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What is a complaint?

· A complaint is defined 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.”
· Whenever a tenant expresses dissatisfaction, landlords must give them the choice to make complaint; The word ‘complaint’ does not need to be used for a matter to be treated as such. 
· 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. A complaint should be raised when dissatisfaction is expressed regarding the response to a service request.
· Survey or questionnaire feedback may not necessarily need to be treated as a complaint. 
· There are some circumstances where matters will not be accepted as a complaint, e.g. the issue giving rise to the complaint occurred over 12 months ago, legal proceedings have started, or the matters that have previously been considered under the complaints policy.

How can a complaint be made?

· A complaint can be made by a non-tenant, a tenant, or an advocate or representative authorised to act on their behalf (with written consent). A designated person (MP or local councilor) can act on someone’s behalf.
· Complaints can be made verbally or in writing

How is a complaint treated?

· There is an appointed Complaint Officer to acknowledge and investigate and respond to complaints (where appropriate)
· There are 2 stages- Stage 1 and Stage 2
· Most complaints start at Stage 1, including to initially challenge or appeal decisions, e.g. outcomes of the lettings process or internal transfers. This is handled by the Complaints Officer.
· Where a complainant is unhappy with the outcome at Stage 1, they can request to escalate the complaint to Stage 2, which is heard by a Complaints panel. Complaints received from a Designated Person, or about the Chief executive, will also be heard at this stage.
· A complainant can refer their case to the Housing Ombudsman if they are dissatisfied with the outcome at Stage 2, or if we are not responding to the complaint as per policy.
· Timescales to acknowledge your complaint and respond at each stage are detailed in our Complaints, Compliments and Queries Policy. 

Contact details of the Housing Ombudsman

Online: Fill in the online form at www.housing-ombudsman.org.uk
Email: info@housing-ombudsman.org.uk
Phone: 0300 111 3000 
Write to: Housing Ombudsman Service, PO Box 1484, Unit D, Preston, PR2 0ET
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