MANNINGHAM HOUSING ASSOCIATION
COMPLAINTS POLICY FOR SERVICE USERS

1.0
Statement of Purpose

Manningham Housing Association aims to achieve complete customer satisfaction in every aspect of service. Where we fail to achieve this, we are happy to consider every complaint objectively and thoroughly in order to ensure continuous improvement, as well as to comply with any statutory requirements. We will identify any possible remedial action to prevent a re-occurrence of the complaints that we deal with. 

A member of the housing staff is designated as the Association’s Complaints Officer. The name of the staff will be given to customers if required. The staff will act as the Association’s “complaints champion” to ensure that all complaints are dealt with using a “one stop” approach in order to minimise delays in responding to complaints. The Association’s switchboard number will be used as the direct telephone number for complaints. The number is (01274) 771144. The fax number is 01274 401807. The Complaints Officer can be contacted by e-mail: complaints@manninghamha.co.uk.

We welcome both formal and informal complaints, including anonymous complaints, in the following categories:

1.1 Complaints from tenants/applicants on matters relating to repairs/lettings/allocations/rents & service charges/gardening services/etc.

(Please note that tenants with complaints against their neighbour must contact their Housing Officer. Neigbour complaints and disputes are handled by our Housing Officers.)

1.2  
Complaints from individuals who are unhappy with :

i. any services provided by the association;

ii. the way requests for information have been handled;

iii. the way staff or other representatives have conducted themselves;

iv. the way housing applications have been handled.

2.0 Definition of Complaint

A complaint is any fault in our service that customers feel sufficiently unhappy about and wish to bring to our attention so that we can improve the service, put things right or compensate them for any inconvenience or loss arising from the fault, where required.  

3.0
INFORMAL COMPLAINTS

We will treat a complaint as informal if the complainant states that this is the way they want us to consider their complaint. An informal complaint, in our view, is any complaint about our service or staff that does not allege any serious fault on the part of our staff or a serious failure in our service delivery. Informal complaints can be received by any officer of the Association verbally and in writing.

We will deal with informal verbal complaints on the spot, where applicable. We will deal with informal written complaints by post, or over the telephone, if the complainant includes their telephone number. Staff will make a note of the complaint on our files using our Informal Complaints Form. Any action that needs to be taken will be identified. We will acknowledge the complaint within five working days of its receipt and advise the complainant of the steps we will take to rectify the situation, if applicable. 

We aim to resolve all informal complaints within seven working days, following acknowledgement. In all cases, it is the Association’s Complaints Officer, or the staff covering in her absence that will acknowledge the complaint and follow up any required remedial action within the Association.
4.0
FORMAL COMPLAINTS

We will treat a complaint as formal if the complainant states that this is the way they want us to consider their complaint. A formal complaint, in our view, is any complaint about our service or staff that is serious. Such a complaint alleges a serious fault on the part of our staff or a serious failure in our service delivery. Formal complaints can be made verbally or in writing.

Staff will make a note of the complaint on our files using our Formal Complaints Form. Any action that needs to be taken will be identified. We will acknowledge the complaint within seven working days of its receipt and advise the complainant of the steps we will take to rectify the situation, if applicable. 

We aim to resolve all formal complaints within twenty-one working days, following acknowledgement. In all cases, it is the Association’s Complaints Officer, or the staff covering in their absence that will acknowledge the complaint and follow up any required remedial action within the Association.

5.0
ANONYMOUS COMPLAINTS

We will deal with anonymous complaints according to the subject matter of such complaints. A section on anonymous complaints is included in our procedures.

6.0
COMPENSATION
In some instances, we may be required to compensate complainants for service failure. We will take legal advice, if applicable, and follow the requirements of the Housing Corporation in dealing with any compensation claim.

7.0 
LEARNING FROM COMPLAINTS
We will ensure that we use the outcome of resolving complaints to further improve our service delivery. A specific section of our Complaints Procedure requires staff to identify outcomes that the Association can use to further improve service delivery. 

8.0
APPEALS

If a complainant is not satisfied with the resolution of their complaint, they can appeal in writing within fourteen working days of receiving the Association’s letter notifying them of the outcome of their complaint. They should send their appeal to the Complaints Officer. The following appeal stages will apply:

STAGE 1

The Complaints Officer will complete our Stage 1 Appeals Form and pass the Appeal letter to the service Director. The Complaints Officer will acknowledge receipt of the appeal letter within seven working days. The service Director will re-examine the case and provide a report within twenty-one working days. If the service Director had been previously involved in the initial investigation, then the service Director must pass the case to another service Director for investigation of the appeal. Again a report will be provided within twenty-one working days of receiving the appeal letter. The Complaints Officer will notify the complainant of the outcome of this fresh investigation.

STAGE 2

If the Complainant is not satisfied, then an appeal in writing must be lodged within fourteen working days of receiving the Association’s letter notifying them of the outcome of their first appeal. They should send their second appeal to the Complaints Officer.

The Complaints Officer will complete our Stage 2 Appeals Form and pass the Appeal letter to the Chief Executive. The Complaints Officer will acknowledge receipt of the appeal letter within seven working days. The Chief Executive will re-examine the case and provide a report within twenty-one working days. If the Chief Executive had been previously involved in any part of the matter in hand, then the Chief Executive must pass the case to the Vice Chair of the Association’s Board for investigation of the second appeal. Again a report will be provided within twenty-one working days of receiving the appeal letter. The Complaints Officer will notify the complainant of the outcome of this fresh investigation.

STAGE 3

If the Complainant is not satisfied, then an appeal in writing must be lodged within fourteen working days of receiving the Association’s letter notifying them of the outcome of their second appeal. They should send their third appeal to the Complaints Officer.

The Complaints Officer will complete our Stage 3 Appeals Form and pass the Appeal letter to the Chair of the Association’s Board. The Complaints Officer will acknowledge receipt of the appeal letter within seven working days. The Chair will re-examine the case and provide a report within twenty-one working days. If the Chair had been involved in any part of the matter in hand, then the Chair must pass the case to another Board member for investigation of the third appeal. Again a report will be provided within twenty-one working days of receiving the appeal letter. The Complaints Officer will notify the complainant of the outcome of this fresh investigation.

9.0
TENANTS’ RIGHT TO COUNTY COURT

Tenants have a right to lodge complaints of discrimination in the County Court on grounds of race or gender, protection under the Harassment Act 1997 and other applicable anti-discrimination legislation. 

10.0
RESPONSIBILITY

The person responsible for the implementation, monitoring and review of this policy is the Director of Housing.

The Lead Person in the implementation of the policy is the Complaints Officer. 

11.0
MONITORING
The Director of Housing will ensure that there are mechanisms in place for the monitoring of this policy.

The Director of Housing will report quarterly to the Board on matters relating to this policy.

12.0
REVIEW
The policy will be reviewed bi-annually. However, earlier reviews may be carried out in response to new legislation or audit requirements. 
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