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The purpose of this leaflet is to explain how you 
can make compliments, complaints, comments & 
suggestions about services provided by MASCOT 
Telecare & Community Support Services. We  
welcome your comments, both critical and  
complimentary, as they let us know when we get it 
right and where there is room for improvement.

Letters of Appreciation
If you are happy with the service you receive from 
MASCOT Telecare or there was an area of work, 
which you felt was particularly excellent, please let 
us know. Letters to the MASCOT Business Support 
Manager, Linda Brackley are very much appreciated 
and encourage us to build on what we do well.

Suggestions
If you have any suggestions for making changes or 
improvements to the way we provide our service, 
please tell any member of MASCOT Telecare staff.

Complaints
We do try to get it right first time, but sometimes 
we may not meet your expectations of our service 
as set out in our Customer Charter. If you have not 
been satisfied with any aspect of the MASCOT  
Telecare service, please let us know. You may, in 
the first instance, speak to any of our Mobile  
Response Officers, admin staff or managers, either 
in person or by telephone. We will try to resolve 
your complaint straight away. In any event, we will 
treat your complaint as an opportunity to improve 
our service.

You may wish to telephone or write to The MASCOT 
Business Support Manager, whose phone number 
is 020 8274 5940 and whose email address is: 
linda.brackley@merton.gov.uk.

You may also write to the address on the back  
of this leaflet. You will receive a reply within 5 
days. We will let you know what action is to  
be taken.

We will aim to resolve your complaint within 15 days.

If you are unhappy with the responses from MASCOT 
Telecare staff, you may refer your complaint to:

The Director of Community & Housing 

8th Floor 

Civic Centre 

Morden 

Surrey SM4 5DX 

who will arrange for an investigation and response 
to your complaint. 

Further Help
At this stage, should your complaint remain  
unresolved, or if you feel you need further help, 
you could contact the following:

•	Merton’s Chief Executive (Civic Centre)

•	Your local Councillor, contactable at the  
	 Members Room, Civic Centre, or

•	The Local Government Ombudsman

	 21 Queen Anne’s Gate  

	 London  

	 SW1 9BI

The Complaints Officer at Merton Civic Centre  
can advise you about any of the above courses of 
action on: 020 8545 3509.

The MASCOT Telecare Focus Group meets  
regularly and is a forum where MASCOT Telecare’s 
corporate customers and individual members get 
together with MASCOT Telecare staff and other 
professionals to focus upon current issues concerning 
MASCOT’s provision of service.

For instance, items concerning customer care 
and security are put before the group and good 
practice standards are analysed. We will report any 
dips in service and show what improvements have 
been made by learning from our mistakes. All sorts 
of relevant issues may be discussed and anyone is 
welcome to put an item on the agenda. The 
formal part of the meeting lasts for a couple 
of hours starting at 11am on weekdays. 
This is followed by a buffet lunch where 
the chat is less formal but nevertheless 
valuable. The venue for the meeting may 
change each time, with particular  
emphasis placed upon access, so that 
less mobile members may attend.

Front-line members of our service are always welcome 
to attend and transport will be laid on if needed.

A big thank you to those of our members who 
have already taken the trouble to attend and have 
contributed to the meeting.

“We promise to respond to the 
needs of our members promptly 
and efficiently. We will treat you 
fairly, getting to know your needs 
and preferences. We will support 
you in emergency situations in 
the home by putting you first, 
twenty four hours a day.”

Purpose of this Leaflet 

Putting people first with Telecare solutions

MASCOT Telecare Focus Group		    OUR Pledge:		    

The MASCOT Management Team (left to right): 
Suzette Simon, Linda Brackley & Susan Baker.


