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CHISLEHURST & SIDCUP HOUSING ASSOCIATION-

COMPLAINTS, COMPLIMENTS AND QUERIES POLICY AND PROCEDURE 

1.0 POLICY OBJECTIVE

1.1
The purpose of this policy is to resolve the complaints and queries of Tenants and other service users to their satisfaction and in an appropriate manner and time-scale. We should also acknowledge compliments for a job done well and share good practice within the organisation. Similarly, with any queries of dissatisfaction about a service, or suggestion, we must use this information to improve our standards of service delivery. 

1.2      We believe that complaints are an important measure of the services we provide, we view them as positive measures to make improvements to services and staff performance wherever possible. We treat all complaints seriously, however they are reported to us, and will always try to resolve complaints in the first instance. A summary of how to make a complaint, register a compliment or raise a query is issued to all Tenants as part of the sign up process. Guidance is also issued in the Tenants’ Handbook. 
1.3      It is essential that our complaints and compliments processes are accessible and transparent. A summary of how to make a complaint is available on Notice Boards at each Sheltered Housing Scheme, with full copies available in sheltered tenant policy and procedure folders and on the Association’s website. The complaints process is discussed as part of the support planning process for sheltered housing tenants. The Chief Executive and Housing Services Manager also meet with tenants at each sheltered scheme quarterly; at these meetings, tenants have the opportunity to give feedback without their Sheltered Housing Manager present, and also to raise concerns in private. 
2.0
PURPOSE

2.1
The Policy and Procedure is intended to provide a means for:-
· Resolving situations where Tenants/service users are dissatisfied with our services, our staff or agents or our procedures (complaint).

· Using positive feedback from Tenants/service users to inform the development of services and procedures (compliments).

· Looking at aspects of the services and identifying necessary action, which may involve providing information to Tenants or service users or making changes to services/procedures (query). 
3.0 REGULATORY GUIDANCE
3.1
The Association is a registered member of the Housing Ombudsman Scheme (HOS) and carries out annual self-assessments to ensure it complies with the Complaint Handling Code; this specifies what landlords must and should do in handling complaints. Self-assessment will also be carried out annually or following a significant restructure and/or change in procedures.
3.2
The Association will consider its duties under the Equality Act 2010. It will anticipate the needs and reasonable adjustments of Tenants who may need to access the complaints process by offering an appropriate range of ways for Tenants to express a complaint.  It will set out clear service standards for responding to complaints, including complaints about performance against the standards, and details of what to do if they are unhappy with the outcome of a complaint. The Association will keep and actively review a record of reasonable adjustments agreed, as well as a record of any disabilities a Tenant has disclosed during the complaints process. 
3.3
The Association will publish information via its newsletter and annual report about the number of complaints each year, their nature and the outcome of such complaints. The Association will also accept complaints made by advocates or representatives, authorised to act on a Tenant’s behalf; examples of advocates or representatives are social worker, support worker, an employee of a care agency, next of kin or a friend, providing written authority has been received. Under the Localism Act 2011, a Designated Person such as an MP or local councillor can also make a complaint on behalf of housing association tenants. Tenants may be represented or accompanied at any meeting with the Association, where reasonable. Reasonable adjustments will be taken in line with the Association’s Reasonable Adjustments Policy. 
3.4    
Complainants can contact the Housing Ombudsman service if:

· They are having issues accessing their landlord’s complaints process.

· They have complained to their landlord and the landlord has not responded in line with its complaints policy.

· They are dissatisfied at the end of the landlord’s complaints process.
3.5
If a complaint is brought to the HOS, the Association will co-operate fully and comply with any findings or recommendations made by the HOS. 
4.0
WHO IS THE COMPLAINTS PROCEDURE FOR

4.1
The complaints procedure relates to all departments within Chislehurst & Sidcup Housing Association, and all aspects of Chislehurst & Sidcup Housing Association’s business, and may be received by any member of staff.

4.2
The complaints procedure is for anyone receiving a service from Chislehurst & Sidcup Housing Association and or people acting on behalf of Tenants i.e. an authorised advocate.
4.3
The complaints procedure does not cover the following:-

· Matters already being dealt with by the Housing Ombudsman Service.

· Matters that have already been considered under the complaints policy.

