
Complaints &	
Compliments
We welcome your Views

This leaflet tells you how to  
complain about or compliment our Services
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Translations of this “Complaints & Compliments” leaflet are available in Polish, Farsi, Kurdish, Urdu, 
French and Tigrinya. If you need this booklet translated into another language, please complete and 
return the form below. Tick box for language required.

	Polish	
	 Je_li potrzebujesz polskiego t_umaczenia tej broszury, wype_nij i ode_lij poni_szy 		
formularz.

	Farsi	
	

	Kurdish	 	
	 S’il faut vous traduire ce livret en français, veuillez remplir le formulaire ci-	

	French 	
	 S’il faut vous traduire ce livret en français, veuillez remplir le formulaire cidessous et nous le 		
	 renvoyer.

	Urdu	 	
	 dessous et nous le renvoyer.

	Tigrinya

Please indicate if you would like a copy of this in another language (not listed above) or any of the 
following formats and send to the freepost address below or telephone 01924 306225. 

 Large print	  On audio tape	 In Braille 

 Another language, Please state:

Name

Address

Please return this form to:  
The Customer Relations Team  
First Floor, Municipal Buildings, Pontefract WF8 1BE

The Complaints Policy 	
has Two Stages 

Stage One: 	
Service Area Investigation
Complaints are acknowledged in writing within 
two working days and customers are notified of 
the Service Manager who has been appointed 
to deal with their complaint. Customers will 
receive a response, detailing the decision of 
the Service Manager, explaining any actions to 
be taken, within 10 working days. If this is not 
possible, they will be told the reason why and 
a new completion date given. If customers are 
not satisfied with the Council’s response at this 
stage, they would escalate the issue to the next 
and final stage of the Complaints Procedure.

Stage Two: 	
Appeal to the Complaints Manager
A Customer Relations Officer who has had no 
involvement with your complaint will review your 
case. This includes the procedure followed, the 
circumstances of the case and the decision 
reached. Complaints are acknowledged within 
two working days and a decision reached within 
15 working days. If a case is very complex 
and more time is needed, customers are kept 
informed of progress.

If you would like further advice or assistance in 
making a complaint, contact: 
Customer Relations 
First Floor, Municipal Buildings 
Headlands Road, Pontefract WF8 1BE 
Phone: 0845 8 506 506 
Fax: 01977 724308  
E-mail: customerrelations@wakefield.gov.uk

The Local Government 
Ombudsman
If customers are still not satisfied with the 
Council’s final decision, they may refer the 
matter to the Local Government Ombudsman. 
The Ombudsman will look into the actions of the 
Council and will investigate further if they feel 
maladministration has occurred. The service 
provided by the Ombudsman is free of charge. 
Information on how you can do this is available 
from the Customer Relations Team or directly 
from:

The Local Government Ombudsman 
Website: wwwlgo.org.uk 
Phone: 0845 602 1983 
Email: advise@lgo.org.uk

For general enquiries about Councils Services 
contact the Council’s Contact Centre which is 
available 24 hours a day 7 days a week.

Phone: 0845 8 506 506 
Email: customerservices@wakefield.gov.uk  

How to obtain this leaflet in other formatsHow we deal with your complaintsWakefield Council operates an Equal 
Opportunities Policy 
Completing this section is optional

Please describe which you feel your ethnic/racial 
 origin is (tick the relevant box).

 	White Mixed	 	White British	

 	White & Black Caribbean	 	White Irish	

 	White & Black African	 	White & Asian	

 	Any other White background	 	

 	Any other mixed

 	Asian or Asian British	  Black or Black British	

 	Indian	  Caribbean	

 	Pakistani	  African	

 	Bangladeshi	  Chinese	 	

 	Any other Black background

 	Any other Asian background

 	Any other Ethnic group

www.wakefield.gov.uk



We welcome your views
Wakefield Council aims to be a listening council. 
Your views are important to us - we work for you! 

If we are doing something well please tell us 
about it. Equally if we are not, we want to put 
things right. We want to learn from what has 
happened.

How to compliment the council or 
make a comment
We often provide excellent services to our 
customers. Are you pleased with our service? 
Has someone gone the extra mile for you? If you 
would you like to compliment us you can do so 
by completing the form overleaf. We will ensure 
your compliment is passed to the right service 
area, team or employee. You can also say thank 
you by nominating an employee for our 
Recognition Award for their outstanding customer 
service. Further details can also be found on our 
website www.wakefield.gov.uk

What we can do
We can look at complaints about most Council 
Services including:

• Antisocial Behaviour/ Noise Nuisance

• Household Waste and Recycling collections

• Potholes / Condition of road surfaces

• Street Sweeping/ Litter bins

• Planning Matters

• Council Tax/ Benefits

• Libraries 

• Sports & Leisure facilities

For all other complaints we will make 
sure we put you in touch with the right 
person or organisation. Please find 
contact details of below:

Social Services
Complaints about social care are dealt with under 
a separate procedure by law. If your complaint is 
about Social Services please contact: 

Complaints & Representations team 
Family Services 
County Hall, Bond Street, Wakefield WF1 2QW

Phone: 01924 302840 
Fax: 01924 302841 
e-mail: familyservicescomplaints@ wakefield.
gov.uk

Schools
Schools are managed independently of Wakefield 
Council. If you have a complaint about a school, 
you should contact the school directly. If you need 
more advice please contact the Customer 
Relations Team. 

Councillors 
If you want to complain about a councillor you 
should write to :

The Council’s Monitoring Officer 
Town Hall, Wood Street, Wakefield WF1 2HQ

You can use this form to tell us what you think Please tell us in as much detail as possible about what happened, where it 
happened and when it happened, and give the names of anyone involved

Your name (please print)

Your address

Your postcode

Your phone number	

Email

If you are using this form to complain, tell us what you think we could do 
to put things right

If you are writing on behalf of someone else, please give their name and 
address as well as yours

Their name (please print)

Their address

Their postcode

Your phone number	

Email

Your signature					            Date

Please send this form to:  
The Customer Relations Team, First Floor, Municipal Buildings, Pontefract WF8 1BE.

Comments, Compliments and Complaints Tell us about your Compliment or Complaint

	


