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1. Introduction

We provide affordable homes to renters and shared owners across the UK - from individuals in need of a temporary home, to families looking to put down roots in an area longer term. 

We aim to provide excellent service.  We care about working with our customers in a fair, consistent, open and impartial way.  We aim to be reliable, respectful, and meet our customers’ expectations but we recognise that sometimes things go wrong, and customers may feel that our service falls short. 

It is important to us that customers can express their views easily and that their feedback is acted upon quickly to put things right and used positively to improve the services we offer. 

We believe that our customers have the right to:

· Be heard.
· Receive a good quality service.
· Prompt action when our performance falls below standards balanced by the resources, we have available.

2. Our approach to complaints and compliments

All feedback is important to us, both positive and negative.  Positive feedback tells us what we are doing right, and the negative lets us know where we need to improve.  Our complaints culture is evolving and we welcome complaints as an opportunity to learn and grow.

This policy sets out a consistent and fair approach to responding to complaints and aims to resolve issues as early as possible.  It is aligned to the Housing Ombudsman’s Complaint Handling Code, which became statutory legislation in April 2024, as well as our statutory and legal duties.

3. Policy statement

We will investigate complaints in a confidential and respectful manner, keeping customers informed throughout the process and adhering to the Housing Ombudsman’s Complaint Handling Code.

We take learning from complaints seriously and the lessons learned will be used to inform our service improvements.

In certain circumstances, we may consider paying compensation as part of a complaint resolution, details of which are set out in our compensation policy and procedure and through using the guidance set out by the Housing Ombudsman.

Customers can contact the Housing Ombudsman Service for advice at any point throughout our process.

We’ll collect and store information about our customers in line with our Data Protection Policy.

We’ll publish this policy and information about the Housing Ombudsman and their Complaint Handling Code on our website [add link], and other customer facing documents.

4. Our key objectives of managing complaints are:

· Dealing with complaints swiftly and fairly
· Providing a resolution focused service
· Raising overall levels of customer satisfaction
· Ensuring we comply with our statutory and regulatory obligations.

What is a complaint?

We have adopted the Housing Ombudsman’s definition of a complaint, which is:

“An expression of dissatisfaction, however made, about the standard of services, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual resident or group of residents”.

When customers raise an issue with us, we will take the time to listen to their concerns and provide advice and support.  They do not need to use the word ‘complaint’ for us to treat concerns as a complaint.

A complaint may relate to a customer being unhappy because we have:

· Done something wrong or to a poor standard. 
· Failed to do something we should have done.
· Treated a customer unfairly or without respect; or 
· Failed to meet our service standards, for example, replying to a letter within a given timescale.

A service request is defined by the Housing Ombudsman as:

“A request from a resident to their landlord requiring action to be taken to put something right”.

We have a clear distinction between a request for a service and a complaint about a service.  Service requests will be treated as a complaint if we fail to deal appropriately with the initial request.

Service requests will also be logged as a complaint if further enquiries are needed to resolve the matter, of if the customer requests it or if they express dissatisfaction with the response.

If a customer expresses dissatisfaction with our service through a survey, this is not defined as a complaint.  However, we will contact the customer and provide support and should they be dissatisfied with this, we will log a complaint.

Where there is a Health and Safety risk identified, this will be immediately escalated to a senior manager.  Any claims of personal injury will be referred to our Health and Safety department and will be dealt with outside of our complaints policy.

5. Who can make a complaint?

Anyone can make a complaint about the services we, or anyone working for us (e.g. contractors) provide.

However, customers may only be able to escalate their complaint to the Housing Ombudsman if they have a landlord/tenant relationship with us.  

If customers prefer, they can authorise someone else to make a complaint on their behalf i.e. ‘an advocate’.  This could be a friend or relative, or a representative from an external organisation such as the Citizen’s Advice Bureau.  A customer should confirm that they are happy for an advocate to act on their behalf by email.

We treat complaints received through petitions or a group of customers in the same way as all other complaints. If helpful, we’re happy to meet the petitioners or the group.  In terms of handling the complaint effectively, we’ll ask for a single point of contact to be nominated. 

