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1. Policy Objectives

The aim of our complaints policy is to:

1. Ensure that complaints are dealt with efficiently and effectively
2. Aim to resolve all complaints at Stage 1
3. Ensure a high quality service and to improve customer satisfaction
4. Learn from feedback in order to improve our services
2, Legislation
Legislation Relevance to Complaints
Localism Act 2011 e Introduced a new system for addressing
complaints creating the role of designated person /
panel.

e ‘Designated tenant panels’ must be recognised by
the landlord and and are made up of tenant
representatives.

Equality Act 2010 e Consideration given to and reasonable
adjustments put in place where needed.
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3. Regulatory Framework

This policy operates within The Regulatory Framework for Social Housing in England
from April 2024.

The main relevant standard is outlined below:
Transparency, Influence and Accountability Standard.
The required outcomes of this standard include:

o Registered Providers must ensure their approach to handling complaints is
simple and accessible.

o Registered Providers must publicise their complaints process and what
tenants can do if they are dissatisfied with the outcome of a complaint or how
a complaint was handled.

¢ Registered Providers must provide tenants with information about the type of
complaints received and how they have learnt from complaints to
continuously improve services.

Housing Ombudsman Complaint Handling Code

Requirements, guidelines and self-assessment for landlords when dealing with
service complaints highlighting:

Accessibility and awareness

Effective and fair responses

Putting things right

Continuous learning and improvements to service delivery.
Promoting positive complaints culture.

4, Fairness

We will ensure that this policy does not discriminate against any complainant on the
grounds of gender, age, ethnic origin, disability, religion or sexual orientation by
monitoring our complaints and responses every year.

We will ensure that where possible we provide information and communication
appropriate to support the diverse needs of our tenants in line with our Equality and
Diversity Policy and Vulnerable Adult Policy.

To ensure openness and transparency the Complaints Policy and Housing
Ombudsman Complaint Handling Code self-assessment will be published on our
website.
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5. Definitions

A complaint is an expression of dissatisfaction, however made, about the standard of
service, actions or lack of action by the landlord , its own staff, or those acting on its
behalf, affecting a resident or group of residents.

For example:

¢ Not receiving satisfactory service from our staff or contractors
e Not acting in accordance with our Policies and Procedures
o Disatisfaction with a decision that has been made.

Details on how to make a complaint and how to contact the Housing Ombudsman
are publicised on the website, tenant leaflets in the office reception, sent out in letters
as needed, displayed on tenant noticeboards and in quarterly tenant newsletters.

6. Making a Complaint

Anyone who is receiving or seeking a service from us may make a complaint.
Tenants who are unable to make a complaint themselves can ask another person to
do so on their behalf. Before we can disclose any information to a representative ,
an Authority to Act form must be completed and signed by the tenant.

Complaints can be made by telephone, in person, electronically by email or in writing
to the Housing Office, or any other communication method preferable to the tenant.

The complaint does not have to be made formally nor use the word complaint for it to
be treated as such. It is therefore important that staff can recognise when a tenant is
dissatisfied and to resolve the issues promptly.

Staff should recognise the difference between a service request and a complaint
about the service they have received and record accordingly. A service request is an
initial request for a service or action, usually made when a tenant may be unhappy
with a situation, they wish to have rectified. A service request can become a
complaint where the service or action is not delivered or delayed. We will continue to
address the service request when a complaint has been made. See Appendix A for
examples

We will not normally consider or escalate complaints regarding a problem that
occurred more than 12 months ago, unless it concerns a safeguarding or health and
safety issue, nor where the issue has been previously considered under the
complaints policy. Each case will be considered and where a complaint has not been
accepted, tenants will be notified with a full explanantion of the reason for refusal,
and information regarding the Housing Ombudsman provided.

We will not consider or escalate complaints where court proceedings relating to any
aspects of the complaint have begun, nor where matters have previously been
considered under the complaints policy.

All complaints will be recorded and where possible dealt with there and then. Where
this is not possible, further enquries are needed to resolve the matter, or at the
tenants request, the complaint will be passed to the person who can best respond to
it and make sure the issues raised are logged and dealt with.
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7. The Complaints Process

All complaints will be acknowledged in writing within 5 working days and we will aim
to complete all investigations in no more than 10 working days of the complaint being
acknowledged.

The complainant will be kept informed of the progress of the investigation and the
action taken to resolve the problem. If the investigation has not been completed,
within the target timescale the complainant will be informed of the delay and the
revised timescale for completing the investigation will be discussed and agreed with
the complainant.

Where tenants raise additional complaints during the investigation, these can be
incorporated within the stage one response if relevant and the stage one response
has not yet been issued. If the response has been issued, or would be delayed
following the additional raised points, the issues will be raised as a new complaint.

If the complainant is not satisfied with the outcome of their complaint, they must
contact us within 20 working days. The complaint will then be investigated at Stage 2
of our complaints process which is usually dealt with by our Chief Executive. If the
Chief Executive has been involved in the investigation of a complaint, the
investigation will be dealt with by one or more of our Board members. We will aim to
complete all stage 2 investigations within 20 working days of the comlaint being
acknowledged, where an extension may be required to respond to the complaint fully,
this will be explained to the tenant and agreed by both parties.

Where a complaint may need to be handled by a third party e.g. Health & Safety
specialist, we will ensure that this is carried within the two stages of the complaints
process.

If the person making the complaint is dissatisfied at any stage of the complaints
process, they will be advised of their right to refer their complaint to the Housing
Ombudsman.

All information including the investigation report and outcome will be kept on file for
the duration of the complainant’s tenancy.

A satisfaction survey will be sent out one month following the response letter to
ascertain tenants views on the complaint process.

8. Abusive and persistent complaints

Complaints must be made in a reasonable manner. We will not accept or escalate a
complaint where the behaviour of the customer has become unreasonable e.g. if they
are being threatening or abusive in any way or where a complainant makes repeated
complaints about the same issue with little or no new information.

We will ensure any reasonable adjustments have been considered when making a
decision to not accept or escalate a complaint, including but not limited to considering
other means of representation.

Please see the Managing Unacceptable Behaviour Policy for further details
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9. Monitoring
We aim to learn from complaints and use this information to improve what we do.
We will monitor timescales for responding to complaints.

Any themes or trends will be assessed by senior management to identify potential
systemic issues, training needs, serious risks or policies and procedures that require
revision.

The Member Responsible for Complaints will receive a detailed quarterly report and
will ensure that the Board receives regular information on the complaint handling
performance including number of complaints, areas of complaints and outcomes.
They will review any identified areas for improvements and support the complaints
process.

The Chief Executive will monitor complaints via a detailed quarterly performance
report.

The Board will monitor complaints performance via a quarterly key performance
indicator report.

A new Complaint Handling Complaint Code self-assessment will be completed
annually and following any significant restructure, merger, changes in procedures or
a request from Housing Ombudsman.
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Appendix 1

Service Request or Complaint flowchart examples from the Housing
Ombudsman

Example 1
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Example 2
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Example 3
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