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Complaints Policy
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Related policies
This Policy should be read in conjunction with:
+ Repairs and Maintenance Policy
« Diversity Action Plan — Policy and Procedure Statements
« Compensation Policy
» Service Standards
» Vexatious Complaints Policy
+ Anti-social Behaviour Policy
» Guidance on compliments and suggestions
Policies available on request.

Assistance
If you need assistance understanding this document in any way, or need help to make a
complaint, please contact us using any method stated in Point 6.

1. Policy statement
1.1 We set out to provide a high-quality service and satisfaction to our customers.

1.2  We recognise that sometimes things go wrong, and we need to respond quickly to put
them right.

1.3  We welcome the opportunity to make improvements to our service which may arise as a
consequence of a complaint from our customers.

2. Aims of the Policy

2.1  To deliver an easy and high-quality customer experience which is tailored to the
complaint.

2.2 To put things right as quickly as possible.

2.3 To ensure a complaint is monitored and managed within the published timescales.

2.4 To be fair, transparent and consistent in the way we manage complaints.

2.5 Tolearn from complaints and make appropriate changes to prevent the recurrence of
preventable issues.
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To ensure customers are kept informed throughout the process in line with our service
standards.

To provide a point of contact who will take ownership of the complaint.

To enable customers to access alternative advice and support through guidance and
signposting on our website.

Definitions

A formal complaint is 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 customer, or group.

A concern is where the Customer contacts us to make us aware of their dissatisfaction
with an aspect of our service and where a satisfactory remedy and actions can be
agreed at the time to the customer’s satisfaction.

What is not considered a complaint within this Policy
The first request for a service from the Association.

The issue occurred over six months ago, and the customer did not report it at the time.
However, where the problem is a reoccurring issue, the Association will consider any
older reports as part of the background to the complaint if this will help the issue for the
customer.

The underlying issues is not within the remit or control of the Association.

An anonymous complaint. The Association would be unable to respond to the
complainant as part of this process, however, it would carry out an investigation of the
reported issues and action accordingly if sufficient detail has been provided.

Anti-Social Behaviour (ASB)/neighbour nuisance complaints should be dealt with in
accordance with the ASB Policy and Procedure. If, however, the complaint relates to
the process or our failure to deal with the concerns raised it should be dealt with under
this policy.

If a solicitor has submitted a letter before action or taken any other form of legal action
on behalf of the customer with regards to any issues related to a complaint; and/or a
disrepair claim.

The matter had already exhausted the Association’s complaints policy.
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The Association sometimes receives complaints that are vexatious (aggressive, abusive
or unreasonable). If we believe this is the case, we will contact the customer and
explain why we have reached this decision. At our discretion, we may give the customer
the opportunity to act in a more reasonable manner or we may refuse to progress the
complaint. Please refer to the Vexatious Complaints Policy.

If the Association decides not to accept a complaint a detailed explanation will be
provided to the customer setting out the reasons why the matter is not suitable for the
complaints process.

The customer has the right to challenge this decision by taking their complaint to the
Housing Ombudsman. Where appropriate the Housing Ombudsman will instruct the
Association to take on the complaint.

Who can make a complaint?

This Policy is applicable to anyone who receives or requests a service from us, for
example tenants and shared owners.

Complaints received by other stakeholders, for example a parish council, will be dealt
with under the same principles applicable to other complaints; however, the review
meeting representatives may differ and there is no right to refer the complaint to the
Housing Ombudsman.

Complaints received with regards to the Association’s Policies, will be dealt with under
the same principles applicable to other complaints, however they may be referred to the
Association’s Board or representatives of it.

Complaints received with regards to staff conduct will be dealt with by the operational
manager and human resources in accordance with the internal disciplinary procedure.

We accept complaints from family members, local councillors or other advocates,
such as a Solicitor supporting a customer (except where a formal letter before action
has been submitted). The customer must have given authorisation for them to do so.

Customers do not have the right to withhold rent during the complaints process. They
do have the potential to undertake existing minor repairs themselves and deduct the

cost of doing so from future rent payments. There is a strict process that needs to be
followed by the Customers.
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6. How can Customers complain?

6.1 Customers can complain to the Association by:

Website Submit a form

myhomeonline Log in and submit a form

Email enquiries@midlandsrural.org.uk

Letter Unit 19, Whitwick Business Centre, Stenson Road,

Coalville, Leicestershire, LE67 4JP
Telephone 0300 1234 009

Social media sites  Facebook
To protect confidentiality and privacy the Association
may choose to respond using a different method to
that used to contact us

In person contact us to book an appointment

Using an advocate Permission must be given by the customers.
(If a solicitor has been appointed to act on behalf of
the customer, this will be referred to the Association’s
solicitor and not dealt with as part of this policy.)

7. Complaints process

7.1  We expect our staff to act in a respectful manner at all times to our customers, and we
ask that customers and their representatives also act to our staff in a respectful manner.

7.2  We will attempt to tackle concerns swiftly and efficiently. For instance, where a
contractor or member of staff has failed to keep an appointment and the customer
wants a second appointment to be made. Where this is the case an apology should be
offered, and the Customer advised that a record will be kept of the concern. The
Customer should be asked if they wish this to be considered as a formal complaint. If
they do, then the formal complaints procedure set out below should be followed. In all
cases a record of the contact should be made on the complaints database for trends to
be monitored, reporting purposes and lessons learned.