If the complaint escalates to a Stage Two review, we’ll allow one other petitioner/customer to be involved.

If we are not the leaseholder/freeholder of the building which our customer’s property is in, we’ll liaise with all the relevant parties to get the information that we need to resolve the matter, investigate and respond to the complaint in line with our own policy.

We expect all customers to behave reasonably and cooperate with us throughout the complaints process.

We treat all customers fairly; a customer will not be treated unfavourably because they have made a complaint.

6. Exclusions from this policy

There are times and issues where we may not consider a complaint, if this is the case we will let our customer know why the matter isn’t suitable for the complaints process and advise our customers of an alternative course of action.

A decision not to consider a customer complaint will be made by the Head of Customer Services or the Managing Director.

We will advise our customers of their right to take our decision not to accept their complaint to the Housing Ombudsman.

Each complaint will be considered on its own merit.

The following are examples of where complaints will not be considered:
 
· An initial request for information or an explanation of a decision made. 
· Requests for a service e.g. a repair.
· Anonymous letters, although these may be investigated if they are a cause for concern. 
· Reports of anti-social behaviour as these are dealt with separately through our anti-social behaviour (ASB) policy, unless the complaint relates to how we have dealt with the matter. 
· A complaint about a service where we have no responsibility, such as local authority nomination procedures. 
· Any claim for personal injury/damages that should be handled as an insurance claim. 
· Complaints already being dealt with through other more appropriate channels such a, where an appeal body or tribunal has been set up to deal with the issue. 
· Matters which are subject to civil or criminal court proceedings unless there is good reason to do so.
· Complaints that have already been before a court or tribunal
· Complaints about legal action, e.g.: Notice served to gain Vacant Possession, Eviction.
· Complaints that are over 12 months old unless there is an exceptional/valid reason to do so.
· Complaints that we have already responded to, and which have exhausted our complaints process.
· A customer has made repeated, unfounded and minor complaints or the tone and conduct of the contact is abusive, misleading and we will refer to our Unacceptable Customer Actions Policy.

7. How we deal with customer complaints

Staff at all levels are responsible for the delivery of excellent service and for identifying and resolving issues at the earliest opportunity to fully satisfy customer expectations.

Complaints will be managed by the Customer Success team.

We proactively encourage customers to provide feedback when they are dissatisfied with our service. 

We apply the following principles when dealing with customer feedback:

· All customer enquiries or complaints are taken seriously and are investigated within policy guidelines.
· Customers are made fully aware of our complaints process and timescales when they raise a complaint and are kept informed of progress through the duration of the complaint process. 
· We aim to investigate and achieve resolution of a complaint at the earliest opportunity and where possible within the agreed service level agreements (SLAs), subject to no additional time being required.
· When communicating, we will use plain language and where possible jargon free.
· All complaints are recorded and managed through our customer contact management platforms.
· We will provide clear reasons for any decisions, referencing any relevant policy, law or good practice where appropriate in their outcome response.
· We will provide details of how to escalate at each stage if the customer feels the complaint outcome was not investigated effectively or fairly.
· If a customer is not happy with the outcome of their complaint at Stage Two, they will be signposted to the Ombudsman.
· We will make reasonable adjustments for customers where appropriate under the Equality Act 2010 

Policy information for specific types of complaint (not exhaustive):

Quality of service
· We are committed to delivering a leading service. If a complaint is related to the quality of our service falling short for any reason, we will investigate fully.

Damage
· When it is established that we are responsible for damage to personal property, we will expect to have the opportunity to inspect the damage and repair it where possible. Where repair is not possible, we will replace like for like. If there is no receipt available, the customer must produce two quotes for the replacement of the damaged item or items. In order that we can complete the resolution of the complaint in a timely manner, receipts will need to be produced within five working days.

Conduct of staff
· If a complaint is made about the conduct or behaviour of an employee or subcontractor, the allegation will be investigated in line with our policies and procedures and the outcome, in terms of action taken with an individual, will remain confidential. 

