Complaints form continued

8. Have you complained about this before?

No Yes |}

If yes, who did you complain to and when?

9. Please say why you are still unhappy with
the decision

10. Your signature

1. oace [

2. What happens next?
We will:

* Send you an acknowledgement within
5 working days of getting this form

* Tell you when you will receive a full reply

Send this form to the address is this leaflet.
Or send it to One Stop Shop, who will
forward your complaint to us.

I3. How you can help us treat
everyone fairly
By answering the following questions, you will
help us to make sure we give a good and fair
service to all people in the community.
You do not have to give us this information,
but we hope that you will.
(Please tick the relevant boxes)

I4. Are you: Male [ll Female
I5. Do you have a disability?
No Yes [l (please say what)

16.Are you
B White British

B Asian other

B White Irish

B Black Caribbean

B White other B Biack African
B Mixed White M Biack British
& Black Caribbean [ Black other
B Mixed White B Chinese
& Black African B Chinese British
- Mixe'dWhite B Chinese Other
& Asian B Ocher
B Mixed other (Please write in)
B Asian Indian

B Asian Pakistani
B Asian Bangladeshi
B Asian British
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If you have a concern or suggestion about
a particular service, you should write or
speak to a member of staff or the service
manager. If there has been a problem,
we will try and sort it out straight away.

Your local One Stop Shop will be pleased
to help you raise a concern or make
a formal complaint.

The phone numbers and addresses are
in this leaflet.

How do | make a formal complaint?

We want to know when our services have gone
wrong. We want to put things right, and learn
from our mistakes. So we have tried to make

it easy for you to make a formal complaint.

You can use the complaint form in this leaflet.
Or you can:

send us a letter
visit the One Stop Shop

telephone us on 0208 937 2323

customer.service@
bhphousing.co.uk

fax us on 0208 937 2624

email us

Or you can complain online via our
website at www.bhphousing.co.uk

Our complaints procedure has
three steps

Step one

The first step is to complain to the manager of
the service or to the Complaints and Disrepair
Team. We will tell you that we have received your
complaint within five working days.

We will arrange for your complaint to be
investigated and you will normally receive a full
written reply within 15 working days of Brent
Housing Partnership receiving your complaint.

If I am not happy with the reply, what can | do next!

Step two

You can contact the Complaints Team as detailed
in this leaflet. We will let you know that we have
received your complaint within five working days.

The Complaints and Disrepair Team will arrange

for your complaint to be considered by a more
senior member of staff. You will be given their name
and they will normally send you a full written reply
within 20 working days.

Step three

If you are unhappy with the second response to
your complaint, you can request an independent
stage 3 review of your complaint, which will

be carried out by the Chief Executive of

Brent Council on behalf of the Board of Brent
Housing Partnership.

The Chief Executive will acknowledge receipt of
your complaint within five working days. We will
normally send you a full written reply within 30
working days.



If | am still not satisfied, can | take
my complaint further?

YES, you can contact the Local Government
Ombudsman who will consider your complaint.
The Ombudsman is an independent person
who investigates complaints about local councils.

You can complain directly to the Local
Government Ombudsman at any time. But he
will usually consider your complaint after it has

been looked at under our complaints procedure.

The Local Government Ombudsman
PO Box 4771
Coventry CV4 0EH

T 02476820001

Where can | complain about other

Brent Council Services?

Brent Housing Partnership is responsible for
managing Brent Council's housing stock. We
will deal with complaints about the services that
we provide, for example, repairs, rents, estate
cleaning, right to buy, tenancy issues etc. If you
have a complaint about any other Brent Council
Services you should contact the One Stop Shop
Call Centre on 020 8937 1200

You can visit any of Brent Council’s
One Stop Shops:

Town Hall One Stop Shop
Forty Lane, Wembley
Middlesex, HA9 9HD

Brent House One Stop Shop
349-357 High Road, Wembley,
Middlesex, HA9 6BZ

Willesden One Stop Shop
Willesden Green Library Centre,
95 High Road, Willesden,
London NW10 25U

Harlesden One Stop Shop
Challenge House

|-2 Bank Buildings,

High Street, Harlesden,
London NW 10 4L.X

Or you can telephone the

One Stop Shop Call Centre
on 020 8937 1200

The Council's web address is:
www.brent.gov.uk

Can | get help from my MP
or Councillor?

