
     Have Your Say  
Comments, Compliments and Complaints  

 

 

We care about what you think 
 
Your comments, compliments and complaints help us understand what we do well and what we could do 
beƩer.  They help us to improve services when needed and also to plan for the future.  Whatever you 
think about our services, please let us know. Compliments will be passed on to the member of staff con-
cerned, via their team manager. Comments and complaints will be acknowledged in wriƟng within 5 
working days and a member of staff may contact you to discuss your suggesƟons.  

What is a complaint? 
 

How to make a complaint 
 
Complaints about different services 
 
If you are unhappy about a service provided by children’s or adult’s social care services, your concerns 
may be able to be considered in the statutory complaints procedures for these services.  If your         
complaint is about a school, please contact the head teacher.  Schools have their own complaints        
procedures.  The procedure is explained on our website, at www.suffolk.gov.uk. 

Please contact us by: 

· CompleƟng the online form at www.suffolk.gov.uk/feedback 

· Emailing us at customerrights@suffolk.gov.uk 

· Telephoning Customer Rights on 0345 266 1821  

· PosƟng the feedback form to the Customer Rights 

Address:  SCC  Complaints  Team,  Su�olk  County  Council,  Endeavour  House,  8  Russell  Road,  Ipswich,  Suffolk,  IP1  2BX   

 Phone:   0345 266 1821 E-mail: customerrights@su�olk.gov.uk    Website:  www.su�olk.gov.uk/feedback 

A complaint is an expression of dissaƟsfacƟon with the standard of service, acƟon, or lack of acƟon, by 
the Council or others working on our behalf.   
 
Stage 1 
Informal/local resoluƟon 
We aim to sort out your complaint to your saƟsfacƟon as quickly and informally as possible.  In some 
cases this may be ‘on the spot’ or within 20 working days. 
 
 



Our promise 
 
· Your contact will be acknowledged within 5 working days. 
· In most cases, we’ll give you a full response to your complaint within 20 working days. If we need 

more Ɵme to provide the response, we will contact you to agree on the Ɵmescale. 
· We will look into your complaint thoroughly and fairly. 
· We will be open and courteous. 
· We will treat the informaƟon you give us as confidenƟal. 
· We will apologise if we have got things wrong. 
· We will tell you what we are doing to put things right. 

How to contact us 

Unhappy with your response? 
If you are not happy with the response you get please contact customerrights@suffolk.gov.uk who will 
see if anything further can be done to resolve your complaint. This may involve a further response at 
Stage 1, a Stage 2 invesƟgaƟon or we may refer you to the Local Government and Social Care Ombuds-
man (LGSCO). 

 
Local Government and Social Care Ombudsman 
If you are not happy about the way the Council have dealt with your complaint, you can contact the Local 
Government and Social Care Ombudsman at any Ɵme. 

The Local Government and Social Care Ombudsman will usually expect the Council to have had the  op-
portunity to  resolve your complaint in the first instance. 

Address: PO Box 4771, Coventry, CV4 OEH 

Telephone: 0300 061 0614  

If you would like this informaƟon in another language or format,        
including audio tape, large print or easy read,  

please call   03456 066 067 

 
 Website:  www.suffolk.gov.uk/feedback 

 
For informaƟon and advice contact 
 
 Address:  Customer Rights 
   Su�olk County Council 
   Endeavour House
   8 Russell Road, Ipswich 
   Suffolk IP1 2BX 
 
 Phone:  0345 266 1821 
 
 E-mail:  customerrights@suffolk.gov.uk 