Theft
· If the complaint is related to theft, the customer must report it to the Police and obtain a Crime Reference Number. We will liaise with the Police, and we are obliged to use the Police response as our outcome.

Personal injury
· If a complaint refers to any form of personal injury the accident will be recorded on our Accident Database. Any claim for compensation for injury will be referred to our insurer and/or legal department.

In a minority of cases the way in which customers pursue their complaint can be unreasonable. They may behave unacceptably or be unreasonably persistent in their contacts and submission of information. A vexatious complaint may be where: 

· There is insufficient or no grounds to the complaint.
· The person making the complaint refuses to cooperate with the complaint investigation and resolution process.
· The person making the complaint refuses to accept that the issues are outside our contractual remit and lie with another organisation.
· The person making the complaint repeatedly changes the facts or denies conversations that have taken place to secure financial gain or other personal interest. 
· In these instances, it might become necessary to restrict the contact we have with the customer to protect our staff and organisation.
· A restriction can only be put in place by the client, Managing Director, or Group Insight Manager.  
· Any restrictions imposed will be open, fair, and proportionate and the customer will be advised in writing and with timescales.

8. How customers can contact us

There are a range of ways customers can contact us to make a complaint:

· Our website
· Phone 
· Letter/email 
· In person 
· Via social media, where we have a profile. 
· Via staff

If a customer needs help in raising a complaint in another way, they are encouraged to let us know and we will make reasonable adjustments.

If a customer contacts us with an enquiry or complaint on social media we’ll ask them to send us a private message with further details. We’ll also ask for information to allow us to find them on our systems (e.g. name, address, contact details).

We’ll never discuss anything sensitive or reveal personal information in a public message on our social media channels. 

If the matter escalates to a complaint, we’ll contact our customer away from social media in line with our usual complaints process. 

9. Complaint Stages

Stage One

We will always try to resolve a dispute as quickly as possible with our customers and recognise that not all customers will wish to follow a formal process and may simply want an issue resolved. We will look to early and local resolution of issues. We also encourage any customer using the complaints process to make us aware of any reasonable adjustments that they may require, in order to make the complaints process more accessible to them. 

Our aim, and in line with this policy, is to it acknowledge and log a formal complaint at stage one of our complaints procedure, and within five working days of receipt. 

We have a two stage formal complaints procedure coordinated by our Customer Success Team. 
At the start of a stage 1 complaint investigation, we will contact the customer via their channel of choice, to gain an understanding of the issues and the outcomes the customer is seeking. 

We call this the “complaint definition”. If any aspect of the complaint is unclear, the customer is asked for clarification and the full definition agreed between both us and the customer. A full written response to the complaint will then be sent out as soon as possible and in any event within 10 working days. 


Where it is not possible to provide a full response within 10 working days, we will contact the customer to explain this, setting out the reasons why and when they can expect to receive the response.

On occasions, it may be necessary to extend the date for a full response by up to a further 10 working days to enable us to respond fully. We will not exceed this additional time estimate without good reason. Our approach is to explain this to the customer. 

Where we inform a customer about any extensions to timescales, we will provide them with contact details of the Housing Ombudsman. 

A complaint response will be provided to the customer when the answer to the complaint is known, not when the outstanding actions required to address the issue are completed. 

We will track outstanding actions and ensure these are actioned promptly with appropriate updates provided to the customer. This applies to both stage 1 and stage 2 complaints. 

There are times where we may provide our formal stage 1 (or stage 2) response but there are still practical matters, such as a repair that is awaiting a part, that are still outstanding. In this instance, we may send the formal stage 1 response, including an offer of compensation if appropriate, but we are committed to working with the customer until all of their concerns are resolved. 

The quality and standard of stage 1 responses will be overseen by the Customer Success Lead who will regularly carry out quality control and assurance on complaints. 

Where customers raise additional complaints during the investigation, this will be incorporated into the stage one response if they are relevant, and the stage one response has not been issued. Where the stage one response has been issued, or it would unreasonably delay the response, the complaint should be logged as a new complaint 

Stage 2 

If all or part of the complaint is not resolved to the customer’s satisfaction at stage 1, it will be progressed to stage 2 of our complaints process. 

