Making a Complaint
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We aim to provide the best possible What is a complaint?
service to all our residents and

customers. There may be times A complaint is when you tell us you are
however’ When you feel that you have Unhappy with the service prOVided. This could
not been treated fairly or we have be a failure to do what we said we would do,

or perhaps you are unhappy with the way you

failed to provide the level of service oo
were treated. Examples of a complaint include:

we promised.

v d feedback hel R The attitude or behaviour of our staff
our comments and feedbac elp us or contractors.

to improve the service and ynd out A The length of time taken to provide the
where things have gone wrong. information or the service you need.
A Our failure to keep you informed of a
decision we made.
A Any kind of discrimination.
A The level of service we provided.

We will always try and resolve your query the
yrst time you report it to us. This could be a
request for a repair, or some information that
you need.

We also have special procedures for
reporting anti-social behaviour and nuisance
from neighbours.

If you are still not happy with our response,
the service we have provided or our efforts
to resolve your query you can ask us to log
a formal complaint. All formal complaints will
be acknowledged and we will respond to you
within 10 working days. We will also provide
you with a leapet explaining our complaints
policy in more detail.

If you would like more information, you can
request a copy of the full complaint leapet by
telephone, e-mail or by visiting your local ofyce.
It is also available for download on our website.



Why should I complain?

We encourage all our residents to give us
feedback, especially if you have suggestions
about how we can improve the service you
receive. We are responsible for letting you
know your rights. Therefore, you should always
make a complaint if you believe you have

good reason to do so. Since we welcome all
comments and complaints, we can assure you
that your rights will not be affected.

How do I complain?

You can complain by phone, e-mail, letter, fax,
or visiting one of our ofyces. Our complaint
leapet also includes a form you can complete
should you wish. We aim to respond to all
formal complaints within 10 working days.

If we need more time to carry out an
investigation or to gather further information,
we will let you know or agree how long it will
take to send you a full response.

How is my complaint handled?
There are 3 stages to our complaint procedure.

A sStage 1 (Local Ofyce response)
The local ofyce responsible for your service
will investigate where necessary
and respond to you.

A Stage 2 (Senior Manageris response)
A senior manager, usually the Head of Service
will review your complaint and respond.

A Stage 3 (Panel Review Hearing)
A complaint panel will include residents and
volunteer board members. If you are still
unhappy with the service and the responses
you have been given, this is an opportunity
for you to discuss the issues further. You do
not need to be present. If you prefer, you can
send someone else along instead.

Independent Housing Ombudsman

A If you are still not satisyed with the response
following a panel hearing, you can ask the
Independent Housing Ombudsman to review
your case.

A The Ombudsman will only consider
complaints once you have gone through
all three stages in this policy. Once their
investigation is complete, they will write
to you directly with their decision. You can
contact them using the following details:

Independent Housing Ombudsman
81 Aldwych

London

WC2B 4HN

Phone: 020 7421 3800
Fax: 020 7831 1942
Lo-call: 0845 7125 973
E-mail: info@housing-ombudsman.org.uk

If you would like help with writing a letter to
us, please contact your local ofyce and we
will be pleased to help you. However, it is not
necessary to write a letter in order to make
a complaint.






