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Gidi thiéu

Tai Hackney Homes, ctling t6i mudn cung cip cho quy vi dich vu t&t

nhat c6 thé. Vi thé diéu rat quan trong ddi vdi ching tdi 13 biét minh
lam c6 t6t khong. Vi chiing toi cung cAp hang trim dich vu cho hang
ngan ngudi, nén s& c¢6 chuyén sai sét xay ra.

Trong trudng hdp d6, chiing toi cAn quy vi cho chiing toi biét dé
chiing tdi c6 thé diéu tra va sira chifa, hoic quy vi c6 thé dé nghi ciach
cai thién. Chiing tdi mudn hoc tir 16i 1am d€ chiing toi c6 thé cung cip
mot dich vu con t6t hon trong tuong lai.

Chung t61 thudng xuyén xem x€t nhitng linh vuc ma chiing tdéi nhan
dugc nhiéu khi€u nai va trao d8i v6i khach hang cia minh vé cach
chiing tdi c6 thé thay d6i cdch thifc phan phdi dich vu ctia minh.

Tai liéu nay gidi thich cach khen nggi mot ngudi vi cong viéc ti€n
hanh t6t va cdch tot nhat d€ thong bdo cho chiing tdi biét vé mot van
dé nao do.



Cam k&t cia ching toi

Chiing t6i nhim d&€n muc tiéu mang lai dich vu khdch hang xuit sic
bing cdch dit khdach hang ctia minh vao trong tAm clia moi cong viéc
minh ti€n hanh va bing cdch ddp tng cdc nhu cau da dang clia ho.
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Cac tiéu chuan dich vu cua ching toi...

« Chiing toi s& hdi ddp tat cd khi€u nai trong vong t6i da 15 ngay lam
viéc.

N

Quy vi c6 th€ mong chd gi & chiing toi

Chiing 01 sé€:

 Can nhic nghiém tic khi€u nai clia quy vi

« Diéu tra ddy dd, nhanh chéng va cdng bing don khi€u nai cla quy
vi

« Cung cip cho quy vi tén va s6 dién thoai clia vién chifc s& giai
quy&t khi€u nai clia quy vi

+ Cho quy vi bi€t thdi gian ti€n hanh diéu tra

+ Bdo mat bat ky thong tin ndo quy vi cung cAp cho chiing toi

* Xin 18i n€u ching t6i 1am sai va thdong bao cho quy vi bi€t chiing
t6i s& lam gi d€ stra sai.
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Trang 2-3

Ciach khiéu nai hoic gii 10i khen

C6 nhiéu cach quy vi c¢6 thé lién hé véi ching t6i d€ khi€u nai hoic
cho biét chiing t6i da lam t6t viéc gi.

* Quy vi c6 thé sit dung miu don nay va bao thu kem theo tai liéu

* Quy vi c6 thé trao d8i véi mdt nhan vién tai Vin Phong Khu Phd
tai dia phuong clia minh

* Quy vi c6 thé goi dién cho chiing tdi qua s& 020 8356 5022 néu quy
vi cAn trg gitp vé cach dién miu don nay

* Quy vi c6 thé fax cho ching t6i qua sd 020 8356 5091

* Quy vi c6 thé gti thu dién ti d€n
housing.complaints @hackneyhomes.org.uk

* Quy vi c6 thé dién mau don khi€u nai truc tuyén tai
www.hackneyhomes.org. uk

« Né&u quy vi gap khé khin vé thinh gidc, quy vi ¢6 thé goi dién thoai
s6 minicom ctia chiing t6i 020 8356 2813 hozic 18001 02083 565022
dé st dung dich vu Typetalk

* Quy vi c6 thé gt thu dén:
Complaints Team
Hackney Homes
136-142 Lower Clapton Road
London, E5 0QD

Quy vi ciing c6 thé yéu cdu sy trg gitip cia Hoi Pong Vién tai dia
phuong quy vi, mgt co quan tinh nguyén hoac mét ngudi ban hay
than nhan. Quy vi c6 thé 18y danh sich tén cac Hoi Pong Vién
va thoi gian ti€p dan tir tdng dai cia Hoi Pong s& 020 8356 3000
hoic tir trang web ciia Hoi Pong www.hackney.gov.uk



Tha Tuc Khi€u Nai 3 Buéce

Budc 1

DPon khi€u nai clia quy vi s& dugc diéu tra theo khu vyc dich vu dugc
x4c dinh phit hgp nhit d€ gidi quyé&t van dé.

