Your stage three request should be sent to
complaints@slough.gov.uk or to:
Corporate complaints team
Slough Borough Council
St Martins Place
51 Bath Road
Slough
Berkshire
SL1 3UF

Customer feedback
and complaints

If I am still not happy after
stage three, can I take my
complaint further?
Yes, you can contact the Local Government
Ombudsman. The Ombudsman is an
independent person who investigates
many types of complaints about councils
once they have been through all the stages
of the council complaint procedure.
The Ombudsman’s address is:
Local Government and
Social Care Ombudsman
PO Box 4771
Coventry
CV4 0EH
Telephone:
Website:

0300 061 0614
www.lgo.org.uk
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How do I provide feedback
or make a complaint about
Slough Borough Council?
We aim to deliver excellent customer
service. However, sometimes things go
wrong and if they do, we want to know so
we can put them right and learn from any
mistakes.
Please also tell us if you are happy with the
service you have received, or if you wish to
make a comment about a department.
You can do this online by filling in the
compliment/feedback form or email
enquiries@slough.gov.uk.
If you wish to make a complaint, you can
use the online complaint form at
www.slough.gov.uk or email
complaints@slough.gov.uk. Alternatively,
if you prefer, you can visit MyCouncil
Service Centre at Landmark Place, High
Street, Slough or telephone us on
01753 475111. If you wish to write to us,
please use our postal address detailed
under Stage 3.
Putting people first is a priority for Slough
Borough Council, therefore we promise to
deal with your complaint promptly,
courteously and fairly.

Does the complaint procedure
below cover all services?
No, not always. Some services such as
Adult Social Care have a different
complaint procedure. If you are unsure
which procedure to use, please check the
complaint section on our website
www.slough.gov.uk or telephone
MyCouncil on 01753 475111.

Our three stage complaint
procedure
Stage One
Your complaint will be sent to the manager
of the service that you are unhappy about.
You need to give as much detail as possible
as this will help us investigate your
complaint.
You should receive an acknowledgement
within two working days and a reply
within 10 working days.
If you are unhappy with your stage one
reply, you can ask for your complaint to be
considered at stage two by the
department director or head of service.

Stage Two
Your stage two complaint needs to be in
writing, stating which aspects of the
previous reply you are not happy with and
what more you think we should do.
This must be received no later than one
calendar month from the date of the stage
one reply.
You should receive an acknowledgement
within two working days and a reply
within 10 working days.
Stage Three
If you are unhappy with your stage two
reply, you can ask the chief executive to
review your complaint. You need to explain
in writing which aspects of the previous
response you are not happy with and what
more you think we should do.
Your stage three complaint must be
received no later than one calendar month
from the date of the stage two reply.
You should receive an acknowledgement
within two working days and the aim is to
reply within 20 working days.
If we cannot respond fully within that time,
we will contact you, explain why and let
you know when you will receive a full
response.

