
Boughey Roddam Housing Association
Complaints Policy

INTRODUCTION
Boughey Roddam Housing Association (BRHA) aims to provide a high-quality service to all its tenants and applicants.  In particular, we seek to identify and deal with causes of discontent at an early stage.  However, should there be complaints, these are taken seriously and play a positive part in improving service delivery.  Complainants should not pursue issues through other channels until, and unless they have first exhausted the Association’s own complaints procedure.

WHAT IS A COMPLAINT?
We are members of the Housing Ombudsman Scheme and have adopted the definition of a complaint as set out in the Housing Ombudsman Handling Code.

A complaint shall be defined as an expression of dissatisfaction, however made, about the standard of service, actions or lack of actions by the Association, its staff, or those acting on its behalf, affecting an individual resident or group of residents.

When an expression of dissatisfaction is received BRHA will give the complainant the choice to make a complaint.

A complainant does not have to use the word “complaint” for it to be treated as such and complaints will be treated as such unless there is a valid reason not to do so.

BRHA will recognise the difference between a service request and a complaint.  A service request from a resident to the landlord requiring action to put something right at the first time of asking.  If the issue is not resolved and the resident reports this on numerous occasions this will be considered as a complaint.

If the complaint relates to a third party, e.g. a contractor this policy will apply.

The following are excluded from the Association’s Complaints Policy.

· An expression of dissatisfaction may be dealt with outside the Complaints Policy if it can be dealt with “there and then” by the person handling the issue.  These may include such things as missed appointments, which may be resolved with an apology and provision of another appointment.
· A complaint already under investigation, unless there is new evidence.
· The issue giving rise to the complaint occurred over twelve months ago.  Where the problem is a recurring issue, we will consider any older reports as part of the background of the complaint.
· Matters that have previously been considered under the complaints policy.

In these cases, an explanation will be provided, and the resident has the right to challenge the decision by bringing the case to the attention of the Ombudsman.

POLICY STATEMENT
Whilst we aim to get everything right first time, we appreciate that there may be an occasion when our residents may not be satisfied with a service we have provided, or we have failed to provide a service that was our responsibility.  We encourage residents to tell us when something is wrong or where they are dissatisfied, so that we can do something about it, learn from it and make any necessary improvements.

BRHA will consider the individual circumstances of each complaint.

We aim to treat all residents with fairness and respect.  If a situation occurs where a resident’s behaviour is unacceptable, either through repetitively complaining without substance, those who continually complain about the same issue or those who are aggressive or abusive.  We will acknowledge and investigate their complaint but will have a procedure to follow separately.

HOW TO COMPLAIN
This policy enables complainants to raise a complaint through various channels.  If a tenant, applicant or member of the public wishes to express their dissatisfaction about the action or lack of action of a member of the Association’s staff, they may do so in the following ways:

· By letter to
Boughey Roddam Housing Association
Bedruthan
Tibberton
Newport
TF10 8NN

· By telephone to 01952 551289
· Email: linda@bougheyroddamha.org.uk

THE COMPLAINTS PROCESS

Initial Contact
When the tenant first contacts us with an expression of dissatisfaction, the Secretary (if appropriate) will endeavour to resolve the matter promptly.  It is important that the resident clearly expresses how and what they wish BRHA to do to rectify the matter.  These views will be considered when attempting to resolve the matter.  The Secretary (or whoever is handling the matter) will confirm that the complainant is happy with the response and advise them that if they are not satisfied, it can be progressed to a formal complaint.

Formal Complaint
Our formal complaints process has two stages.  


Stage one
A stage One complaint will be carried out by the Chairman of the Association
When we receive a complaint, we will carry out a full investigation and do our best to resolve the matter to the satisfaction of the customer.  All details will be confirmed in writing.  Customers will receive a full response within 10 working days.  If this is not possible, then a full explanation will be provided.  We will also advise how to take the complaint to the next stage if the customer remains dissatisfied or feels that the matter has not been resolved they can request that the complaint be passed to Stage Two.

Stage Two
When a request to escalate to Stage 2 is received, this will be acknowledged within 5 days.  The Stage 2 investigation will be carried out by the Chair and Management Board of the Association and the complainant (or their representative) will be invited to attend the meeting in person at a mutually convenient date and time.  A response will be issued within no later than 20 days from the date of the meeting.  The response will include the Associations final decision and will also include how to escalate the matter to the Housing Ombudsman if the outcome of the Stage Two meeting is not satisfactory.

It is important that the Association’s Complaints Procedure has been exhausted before contacting the Ombudsman.

Contact details for the Housing Ombudsman are:

Housing Ombudsman Service, PO Box 1484, Unit D, Preston PR2 0ET
Telephone 0300 111 3000
Email info@housing-ombudsman.org.uk

CONTINUOUS LEARNING AN IMPROVEMENT
BRHA will seek to learn from the cause and outcomes of individual complaints to improve service delivery to the customer.

An annual assessment against the Housing Ombudsman Complaint Handling Code will be carried out, agreed with the Management Board and submitted to the Housing Ombudsman within its required timescale.










