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If you would like this information

In larger print

In another format

In a different language

Contact

Cornwall Council
New County Hall
Treyew Road
Truro 
TR1 3AY

Telephone: 0300 1234 100

Email: enquiries@cornwall.gov.uk

www.cornwall.gov.uk
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Tell Adult Social Care (ASC)  
what you think

We like to know what you think of our
services. This helps us make sure they
are as good as possible.

You can tell us what you think by:

• Giving us a compliment when you
 get a good service

• Making a comment to tell us how
    to make a service better

• Making a complaint when things
    go wrong

When you see ASC in this booklet, 
it means Adult Social Care
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How to contact Adult Social Care 

• You can fill in the form at the back of this booklet.

• Or phone the Feedback Team on 01872 326640

• Or email the Feedback Team at
 ascfeedback@cornwall.gov.uk     

We value all compliments, comments and complaints.

We will make a note of all compliments and comments and 
we will send them to the members of staff concerned.

The rest of this booklet tells you how to make a complaint, 
and what will happen.

Who can make a complaint?

You can make a complaint to Adult Social Care if:

• ASC have done an assessment with you

• ASC give you a service

• ASC give you a Direct Payment or individual budget

Other people who are affected by the decisions ASC make can 
also complain.

If you want, someone else can make the complaint for you. 
There is more information about this on page 7.
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How to make a complaint

Do not worry about speaking up if you are unhappy. ASC 
want to put things right for you as quickly as possible.

First of all, if you have an ASC worker, it is always best to 
talk to them. 

If you prefer or if you do not have an ASC worker, you 
can contact the Feedback Team (page 4).
The Feedback Team will ask for details, and will try to find 
a way to sort out your problem quickly. We call this an 
informal resolution.

Formal complaint
A local manager will contact you, and try to put things 
right. This normally takes at least 20 working days. We will 
talk this over with you, and keep you informed in writing.
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The Ombudsman
The Ombudsman’s job is to look at people’s complaints 
about council services, and find  ways to put things right.

You can contact the Ombudsman at any time about your 
complaint if you want to. 

These are the contact details:

Local Government and Social Care Ombudsman
PO Box 4471
Coventry 
CV4 0EH

Telephone: 0300 061 0614

Monday 8.30am – 12.00pm      
Tuesday to Friday 8.30am – 5.00pm

Text call back to: 0762 481 1595

Email: enquiries.advice@lgo.org.uk

Online form: www.lgo.org.uk/complaint-form
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Complaints about other 
organisations

If ASC arrange a service for you, and it is delivered by 
another organisation, you should speak to them about 
your complaint first of all.

If you are not happy with the answer they give you, ASC 
will try to sort it out for you. You can contact us using 
the information on page 4.

Getting some help to make a complaint

You do not have to feel alone when you make a complaint. 
You can choose someone you know to speak for you if you 
want to.

Or if you prefer, you can have an advocate to help you and 
speak for you. An advocate is someone trained to help 
people give their views.

The Feedback Team (page 4) may be able to help you find 
an advocate, and many voluntary organisations can also 
help.

Support in Cornwall

Website: www.supportincornwall.org.uk/ 

Other useful organisations
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Information about me
The Feedback Team will use your answers to help sort out 
your complaint.

When we sort out your complaint we keep your answers 
on computers. 

We use this information to obey with the law* when 
sorting out your complaint. 
*The Local Authority Social Services and National Health 
Service Complaints (England) Regulations 2009

We will only use this information to:

• Help sort out your complaint. 

• Get data

An example of data we will get is the number of people 
making a complaint.

Your name will not be used in this information.

Sometimes your information will need to be shared with 
other people to sort out your complaint. 

We will ask you if you want us to share your answers with 
these people. 

The people may be from the Council, NHS and other 
organisations.

We will not show your answers to other people or 
organisations if you do not want us to.

6 
years

We will keep your answers in a safe place for 6 years after 
we sort out your complaint.
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What are my rights?

Your personal information belongs to you and you have 
the right to:

• Know what we do with your information

• Ask for a copy of the information we hold about you 

• Have it corrected if it is not correct 

• Have it deleted (if the law says that we do not need it)

• Limit what we do with your personal information in 
certain situations

• Say no if you do not want us to use your information in 
certain situations

How do I get hold of my information?
You can write to us to get your information. 

This information can be passed to your worker or sent to 
the Council’s Data Protection Officer at the address below. 

You can ask your Social Worker or another member of 
Council staff to help you get this information.



10 January 2019 jn45167 

If you do not agree with something

Ask your worker or contact the Council’s Data Protection 
Officer at the address below if you are not happy about 
how we look after your information. 

Or, you can ask the Information Commissioner’s Office to 
help you.

Call  0303 123 1113 

or go to https://ico.org.uk/concerns/

Cornwall Council is a data controller, registered with the 
Information Commissioner’s Office, our registered address 
is:

Cornwall Council, New County Hall, Treyew Road, 
Truro  TR1 3AY.

Data Protection Registration Number: Z1745294

For more information on how we use your information, 
please contact the Data Protection Office at:

Email: dpo@cornwall.gov.uk

Tel: 01872 326424



Tell us here about your compliment, comment or complaint:

Fill in this form to tell us what you think
You can pull this page out of the booklet to fill it in. 
You can ask someone to help you if you want to.

When it is finished, make the pink bit damp, close it 
up and send it to us. The address is already printed 
on it and you do not need a stamp.

Please write in the yellow boxes. If you
see a box like this  , please put a tick ü
in the right one.

I have a
  Compliment J 

  Comment

  Complaint L

Have you contacted us about this before?
  Yes        No

If Yes, write your reference 
number here if you have one:
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If you have a complaint, what do you want ASC to do 
to sort it out?

Do the complaints team have your permission to talk 
to other organisations about your complaint?

  Yes        No

You do not have to give us your name and address. 
But we can only help you if you do.

If you leave these boxes empty, we will still use the 
information you have given us to make services 
better.

My name:

My address:

My telephone number:

My email address:

How do you want us to contact you?
  By letter        By telephone         By email

Some other way?

Date:
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