· Liability or personal injury claims.

· Where legal action has begun, we will continue to manage through the complaints process, until confirmation of legal action has been received. An example is when a Claim Form and Particulars of Claim have been filed at court.
· Complaints from one Tenant about another. The Tenant should contact their Sheltered Housing Manager in the first instance for advice on neighbour disputes.
· Issues regarding antisocial behaviour (ASB). The Association will manage complaints about the handling of an ASB process.

· Any issue giving rise to the complaints which occurred over 12 months ago, but discretion may be applied to accept complaints made outside this time limit where there are good reasons to do so, e.g. issues ongoing related to the complaint e.g. ASB or health and safety; or and MP or Ombudsman have asked us to review the complaint; or the Tenant was unable to reply due to illness or hospitalisation; or the Tenant has only recently become aware of the situation.

4.4
The Association will not operate a blanket approach to excluding complaints; they must consider the individual circumstances of each complaint.

4.5
Complaints or queries received from persons who are not the Association’s Tenants will be logged by the Complaints Officer, who within the Association is the Business Support Manager and will be investigated appropriately dependent on site, by the Complaints Officer.
4.6
Where a complaint petition is received by the Association it will be logged by the Complaints Officer and investigated. Petitions addressed directly to the Chief Executive or the Board will be handled by the Complaints Officer; this is to ensure impartiality should the need arise to escalate the complaint. A petition is not considered a request.
4.7
Any complaint that relates to a member of staff will be logged by the Complaints Officer and investigated, with assistance from the relevant Line Manager if necessary.

4.8
In the event that the complaint is regarding the Complaints Officer, the complaint will be investigated by the relevant Line Manager. 
4.9
When a complaint is acknowledged, the Association must will clarify which aspects of the complaint they are, and are not, responsible for and clarify any areas where this is not clear.
4.10 
The Association can exercise discretion in how it responds to a complaint; should discretion be exercised it will be done so appropriately and a clear explanation will be given. Discretion may be necessary if the process would directly affect the health and wellbeing of a person being complained about, of if it would have a detrimental and/or damaging effect to a service being provided.
4.11
The Association is committed to ensuring that all Tenants can exercise their right to make a complaint; as such, it is important to emphasise that non-malicious complaints will affect neither the security and terms of a tenancy or license agreement, nor will they adversely affect our professional relationship with tenants. 
4.12
Complaints from, or relating to contractors employed by the Association will be handled in accordance with the signed contract.

5.0
WHAT IS A COMPLAINT

5.1
A complaint is defined under this procedure, by the Housing Ombudsman Service, as an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual Tenant or group of Tenants.  

6.0
IDENTIFYING COMPLAINTS

6.1
A complaint will generally be identified as such at the time the Tenant registers a complaint. However, in the event of a Tenant asking a question or making a comment on the services in the form of a query or compliment, subsequent action may result in the need to treat the query or compliment as a complaint, in which the procedure should be followed as laid down in this document. A Tenant does not have to use the word “complaint” for it to be treated as such. Whenever a tenant expresses dissatisfaction landlords must give them the choice to make complaint. A complaint that is submitted via a third party or representative must be handled in line with the landlord’s complaints policy. A complaint that is submitted via a third party or representative must still be handled in line with the Association’s complaints policy.
6.2
A complaint is not a request to mend a dripping tap, or to resolve a neighbour dispute. Initial requests to put something right will be considered a service request. 
6.3     Complaints may be submitted in a variety of ways, including but not limited to, verbally, by email, in writing or via social media. Confidentiality and privacy will be maintained when a complaint is received by whatever means. Should a complaint be received via an open platform, responses will be given via a private message.

6.4     In accordance with paragraph 15 of the Association’s Lettings Policy, should a housing applicant have their application rejected, they have the right to appeal. Such an appeal will be handled in accordance with stage 1 of the complaint process.

