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Hull Culture & Leisure Ltd - Customer Feedback Process

Hull History Centre is run by Hull Culture & Leisure Ltd.

Whether we’re good, bad or indifferent, we want you to tell us where we are going
wrong as well as when we are doing a good job. Hull Culture & Leisure Ltd takes
feedback seriously and is committed to learning from customer feedback in order to
improve its services.

Hull Culture & Leisure Ltd is a wholly owned Hull City Council Company. We work
closely with the Council and use the Hull City Council Customer Feedback System to
process all our customer feedback including formal complaints and petitions.

You can submit your customer feedback to us in any of the following ways:

v" Online, by completing and submitting the customer feedback form on our website
www.hcandl.co.uk

v By telephoning the Council’s Contact Centre on 01482 300 300

v By writing to: FREEPOST RSJC-KKBE-ABXZ, Customer Feedback Team, PO Box 15,
HU1 2AB

Compliments

When we get a compliment we will acknowledge receipt and make sure it is passed to
the right people.

Suggestions

We welcome your suggestions as to how we can improve the services we deliver to
you. If you complain about why we do things, not what we do, we will treat this as a
suggestion and not a complaint.

If you want to make a complaint and remain anonymous, we will treat this as a
suggestion. When you make a suggestion we will:

e Acknowledge receipt (if you have provided your contact details)

e Make sure it reaches the right people to consider it

e If applicable, we will provide you with a response regarding any action we may
take as a result of your suggestion.
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Please note that we may publish compliments and suggestions in some of our
publicity. We will not publish your details if you ask us not to.

Complaints

We have adopted the Local Government and Social Care Ombudsman definition of a
complaint. A complaintis defined as:

“an expression of dissatisfaction, however made, about the standard of service, actions or
lack of action by the organisation, its own staff, or those acting on its behalf, affecting an
individual or group of individuals.”

When dealing with your complaint we promise we will

e Acknowledge receipt

e Clarify any aspects of the complaint that we are unclear about.
e Keep you informed

e Treat you fairly

e Look into your case fully and properly

If this is the first time you are reporting an issue to us, we may decide to treat this as
a request for service or as a concern. We may also treat your complaint as a concern,
if you did not personally receive a service provided by Hull Culture & Leisure Ltd. It is
at our discretion, how we choose to handle your feedback.

If we decide to treat your issue as a concern, it will be responded to within 10 working
days. A Concern is a one stage process with no escalation option. If you are not
satisfied with the response or how we have chosen to handle your issues you will be
directed to the Local Government & Social Care Ombudsman

You should make us aware of your complaint within 12 months of the incident
happening or within 12 months from when you first became aware that you had
reason for complaint. If your complaint is received later than this, we may not be able
to be fully investigate it. The time limit may be extended at the discretion of the
complaints manager where there is a very good reason for the delay. Where late
complaints cannot be accepted we will tell you and explain why. If possible we may
make an alternative response to help regarding any outstanding issues.

We ask that you treat Hull Culture & Leisure Ltd and its employees with dignity and

respect when submitting complaints and feedback. We reserve the right to cancel any
complaint that contains excessive foul and abusive language.
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Hull Culture & Leisure is committed to providing a fair and reasonable complaints
service and to making it as accessible as possible. Any complainants who, through the
nature or frequency of their contact with us, behave unreasonably and hinder the
consideration of their own or other people’s cases, will be referred to the Customer
Feedback Team Leader who will consider their access options. This will be done on a
case by case basis.

What happens to my complaint?
Stage 1

We will let you know we have received your complaint within 3 working days and aim
to send a full response within 10 working days.

If we need more time or signed permission from the complainant if you are
complaining on someone else’s behalf, we will tell you when you can expect our

response.

When you have received our response, if you are happy or if we do not hear from you
within 28 days we will close the complaint.

Stage 2

If you are not happy you can ask for your complaint to be escalated to stage 2, where
it will be reviewed by a senior manager. You do not have to give us any reasons to
escalate your complaint, however if you are able to, it will help us to understand why
you are still unhappy.

We will acknowledge receipt of your request within 3 working days and aim to send a
full response within 20 working days. If we need more time, we will write to you and

tell you when you can expect our response.

When you have received your stage 2 response, you have completed the complaints
process and we will close the complaint.

The Council’s complaints process is now complete.
Still dissatisfied after the Council’s Complaints procedure has finished?

You can contact the Local Government & Social Care Ombudsman (LGSCO) to ask them
to review your complaint. The LGSCO investigates most complaints about the Council
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The Local Government & Social Care Ombudsman: P O Box 4771, Coventry, CV4 OEH

Tel: 0300 061 0614
Website: www.lgo.org.uk

N.B Please note that on occasion there are complaints the LGSCO cannot or will not
be able to investigate. In such circumstances, the LGSCO will explain clearly if this is
the case and the reasons why this decision has been given.

Please note:
The Ombudsman will not normally consider a complaint which has not completed the

Hull Culture & Leisure complaints procedure.

You can approach the Ombudsman at any time during your complaint for help and
advice.
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If you would like this document in your language please tick the box and send it in an envelope to:

Polish D Jezeli cheialby$ otrzymac ten list w swoim jezyku, to prosze odhaczy¢ ramke i wystac w kopercie na adres:

Arabic [ @0 o giall N ldo ) 5 ah B leaun 5 o pall (35 LA an lliad e olad ) Aas Jia A0 )l o3 e Add e J pandl g 1Y

Kurdish [ s okias adali (S36 505 a5 804 450 siy ol s3 o il lSa o3 il 4 2l o0 el ais j84s

Russian D Ecnu Bel xelnaere [ONY4HTE 3TO IHCEMO HA POAHOM A3bIKE, OAAITYHCTO OTMETHTE ¢ KPECTHKOM B KIETKE, [IOJIOKHTE B KOHBEPT U MOCLUIAITE [10 ajpecy:
Mandarin [ RERE—HRACHSES/RMZES. FETHEAITE, FEZKRFENEH REAEE) F3TF bt

Farsi [ S cump 3 089 g 009l 4 9 uhiS aals a8y el Jals ol 5005 caedle 1) o i s 2 ye Ghd s sige 0555 Sl s by i oSS!

Turkish D Bu mektubu kendi dilinizde isterseniz, litfen kutuyu isaretleyip zarfin iginde adrese ginderiniz:

Bengali [] =i afi 9% 5 frema srzsian toivs BF 2A SR N A a0A BF 213~ <0a o503 92 53 #16.-

French D Si vous voulez recevoir cette lettre dans voure langue, veuillez cocher la case et envoyer la letve dans une enveloppe & 1’adresse :

Se desejar receber esta carta na sua lingua, agradecemos que marque com um tique no quadrado, e a devolva num envelope para a

Portuguese [] direcgao seguinte:

FREEPOST RSJC-KKBE-ABXZ, Corporate Customer Feedback Team, P.O. Box 15, Hull, HU1 2AB

The information in this document can also be made available in other formats as

appropriate.
Please return this completed form to the address mentioned above.
Alternative Format Tick | Alternative Format Tick
Large print Audio cassette tape
Computer disk Face-to-face conversation
British Sign Language Braille
Makaton
Email (your address)
Other method (please explain)