Chiing t6i s& gt thu thong bdo cho quy vi bi€t ching to6i dd nhan
dugc don khi€u nai cta quy vi trong vong 3 ngay lam viéc. Ching toi
s& thong bdo cho quy vi bi€t ai s& 1a ngudi gidi quyé&t don khi€u nai
clia quy vi va ngay quy vi c6 thé nhan dudc hdi dap.

Chiing t6i ¢ ging cung cAp phan hdi day dii cho quy vi trong vong 15
ngay. N&u c6 bat ky ly do nao khi€n viéc nay la khong thé chiing toi
s& lién hé vé6i quy vi va thong bdo cho quy vi ngay c6 phdn hdi méi
cla chiing toi.

Budc 2

Néu quy vi khong hai 1ong véi két qua & Budc 1, quy vi c6 thé di xa
hon. G Budc 2 don khi€u nai cia quy vi sé dugc Vién Chitc Chinh
Phu Tréch Khi€u Nai thugc Nhém Phu Trach Khi€u Nai Nha O ctia
Hackney Homes diéu tra. Chiing toi s& dua chi ti€t vé cdch thuc hién
viéc nay trong phan hoi & Budc 1.

Chiing t6i s& gt thu thong bdo cho quy vi bi€t ching to6i dd nhan
dugc don khi€u nai cta quy vi trong vong 3 ngay lam viéc. Ching toi
s& thong bdo cho quy vi bi€t ai s& 1a ngudi gidi quyé&t don khi€u nai
clia quy vi va ngay quy vi c6 thé nhian dudc hdi dap.

Chiing t6i ¢ ging cung cAp phan hdi day dii cho quy vi trong vong 15
ngay. N&u c6 bat ky ly do nao khi€n viéc nay la khong thé chiing toi
s& lién hé vé6i quy vi va thong bdo cho quy vi ngay c6 phdn hdi méi
cla chiing toi.
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Budc 3

Né&u quy vi vin khong hai 1ong sau cudc diéu tra & Giai Poan 2 quy
vi c6 thé yéu ciu don khi€u nai clia minh dugc xem xét bdi Nhém
Phy Trich Tiéu Chudn va Khi€u Nai thuoc Dich Vu Khach Hang
& Cong Ty tai Hoi Pong Hackney, 12 nhém sé& ti€n hanh mot cudc
phdéng van doc 1ap Ching tdi sé dua chi ti€t vé cich thuc hién viéc
nay trong phdn hdi & Buéc 2.

Ho sé& thong bdo vé viéc nhan dugc don khi€u nai cla quy vi trong
vong 3 ngay lam viéc.

Ho sé& thdng bdo cho quy vi biét ai s& 12 ngudi gidi quyét don khi€u
nai cia quy vi va ngay quy vi c¢6 thé nhan dugc hdi dap. Ho cd ging
cung cAp phan hdi ddy di cho quy vi trong vong 20 ngay lam viéc.

C6 vai pham vi dich vu c6 thé nim ngoai trach nhiém vé Chinh Sach
Khi€u Nai cia chiing t6i. Nhitng pham vi nay gdm c6 tranh chap vé
dau xe, khang nghi 4p dung quy hoach, khang nghi vé Phiic Lgi Nha
0 va cdc van dé Thi€u Tinh Phdp Ly.