6.5
If a complaint is not accepted, a detailed explanation will be provided to the Tenant setting out the reasons why the matter is not suitable for the complaints process and the right to take that decision to the Housing Ombudsman. If the Ombudsman does not agree that the exclusion has been fairly applied, the Ombudsman may instruct the Association to take on the complaint.
7.0
SERVICE REQUESTS

7.1
A service request is a request from a Tenant to the Association (as the landlord) requiring action to be taken to put something right. Service requests are recorded, monitored and reviewed regularly. An example of a service request is that a Tenant reports to the Association that a contractor has not arrived at the agreed time. 
7.2
A complaint should be raised if a Tenant raises dissatisfaction with the response to their service request, even if the handling of the service request remains ongoing, e.g. if the example at 7.1 cannot be resolved beyond a brief call to the contractor. Efforts to address the service request will continue if the Tenant complains.
8.0
SURVEY FEEDBACK

8.1
Survey feedback may not necessarily need to be treated as a complaint, however surveys sent to the Association’s Tenants and wider requests for feedback will contain information of how dissatisfaction may be pursued as a complaint if the Tenant wishes to.
9.0
FORMAL PROCEDURE FOR MAKING A COMPLAINT OR QUERY 
9.1
STAGE 1
9.1.1
If the complaint is about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual Tenant or group of Tenants, it will be handled at stage 1.  A complaint may also be made at stage 1 to initially challenge or appeal decisions, e.g. outcomes of the lettings process or internal transfers. 
9.1.2
The Complaints Officer, who is the Business Support Manager, will acknowledge the complaint in writing, log this and send a copy of this document usually within 5 working days of the complaint being received; the acknowledgement letter will inform the complainant that they will receive a reply usually within 10 working days. A copy of the letter will be kept on file. The Complaints Officer will conduct the investigation.   The Association usually has 10 working days to investigate the complaint and review any previous actions.
9.1.3
Exceptionally, there may be a need to extend the response timescale by a further 10 working days with good reason. Any extension beyond 20 working days to enable a full response requires agreement by both parties. If an agreement cannot be reached, the details of the Housing Ombudsman Service will be provided to the Complainant.
9.1.4
The Complaints Officer will review the information supplied and respond to the complainant advising them of the outcome of their complaint, as soon as the answer to the complaint is known, not when any outstanding actions required to address the issue are completed. Outstanding actions will be tracked and actioned expeditiously with regular updates provided to the Tenant.
9.1.5
A copy of the complaint/query and other relevant documents should be placed on the Tenant’s file and a copy retained on the Complaints File.  

9.1.6
Where the Complainant raises additional complaints during the investigation, these will be incorporated into the Stage 1 response if they are relevant and the Stage 1 response has not been issued. Where the Stage 1 response has been issued, or it would unreasonably delay the response, the complaint will be be logged as a new complaint. 

10.2
STAGE 2
10.2.1
If the complainant is unhappy with the outcome of the complaint dealt with at Stage 1 they can escalate their complaint within 20 working days where it will be considered by the Complaints Panel. A request to escalate the complaint may be declined if it does not comply, as per paragraph 4.3, and reasons for not escalating will be clearly communicated in writing to the complainant, as well as the Tenant’s right to approach the Ombudsman. This will be an opportunity for the complainant to have the action to date reviewed and for earlier decisions to be modified where appropriate. The panel’s role is to consider and resolve individual complaints where a satisfactory outcome was not achieved at the first stage. A complaint must only be escalated to Stage 2 once it has completed Stage 1 and at the request of the Tenant.
10.2.2
The Complaints Panel will consist of three members, comprising the following:-

· One member of the Senior Management Team.
· Two Board Members; one of which will be a Tenant and the other a non-Tenant. However, should the Tenant Board Member be unavailable an additional non-Tenant Board Member will be required to attend.
10.2.3
The panel will not contain any person who investigated the complaint at Stage 1.

10.2.4
To ensure impartiality, Complaint Panel members will confirm if they know the complainant.
10.2.5
The Complaints Officer will acknowledge the complaint in writing usually within 5 working days.
10.2.6
The Complaints Panel will then require a report from the relevant investigating officer on the progress of the complaint up to date and the background to any actions taken. Where appropriate the Complaints Panel may call a meeting with those involved.