7.3  The Complaints Procedure document provides more detail on the stages and processes
involved.
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7.4  The customer can contact the Housing Ombudsman during the process for support and
advice.

7.5 Complaint Procedure — Stage 1

7.5.1 Submission of a formal complaint will not delay any action, we will ensure that
responses are co-ordinated, and the customer is not troubled by inconsistent and unco-
ordinated communication.

7.5.2 Within three working days of receipt of a formal complaint the details will be accepted,
logged and acknowledged.

7.5.3 A full independent investigation will be carried out by the Customer & Business Support
Team (C&BST) and a formal response will be provided to the customer within 10
working days.

7.5.4 The Housing Ombudsman Complaints Handling Code allows landlords the
discretion to extend response times by 10 days at stages 1 and 2 (and beyond - where
there is a good reason to do so). Examples of a ‘good reason’ could include:

a delay by a third party, over which a landlord has no control, in providing
information;

requiring further time to undertake interviews; and/or

needing longer to acquire all the information required from multiple sources to
enable a landlord to properly investigate a long-standing, complex case.

Whether an extension is required should be assessed on a case by case basis and the
C&BST will agree the revised response date with the customer.

7.6  Stage 2 - Review of Complaint

7.6.1 The customer can ask the Association for the complaint to be escalated to Stage 2
within 20 working days of the date stated in the full response.

7.6.2 A review will be considered if:

e further evidence is provided,

e subsequent events, after the full response, have taken place which affects the
nature of the complaint; and/or

e the actions proposed have not resolved the issue.

7.6.3 Within three working days of receipt of the request for escalation to Stage 2, the details
will be logged, acknowledged and passed to the Company Secretary or a Senior
Manager who has no connection to the complaint.
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7.6.4 The Company Secretary or a Senior Manager who has no connection to the complaint;
and a resident representative, if available, will carry out a review within 20 working days
of receipt of the request. If appropriate a meeting may be arranged with the customer.

7.6.5 Within five working days of the review, the Company Secretary or a Senior Manager
who has no connection to the complaint will provide the outcome to the customer.
7.7  Referral to the Housing Ombudsman

The customer can refer the complaint to the Housing Ombudsman after eight weeks
have elapsed since the date of the Stage 2 outcome letter. Details will be provided to
the Ombudsman on request. This service is only available to tenants and shared
owners of the Association.

7.8  Closing the complaint

If at any stage of the process a full response to a complaint has been given and there
has not been further contact from the customer within 20 working days, the complaint
will be deemed to be satisfactorily closed.

7.9  Satisfaction with complaints process

After the complaint has closed the customer will be contacted and asked via a survey if
they were satisfied with the complaints process.

8. Appropriate remedy

8.1. If we find no basis for any appropriate remedy, we will provide a full explanation to why
we have come to this conclusion.

8.2 Complaints can be resolved in a number of ways and any remedy reflects the extent of
the service failure and the impact on the customer.

8.3  Goodwill gestures may be offered on a case by case basis dependent upon the nature
of the complaint.

8.4 A compensation payment and/or valid claims for reimbursement for financial
loss will be considered in accordance with the Association’s Compensation Policy.

9. Performance monitoring and lessons learnt

9.1 The Association recognises that feedback provides a valuable source of information to
help improve, evolve and tailor our services. We will record, analyse and provide
quarterly and annual reports to our Board on the number and causes of complaints, the
lessons learnt, action plans for improvement for operational purposes; and customer
satisfaction. We will publish key data, including our self-assessment against the


https://www.housing-ombudsman.org.uk/residents/
https://www.housing-ombudsman.org.uk/residents/

4

‘iﬁé
Leicestershire Rural Housing Association Leicestershire Rural
Housing Association Lt

9.2

10.

10.1

10.2

10.3

11.

111

Last review date: January 2021
Next review date: January 2024

Housing Ombudsman’s Code for our customer on our websites; via social media and in
our Annual Report.

Operational managers will take responsibility to learn from complaints received. We will
provide staff debriefing and reflections; and assess training needs. We will review
processes, procedures, and put actions in place to prevent repeat complaints being
received.

Equality of access

It is essential that the complaints policy and procedure should be equally accessible to
our customers. We will ensure that materials are provided in easy to read formats and
provide customers access to appropriate support.

Some individuals may be discouraged from complaining because:
"I they have poor communication skills
"I they have poor literacy skills
I they have a disability/vulnerability which makes it harder for them to
communicate
~I English is not their first language.

Where an individual has particular communication difficulties it is the responsibility of
the Association to ensure that all their customers have equal access to the complaints
process. For instance, it may be appropriate to take details by personal interview or by
a home visit. If necessary, other forms of communication may also be considered,
including:

1 translation of communications into another language

1 translation of communications into braille

"I use of Language Line interpretation service

I communicating with the customer’s advocate, where permission has been

granted.

Where another form of communication is required, there may be an unavoidable delay
in responding and we will tell you if that is the case.

Review

The Policy will be reviewed every three years or sooner if regulatory/legislator changes
are required. We will also review the Policy if customer/user feedback requires this.

To be read in conjunction with:

« Diversity Action Plan — Policy and Procedure Statements
* Repairs and Maintenance Policy
« Compensation Policy
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