Ngoai ra mot sé6 khu vyc dich vu cé thé di¢u hanh cac dich vu
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trong tai hodc hoa giai cia riéng minh ma ¢6 thé c¢6 quan hé dén
mot phan cua Thi Tuc Khié€u Nai.



Nhan vién thanh tra

Thanh Tra ctia Chinh Quyén Dia Phuong 13 mot dich vu qudc gia ddc
1ap c6 nhiém vu diéu tra don khi€u nai vé Hoi Pdng va cdc cong ty
nhu Hackney Homes. Quy vi ¢6 thé khi€u nai d&€n nhin vién thanh tra
vao bat ky lic nao. Tuy nhién, don khi€u nai ctia quy vi c6 thé dugc
chuyén lai cho chiing t6i néu né chua qua thii tuc khi€u nai ctia chiing
to1.

Quy vi c6 thé lién hé Thanh Tra ctia Chinh Phii Pia Phuong tai:

Local Government Ombudsman
PO Box 4771

Coventry

CV4 OEH

DT: 0845 602 1983

Fax: 024 7682 0001

Thu dién ti: advice @lgo.org.uk
Trang web: www.lgo.org.uk
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Céc Vin Phong Nha O Khu Phé § dia phuong ciia quy vi

Homerton Neighbourhood Office (Vin Phong Khu Phd Homerton)
92 Well Street, London, E9 7JA
Tel: 020 8356 7800

Queensbridge and De Beauvoir Neighbourhood Office
(Vin Phong Khu Phd Queensbridge va De Beauvoir)
31 De Beauvoir Road, London, N1 5SJ

Tel: 020 8356 6600

North East Neighbourhood Office (Vin Phong Khu Phd North East)
Clock House, 149 Stamford Hill,

London, N16 5LG

Tel: 020 8356 6500

North West Neighbourhood Office (Vin Phong Khu Ph& North West)
Stoke Newington Municipal Building

Stoke Newington Church Street

London, N16 OJR

Tel: 020 8356 6100

Shoreditch Neighbourhood Office (Vin Phong Khu Phd Shoreditch)
1 Cropley Street, Bletchley Court

London, N1 7PT

DT: 020 8356 6705



Cac Vin Phong Quan Ly Nguoi Thué Nha

Arden TMO

16A Malcolm House,
Arden Estate
Shoreditch

London N1 6PN

bT: 020 7739 7075

Clapton Park TMO
The Housing Office
4A Gilpin Square
London E5 OHL
bT: 020 8356 6300

Cranston South Estate TMO
13 Daniell House

Cranston Estate

London N1 5SEH

DPT: 020 7684 6873

Downs Estate TMO
5 Kingsdown House
Ambhurst Road
London E8 2AS
DbT: 020 7923 9053

Lordship South TMO
14 Lordship Grove
London N16 OQA
bT: 020 8211 8363
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Suffolk Estate TMO
The Housing Office
Welshpool Street
London E8 4PF

bT: 020 7923 3774

Tower TMO

Grange Court

355 Queensbridge Rd
London E8 3JB

bT: 020 7254 8314

Wenlock Barn TMO
Wenlock Barn
Shoreditch

London, N17NX
PbT: 0207 253 2371

Wick Village TMO
Anchor House

25 Meadow Close
Wick Village
London E9 5NZ
PT: 020 8533 4311

Wyke Estate TMO
Estate Office

10 Wick Road
London E9 5AZ
DbT: 020 8533 6077

Quy vi ciing c6 thé truy cap thong tin qua trang web clia chiing tdi tai
www.hackneyhomes.org.uk
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This leaflet provides you with information about how to make a compliment or complaint about a Hackney
Homes service. If you would like a translation of this document please call the Housing Contact Centre on
020 8356 3691 or tick the appropriate box and return this form to the freepost address below.