10.2.7
The Chair of the Complaints Panel will then respond to the complainant advising them of the outcome of their complaint. This will usually be within 20 working days of the Stage 2 complaint being acknowledged and as soon as the answer to the complaint is known, not when any outstanding actions required to address the issue are completed. Outstanding actions will be tracked and actioned expeditiously with regular updates provided to the Tenant
10.2.8
Exceptionally, there may be a need to extend the response timescale. Any extension beyond a further 10 working days to enable a full response requires good reason, a clear explanation to the Complainant, and agreement by both parties. If an agreement cannot be reached, the details of the Housing Ombudsman Service will be provided to the Complainant.
11.0
APPEALS PROCESS

11.1
The outcome of Stage 2 is the Association’s final response. If the complainant does not feel that the matter has resolved following Stage 2 of the process, they have the right to appeal and approach the Housing Ombudsman Service (HOS). 

11.2
The HOS will investigate complaints when the Association’s own internal complaints procedure is exhausted.
11.3
The Association will receive an initial enquiry from the HOS with details of the complaint together with a request for an investigation, to determine whether the complainant has exhausted the Association’s complaints procedure. The Association will cooperate with the HOS requests for evidence and provide this within 15 working days. If the response cannot be provided within this timeframe, the Association shall provide the HOS with an explanation for the delay.
11.4
The HOS can be contacted by:-

· Email info@housing-ombudsman.org.uk
· Telephone 0300 111 3000 (Mon-Fri 9.15 to 5.15)

· Post – Housing Ombudsman Service, PO Box 1484, Unit D, Preston PR2 0ET 
12.0
OTHER COMPLAINTS/QUERIES

12.1
If a complaint/query is received from a Designated Person, the complaint will be handled at Stage 2, and will be dealt with by the Complaints Panel. The Complaints Officer will acknowledge the complaint in writing usually within 5 working days. The Complaints Panel will then investigate the complaint and review any actions and respond to the complainant advising them of the outcome of their complaint. This will usually be within 20 working days of the receipt of the complaint.
12.2
If a complaint/query is sent directly to the Board then the Complaints Officer will reply on their behalf following the procedure and timescales above.

12.3
If a complaint/query relates to age, religion, religious belief, race, gender, gender reassignment, marriage or civil partnership, it can only be dealt with under the formal procedure for making a complaint/query.
12.4
If a complaint is received that relates to the Chief Executive, the Complaints Officer will log the complaint and pass the details to the Chair of the Board, as Line Manager. If the complaint is escalated to the formal stage, this will be handled at Stage 2, where the Complaint Panel will consist of:-

· Two Board Members, who do not include the Chair.
· One Board Member who is a Tenant. However, should the Tenant Board Member be unavailable an additional non-Tenant Board Member will be required to attend.

13.0
ACTIONS TO PUT THINGS RIGHT
13.1
Actions we make take to put things right include:-

· Apologising or Acknowledging where things have gone wrong

· Providing an explanation assistance or reasons

· Taking action if there has been delay

· Reconsidering or changing a decision

· Amending a record or adding a correction or addendum

· Providing a financial remedy in line with our Compensation and Redress Policy

· Reviewing/changing policies, procedures or practices.

14.0    EXIT SURVEY
14.1    The Complaints Officer will be responsible for liaising closely with the complainant during the process, to ensure they are kept informed of what is happening. This liaison will also establish when the complainant agrees that the process has ended. 
14.2    Complaints will be closed when the complainant states they are satisfied, and do not wish to take the matter further, or does not respond to our final outcome letter usually within 10 working days.
14.3    When the complainant feels that the process has ended the Complaints Officer will undertake an exit survey to find out how the complainant felt about the way the Association dealt with the complaint (see Survey at the end of this Policy).
15.0
COMPLIMENTS AND QUERIES 
15.1
A complimentary letter, or query, should always receive the courtesy of a reply, which should be in the form of a letter, usually within 10 days of receipt.

15.2
A copy of the complimentary letter should be passed to the relevant member of staff usually within 5 days of its receipt, and shared with all staff.
16.0
REPORT TO THE BOARD

16.1
At the end of each financial year, the Chief Executive will review the complaints, compliments and queries received during the past year and review the relevant policies and procedures. 

16.2    Compliments will be reported, along with complaints at each quarterly Board meeting.

16.3
A self-assessment form will be completed annually, which will be presented to the Board. The HOS may also request sight of the self –assessment and any actions taken. 

16.4
The Association will also:-

· Publish the outcome of assessments on its website, or otherwise make outcomes accessible to tenants.

· Include the self-assessment in its Annual Report in the section relating to complaints handling performance.