YES, your local MP or Councillor may be able
to help you make a complaint. You can get their
name and address from a library or

One Stop Shop.

Or you can telephone the Council's Committee
Services on 020 8937 1366



Where can | get independent
advice?

You can telephone:

Brent Community Law Centre
Advice Line
020 8451 1122

Citizens Advice Bureau Call Centre
08450 505250

You can write to:

Willesden Citizens Advice Bureau
270 High Road
London NW 10 2EY

Where to send your complaint
about Brent Housing Partnership

If you need more information on making
a complaint, or you are not satisfied with
a complaint response you have received,
you can contact

Complaints & Disrepair Team
Brent Housing Partnership
Chancel House

Neasden Lane

London NW10 2UF

T 0208937 2323
F 0208 937 2624

E customer.service@bhphousing.co.uk

Translations

This is Brent Housing Partnership's Complaints
Leaflet. Please contact the Complaints and Disrepair
Team on 020 8937 2323 should you require a
translated version or the assistance of an interpreter.

O Albanian

Kjo éshté broshura e Ankesave té Partneritetit t& Strehimit té& Brenti-it. Lutemi kontaktoni
Ekipin e Ankesave dhe té Riparimeve né numrin 020 8937 2323, né qofté se keni nevojé
pér versonin e pérkthyer ose pér ndihmén e njé pérkthyesi.

O Arabic
gl e are il 5 (6 AN 3y i Jusi¥) a o SN LELY AS e iy ) piie 13

pasie sacbue ) Aalay f des jie A3 i 13 020 8937 2323

O Farsi
soad dan 5 (e 4y Lad 48 () e 3 Bl Il (e iy gy (Sne S L 4y T gy pe LSS 5
020 8937 2323 (li o jladi 43 la (ol )3 5 S0 5y s o Ly 2y 4LI Sl (oalid aa e SS 4y
28 ks

O Gujarati

U G- ¢lGRIo wéRellurl sRaEL 52U [ MuRcll 2iucl uBisL 8. A a3 A euniaR suAE NS dix

2l geufad el Al i, dl su 5303 5@ 3w Ruliz du-dl 020 8937 2323 Guz 2iub sil.

O Punjabi :

ieh br:t hiuizg pirtnriSip di iSclieV prCi (Brent Housing Partnership’s Complaints Leaflet)
h. j Vhin anvid cIVi hieat rp j; dBiSle dI shiieVi Chidl hv icrpt crc iSclieV, aV titBlj tim
(Complaints and Disrepair Team) nil 020 8937 2323 V sprc cr.

O Somali

Kan waa nuqulka Cabshooyinka ee Shirkadda Guryeynta Brent (Brent Housing
Partnership’s Complaints Leaflet). Fadlan kala xariir kooxda Cabashooyinka iyo Dayactirka
Taleefanka 020 8937 2323 haddii aad u baahato nuqul tarjuban ama caawinaadda
tarjubaan.

O Tamil

,J gnudl T Trng ghhldhrggd KiwalLj J=zLgguRuk. cqfSTF ,ejj
J=zLlgguRuj jid nkhoingahgGg gujinahdNwh myyJd nkhoingahgghshd cjtiNah
Nj i tahad jaTnrad KiwalLfs kwWk xOqfhfF FOtduld 020 8937 2323
vdDk njhiyNgr ,yffjjid %yk njhlhG nfhssTk.

O Urdu

f‘{ 02089372323 (AL mabeha P b e 2l M.v);-:g.,ﬁsw./.,
e (e

If you would like this document in
large print please call 020 8937 2363

Complaints form

Your name |
Title (Mr/Mrs/Ms) _

Your address and post code

4. Your daytime phone number

5. The service you are complaining about and
any reference numbers

Your complaint is: (if you run out of space, please use extra paper)

What do you think we should do to put things right?




