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1.
Purpose

1.1
To establish aims, principles and values which will be followed by staff in relation to dealing with complaints and compliments that are reported by customers.

2.
Scope

2.1 The Operational Support & Service Development Director shall be responsible for the review of this policy, which applies to all staff employed either directly or indirectly.  It also applies to all persons affected by the activities of the Group.
3.
References

3.1 Policies

· Customer Care 

· Nuisance, Harassment and Antisocial Behaviour  
· Confidentiality Policy 

· Compensation Policy  
· Continuous Improvement Policy  
3.2 Other Documents

· Housing Corporation Regulatory Code

· Customer Service Standards Leaflet

· Tenant Handbook

· “Making a Complaint” leaflet  - including the complaints form

· Tenancy Agreements

· Leases

4.
Definitions

4.1
A “complaint” is defined as an expression of dissatisfaction from a customer, applicant or anyone affected by the Group’s actions.

4.2
A “compliment” is defined as an expression of satisfaction from a customer, applicant or anyone affected by the Group’s actions.

5.
Policy

5.1 
The Group aims to provide a fair and open process for anyone affected by the Group’s actions to register their satisfaction or dissatisfaction with the service we provide and a means to enable them to provide compliments or complain to the Group, either verbally or in writing. 
5.2 
We will respect the rights, needs and views of all parties and will investigate fully any complaints raised.  Where vulnerable customers want to complain or make a compliment, staff will ensure appropriate arrangements are facilitated.  

5.3
Complainants may direct complaints through advocates, relatives or representatives (eg Councillors or MP).  Staff shall deal with such complaints as if they were directly from the customer, having established that the person presenting the complaint is acting with the authority and on behalf of the complainant.
5.4 
We will aim to resolve complaints/compensation as quickly and effectively as possible and give customers a simple and fair way of resolving issues, including rights of appeal at all stages.  We will use complaints/compliments as an important source of information about the quality of service provided by the Group.

5.5 
We will aim to make objective, fair and consistent decisions, but if a complaint is upheld then the Group will liaise with the complainant to resolve the matter. 

5.6 
We will make decisions concerning all complaints only after making a proper investigation of the facts, and will always inform complainants in writing and give reasons for decisions. We will always inform complainants of the options available to them should they be dissatisfied with the outcome of their complaint.

5.7 
We will publish service standards, which set out the targets we work to and we will review these regularly in consultation with customers.

5.8
The Group will carry out this policy by having clear written procedures and regular communication with customers.  An ‘appeals process’ is incorporated to allow customers to ‘appeal’ against decisions.  

5.9
The Group will also advise customers of their rights, where they apply, to contact the Housing Ombudsman Service after following the Group’s internal complaints procedure.
5.10
The Group will retain the right not to consider a complaint if it is believed that it is being made in an unreasonable way (such as repetitive, vexatious or malicious) or manage the complaint outside the usual process and timescale if this is deemed to be more appropriate.  The reasons for managing complaints differently will always be documented.

5.11
Where the Group considers that a complaint is being made in an unreasonable way, appropriate steps will be taken to ensure that any vulnerability issues are fully assessed.  All reasonable steps will be taken to support any customers who are identified as being potentially vulnerable.
6.
Accessibility

6.1
The Group will ensure that it formally assesses the ability of customers to access and use the complaints policy and process.  This assessment will be achieved by the completion of formal Equality Impact Assessments, to ensure that all customers irrespective of their individual circumstances or special access requirements are able to pursue a complaint with the Group.

7. 
Continuous Improvement

7.1 
The Group is committed to continuous improvement.  To achieve this we will carry out systematic monitoring of our complaints and compliments procedure, review service standards regularly, consult with customers on the level and quality of service provided, report results of surveys and feedback to Board, staff, customers and work with other organisations such as the Housing Ombudsman service to improve the service.

7.2 The Group will ensure that Board members and staff have the right skills and knowledge to carry out their jobs effectively, will employ people with relevant qualifications and experience, and provide comprehensive training in all areas of activity.  Training needs will be assessed regularly.

7.3
The Complaints Policy will be reviewed by August 2009.  End
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