
If you are unhappy with how we have dealt with your complaint you 
have the right to use the Salford City Council’s complaints procedure.  
A leaflet is available on request which explains how this works and 
how matters can be referred to the Local Government Ombudsman for 
independent review.

Customer service standards

This document can be provided in large print, audio, electronic and braille 
formats.  Please contact the Equalities Team at Salford City Council on 0161 
793 3536.
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Customer service standards
We aim to provide the best possible service we can to you.  

We are committed to:

Investigating urgent matters immediately by:

Assessing if you have nowhere to stay that night through an •	
interview with our temporary accommodation officers
Finding temporary emergency accommodation where we •	
have a duty to do so
Providing drop-in facilities at Crompton House where you can •	
discuss your housing issues straight away

Providing easy access to our services by:

Providing purpose built reception and interview facilities at •	
Crompton House that meets the requirements of Disability 
Discrimination Act
Offering a housing advice line•	
Offering translation and interpretation services where •	
appropriate.
Offering home visits where appropriate.•	
Visiting a range of different organisations offering housing •	
advice.
Offering internet access to our service.•	
Using plain language – please tell us if we use jargon or •	
language you don’t understand.

Keeping you informed by:

Sending you a letter with summary details of actions taken once •	
your case is closed.

Providing a professional and courteous service by:

Offering a ‘same sex’ advisor to carry out your interview when •	
requested.  
Involving and liaising with any relevant support workers/agencies on •	
your behalf.                       
Ensuring our advisors are trained in housing advice and   
homelessness matters.
Allocating an individual advisor who will be responsible for progressing •	
your case.
Providing interview rooms where you can discuss your case in •	
private.
Referring your case to the best agency to meet your specific needs, •	
where necessary.

Listening to what you say by:

Actively seeking your views through a range of methods including •	
post-interview questionnaires.
Analysing your comments every month and using them to improve •	
our service to you.
Responding to any complaints within 20 working days and trying •	
to put things right if they do go wrong.