Bengali O
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Somali O

Wargaddani waxay ku siineysaa macluumaad ku saabsan sida
loo sameeyo cabashooyinka ama cabashada la xiriirto
adeegyada Hackney Homes. haddii aad jeclaan Iah?d
dokumeentigan oo tarjuman fadlan ka wac Xarunta Xiriirka

Ce feuillet vous donne des informations sur la fagon de faire un
compliment ou une réclamation & propos des services de Hackney
Homes. Si vous désirez avoir la fraduction de ce document appelez le
Centre de contact Logements (Housing Contact Centre) au

020 8356 3691 ou bien cochez la case appropriée et renvoyez le
coupon a l'adresse port payé ci-dessous.

T s f%? et % Foi7ma B ¢S (w1 Tozas =feica Guriyeynta (Housing Contact Centre) halkan 020 8356 3691
%%ﬂm e eTE A ama sax godka ku haboon kuna soo dir foomka cinwaanka

) a2 TS ! hoose ee boostada bilaashka ah.

French O Spanish O

Este folleto le proporeciona informacién sobre coma realizar un
cumplido o una queja sobre el servicio de Hackney Homes. Si
desea una traduccion de este documento, llame al Centra de
Contacto de Vivienda (Housing Contact Centre) al 020 3691
8356 o marque un tick en la casilla apropiada y reenvienoslo por
freepost a la direccion que aparece abajo.

Kurdish O

Ev belavok li ser ku hun ¢awa dikanin li ser xizmeteke Hackney
Homes gillyeki bikin an ji pesineké bidin agahiyé dide. Heke hun
wergera vé nivisé ya bi zimané xwe dixwazin, ji kerema xwe
telefon bikin bo Navenda Tékiltyén Xani i 020 8356 3691 an i
quiika minasib igaret bikin (i vé formé ji navnigana posta bépere
ya jérin re biginin.

Turkish O

Bu brogiir, bir Hackney Homes hizmeti hakkinda nasil gikayet
veya ovglide buluncaginiz hakkinda bilgi vermektedir. Bu
dékimanin tercimesini istiyorsaniz, litfen 020 8356 3681
numaralr telefondan Konut Isleri lliski Merkez!'yle iligki kurun ya
da uygun kutuyu isaretieyerek, bu formu asadidaki licretsiz posta
adresine génderin.

Polish O

Ta broszura omawia, w jaki sposob mozna zlozy¢ zazalenie na
ushugi organizacji Hackney Homes |ub jak wyrazi¢ showa uznania
dla jej dziatan. Aby otrzymaté tumaczenie broszury na jezyk
polski prosimy zadzwonic¢ na infolinie Housing Contact Centre
pod numer 020 8356 3691 lub zaznaczyé odpowiednie pole i
odestat ten formularz bezplatnie na adres podany ponizej.

Vietnamese O

T& roi ndy cung cfip cho quy vi nhitng thong tin vé
cdch thitc tan thanh hay phin nan vé mét dich vy
Hackney Homes. Néu quy vi mudn mt bin dich clia
tai liéu nay xin hay goi tdi Trung tim Lién lac Nha &
(Housing Contact Centre) s6 020 8356 3691 hodc
ddnh diu vao 6 thich hgp va gii lai miu nay theo
dia chi mién phi dudi div.

Urdu O
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& [Housing Contact Centre] & = alul; (&5 calil U e

G s e L€ S 020 8356 3691
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Chinese O

ACE R S AT R SEFE 1 UL (Hackney
Homes) HIRES 2~ ¥R el - 204 M08 B =2
PFEVEES - GEEEFTTHAE020 8356 369145 (E B
[:(Housing Contact Centre) » s /EAHMEY J7 #E A
T » BRI REETE FIREE R ©

If you would like this document in any of the following formats or in another language not
listed above, please complete and send the form to the address below.

O

In large print

In Braille

O
O

On Disk O On audio tape
In another language, please state: |:|
Name:

Address:

Tel:

Return to: Communications (Compliments and Complaints), FREEPOST RLTS-GHGU-UUTR,
Hackney Homes, Christopher Addison House, 72 Wilton Way, London E8 1BJ
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