17.0
STAFF TRAINING

17.1
All staff should receive training on the role and purpose of the Complaints policy and procedure, how to use it effectively, how to ensure Tenants understand its role and are able to use it. For new staff this should form part of their induction process. Staff who have not received training should inform their Line Manager.
17.2 
Members of the Board and involved tenants will also be provided with complaints training.

17.3
Training will be regularly reviewed, including when there are any significant operational changes.
17.4
At each stage of the complaints process, any staff or Members of the Board dealing with complaints are required to:-

· Deal with complaints on their merits

· Act independently

· Have an open mind

· Give the Complainant a fair chance to set out their position

· Take measures to address any actual or perceived conflict of interest

· Consider all relevant information and evidence carefully.

18.0
GENERAL

18.1
In the absence of the Business Support Manager from the office, complaints will be routed to the Business Support Administrator. 
19.0
CONTINUOUS LEARNING AND IMPROVEMENT
19.1
The Association will analyse each complaint to see if there are any lessons to be learnt following the outcome of a complaint, regardless of whether the complaint is upheld. In order to do this, critical reflection will be carried out and recorded on complaints logs. For example:- 
· How has this situation come to be?
· Is there anything we could do different to avoid this happening in the future? This will include examining complaints to ensure that we ‘join the dots’ where complaints surround similar themes or circumstances.
· What specific actions will be taken as a result?
· Lessons Learned- this may also include reflections on what we did well.
19.2
Where something has gone wrong, the Association will acknowledge this and set out the actions it has already taken, or intends to take, to put things right. Examples of where action to put things right may be required are:-
· There was an unreasonable delay.
· Inaccurate or inadequate advice, explanation or information was provided to a Tenant.
· Policies or procedures were not followed correctly without good reason.
· There was a factual or legal error that impacted on the outcome for a Tenant.
· There was unprofessional behaviour by staff.
19.3
The Association will include a report in the annual audit of complaints paper presented to the Board. A member of the Board is appointed to have lead responsibility for complaints. This role is responsible for ensuring the Board received regular information on complaints and provides insight to the Board on the Association’s complaints handling performance. Details are also available to Tenants in the Annual Report and in annually in the Associations In Touch newsletter.

20.0
POLICY REVIEW

20.1
This policy will be reviewed annually and/or in relation to changes in relevant legislation, regulation and codes of practice. 

20.2
This policy and procedure will be reviewed in accordance with Tenant participation structures and Tenant Engagement Strategy.
	Complaints Survey

	

	

	Details of complaint:

	

	SECTION 1 – MAKING A COMPLAINT


	Q1.
	Was it easy to make a complaint?
	(
	Yes
	(
	No

	If no, please explain why:

	

	

	Q2.
	How did you make your complaint?

	(
	Letter/email/fax
	(
	Telephone
	(
	In person
	(
	Someone else did it for you

	

	Q3.
	Was the complaints process clear to you?
	(
	Yes
	(
	No

	

	Q4.
	Were you offered any help in making the complaint?
	(
	Yes
	(
	No

	

	Q5.
	Is there anything we could have done to make the process easier for you?

	

	

	

	SECTION 2 – HANDLING YOUR COMPLAINT

	

	Q6.
	Did you receive an acknowledgement letter telling you who would deal with your complaint and timescales for doing so?
	(
	Yes
	(
	No

	

	Q7.
	Did we meet the timescales?
	(
	Yes
	(
	No

	

	Q8.
	Was the complaint resolved to your satisfaction?
	(
	Yes
	(
	No

	If no, why not?

	

	

	

	SECTION 3 – OVERALL IMPRESSION

	

	Q9.
	Do you feel the complaint was dealt with in a reasonable timescale?
	(
	Yes
	(
	No

	


	Q10.
	Would you say that your experience with the way your complaint was handled would stop you from complaining again?
	(
	Yes
	(
	No

	If yes, why?

	

	

	Q11.
	Overall, how would you rate the way your complaint was handled?

	(
	Excellent
	(
	Good
	(
	Fair
	(
	Poor
	(
	Very Poor


	

	Q12.
	Please use the box below to provide further suggestions for how we can improve our complaints process or to add further comments.

	

	


Thank you for your time in completing this survey
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