Under 18       18-23       24-45        46-59       60 and over

Do you need someone to interpret or translate for you?  Yes          No

If ‘Yes’, what language do you need?

Would you like us to send you information in Braille?    Yes          No

Do you need any other help communicating with us?     Yes            No

If ‘Yes’, what help do you need?

2.



Feedback form

What is your ethnic origin?

White

British                                       Irish                                   Greek or Cypriot

Turkish or Cypriot                      Turkish                          Kurdish

Other (please write in)

Asian or Asian British

Indian                                   Pakistani

Bangladeshi                              East African Asian

Other (please write in)

Black or Black British

Caribbean                                 African

Other (please write in)

Mixed

White & Black Caribbean      White & Black African

White & Asian

Other (please write in)

Chinese or other ethnic group

Chinese

Other (please write in)

Do you agree to us passing your details to your local councillor, who may then want to contact

you to see whether you are satisfied with how we have dealt with your complaint?

Yes          No

3.



Homes for Haringey Feedback form
One tonne of recycled paper

saves 17 trees, 32,000 litres of water,
and enough electricity to heat an average house for 6 months

Please return to: Freepost RLXS-XZGT-URGJ Haringey Council,
Translation and Interpreting Services, 8th Floor, River Park House, 225 High Road, London N22 8HQ

Please tell us if you would like a copy of this leaflet in another language that is not listed above or in
any of the following formats, and send the form to the Freepost address below.

In large print On audio tape In Braille
In another language, please state:

Name:
Address:

Tel:

Email:

Homes for Haringey Ltd 21906 • 03/09
Published by Haringey Council’s Communications Unit

Homes for Haringey offers this translating and interpreting service to Haringey residents. We can translate this document into one language per resident ONLY

Arabic

Albanian

Bengali

French

Greek

Kurdish

Portugese

Romanian

Somali

Turkish

This leaflet tells you what to do if you want to make a complaint, suggestion or
compliment. For a free copy in your own language, please check our website

or tick the box below, fill in the form and return to the freepost address.


