bnx:oé_maom your complaint within two
working days

- Investigate your complaint

Provide a written response within ten workings
days in relation to a stage one (informal)
complaint. Where we are unable to do so we will
write and tell you why, and advise you of when
we hope to resolve your complaint.

Complaints about Social Care are governed by
legal timescales. To investigate a stage one
complaint the timescale is within ten working
days with the option to extend to 20 days in
consultation with the complainant

> Provide a written response within 20 working
days in relation to a stage two {formal)
complaint. Where we are unable to do so we will
wrile and tell you why, and advise you of when
we hope to resolve it
Complaints about Social Care are governed by

legal timescales. To investigate a stage two
complaint the timescaile is 25 - 65 days

Further information on our complaints process is
available from the Town Hall ar on our website
gamﬁ_h:@ﬁon ©o< c&oo::moz:@é;:oo::jc:;_mm

ﬂo :m_u us Qm__<m= our Customer Care Charter it is
irmportant that customers treat our staff with
courtesy, politeness and respect. We will not

tolerate abusive behaviour and we will support our
mﬁm: who mxnmzm:om Q_mozs.__:mzo:_ abuse or Eﬂmmﬁm.

Town Hall, _umm”jm_jm_ _umz_sm:o:_ County Durham,
DL1 5QT. Telephone (01325) 380651

E-mail: enquiries@darlington.gov.uk
Website address: www.darlington.gov.uk

Monday-Thursday 8.30am - 5pm
Friday 8.30am - 4.30pm

To make sure we are delivering to our standards,
we will monitor our Customer Charter every three
months and post the results on our website
www.darlington.gov.uk/connectingwithcommunities

To help us with this you may be asked to complete
a Customer Charter satisfaction survey. If vou feel
this Customer Charter is not being delivered then
please contact Sharon Brown, Head of Connecting
with Communities, on (01325) 388684.

This Charter is part of the Council’s employee
training programme.
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