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	Harlow Council

	
	
	Civic Centre

	
	
	The Water Gardens

	
	
	Harlow, Essex

	
	
	CM20 1WG

	
	
	www.harlow.gov.uk

	By Email – xxx@xxx.com (Delete as required)
	
	

	
	Date:



Complaint Reference Number xxx

Dear xxxxx

[bookmark: Enquiry_Route][bookmark: Date_Received][bookmark: Complaint_Stage]Thank you for your email which was received on date. This is being treated as a stage two complaint.
My name is name and job title and I have been appointed by the Managing Director to review your complaint. My understanding of it is (paragraph summary max)
Main response…

This must include:
· The reasons for any decisions made
· The details of any remedy offered to put things right
· It must cover all aspects of the complaints made 
· In housing cases include appointment dates or a commitment for an appointment date to be available within two weeks. 
· If anything is to be followed up, full details of any outstanding actions must be provided with dates.
· If we have got it wrong, say sorry!

Having fully reviewed your complaint, I can advise you that your complaint has been (upheld/partially upheld/not upheld).  

This is our final position, based on the information we have. 

If you remain unhappy you can refer your complaint to the Housing Ombudsman Service and the details are provided on the attached complaints summary sheet.



You will need to provide them with a copy of this letter, and our earlier responses to you, so they can consider your complaint.

Yours sincerely


signature

Name
Job Title
Contact details


Harlow Council Complaints Summary

How to complain
If you need our help – whether you have an enquiry or need us to put something right – you can reach us through Contact Harlow. You contact us through our website, email, phone, letter, or by visiting us in person. We call this a service request.

We want to provide a good service to all our residents, and we try to respond to service requests promptly and effectively. However, if you’re unhappy with the service you’ve received, or believe we’ve not done something we should have, you have the right to make a complaint.

There are some matters we cannot investigate as a complaint, perhaps because they fall outside our responsibility or they are dealt with through another legal or statutory process. If this applies to your case, we’ll explain why.

Stage 1
If you're unhappy with our service, let us know what the issue is and what you think we can do to put things right. We will log this as a formal complaint.

We’ll acknowledge your complaint within three working days, confirming our understanding of your issue and letting you know when to expect a full response. We may contact you first to clarify any details to ensure we’ve understood your complaint correctly.

We’ll provide a full reply within 10 working days of our acknowledgement. If we need more time, we’ll let you know and explain why, and provide contact details for the relevant ombudsman. A senior manager in the service responsible for your issue will review the response. 

Stage 2
If you’re unhappy with our response to your complaint, you can ask us to escalate it to the second and final stage of our process within the next 28 days. Please let us know why you’re still unhappy and what you think we can do to put things right.

We’ll acknowledge your stage 2 complaint within three working days.

We will carefully consider your comments along with your original complaint and our previous reply, aiming to provide our full and final response within 20 working days. If we need more time, we’ll let you know and explain why, and provide contact details for the relevant ombudsman. A Director will review the stage 2 response.


Further help
If you’ve received our final response and are still not satisfied, you can ask the appropriate ombudsman to consider your complaint. This will either be the Local Government and Social Care Ombudsman or the Housing Ombudsman Service, depending on the nature of your complaint. We’ll confirm which one applies in our final response.

The ombudsman will expect you to have completed both stages of our complaints process before contacting them.

At any point, you may also refer your complaint to your local councillor or MP. They may be able to assist, but they are subject to the same procedures and timescales as everyone else. You can find contact details for your local councillor or MP on our website.

If you need someone to help with your complaint or to speak on your behalf at an appeal, please speak to a Customer Advisor who will give you details of organisations that can help. You can also use an advocate, such as a friend, relative, or a representative from an external organisation. In housing cases, you may want to appoint an advocate from the tenants and leaseholders’ group to help. For further details please speak to a Customer Advisor. 

Unreasonable complainant behaviour 
We aim to deal with all complaints fairly and in line with our Complaints Policy. However, in some cases individuals may behave unreasonably, by making unfounded, persistent, or threatening complaints.

We define unreasonable complainant behaviour as conduct that, due to its frequency or nature, hinders our ability to consider their or other people’s complaints.

Our Unacceptable Behaviour Policy outlines how we manage such situations.

Useful contact details

	Contact Harlow
Civic Centre
The Water Gardens
Harlow, Essex
CM20 1WG

Telephone: 01279 446655
Web: www.harlow.gov.uk 

	Local Government and
Social Care Ombudsman
Telephone: 0300 061 0614
Web: www.lgo.org.uk

Housing Ombudsman
Telephone: 0300 111 3000
Web: www.housing-ombudsman.org.uk



You can find a full copy of our complaints policy and our unacceptable behaviour policy at www.harlow.gov.uk/complaints
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