A Stage 2 complaint response is our final complaint response. This request should be made within 10 working days of the stage 1 response. Requests made outside of this time will be considered by the Head of Customer Services and/or Managing Director. 

We will not unreasonably refuse to escalate a complaint to stage 2. 

A customer does not have to explain their reasons for requesting a stage 2. 

We will make reasonable efforts to understand why a customer remains unhappy as part of our stage 2 investigation and response. 

Where a request for escalation to stage 2 is made, careful consideration will be given to determine if it warrants a review at stage 2 of our process. 

If the only element that the customer remains dissatisfied with is compensation, we will carry out a review of the compensation amount offered rather than a full stage 2 investigation. A compensation review will be undertaken by a senior manager, such as a Head of Customer Service or Managing Director, who would otherwise be involved in reviewing the complaint at stage 2. 

A stage 2 complaint investigation will usually focus on: 

· Whether all elements of the stage 1 complaint were investigated and considered appropriately. 
· Whether relevant policies or procedures relating to the service area were followed 
· Whether the way in which the complaint was handled was fair and appropriate. 
· Whether there is any further information or evidence that is now available, that was not supplied or available at the time of the initial investigation. 
· Whether appropriate redress and apology was given, if required

At the start of a stage 2 complaint investigation, we will contact the customer via their channel of choice, to gain an understanding of the issues and the outcomes the customer is seeking. We call this the “complaint definition”.	

If any aspect of the complaint is unclear, the customer is asked for clarification and the full definition agreed the customer. 

There may be some instances where we deny a request to escalate the complaint to stage 2
We will not usually escalate a complaint to stage 2 if the original complaint was fully investigated, where we followed our own policies and procedures correctly and all of the points of the complaint were addressed, even if the customer remains dissatisfied with the overall outcome.

 We cannot consider a complaint being escalated to stage 2 without the complainant providing clear reasons as to why this is being requested and what outcomes are being sought. 
A complaint must have gone through stage 1 of our complaints procedure and cannot enter the complaints process at stage 2. 

Where escalation to stage 2 is denied, we will make clear that the previous response was a final response to the complaint and will provide information on the Housing Ombudsman Service. We will also provide full reasons for our decision.

 At stage 2, the review will be carried out by the appropriate next level manager who has not previously been involved in the complaint, usually a Head of Service or Managing Director. This manager will not have previously been directly involved in the complaint investigation. 

All stage 2 complaint responses are quality checked and reviewed by senior member of staff before they are issued to customers. 



We will ensure that the customer is given a fair opportunity to set out their position and comment on any adverse findings before a final decision is made. The allocated staff member will aim to respond to the stage 2 response as soon as possible. 

We will decide whether we can accept a stage 2 within 5 working days of the escalation being received, and will carry out our investigation, and provide the customer with a response within 20 working days. 

In the very limited circumstances where it is not possible to provide a full response within 20 working days, we will contact the customer to explain this, setting out the reasons why and when they can expect to receive the response. In this circumstance, we may extend the time we have to investigate and respond to the complaint by a further 20 working days, but not without good reason, and we will clearly explain the reasons to the customer. 

We will deal with all points raised in the complaint and provide clear reasons for any decisions. 

Where we inform a customer about an extension or where agreement over an extension period cannot be reached, we will provide customers with the Housing Ombudsman’s contact details so the customer can challenge our decision.

10. What if you disagree with the review decision? 

You’re able to contact the Housing Ombudsman Service at any point throughout your complaint for advice. Once you’ve exhausted our complaints process at stage two, you may ask the Housing Ombudsman Service to mediate or investigate the case on your behalf. 

You can find Housing Ombudsman Service on our website, or at housing-ombudsman.org.uk. 

11. Learning from complaints

We want to learn from complaints as this helps us improve our services. We formal mechanisms in place to make sure we gather learning from complaints and use this insight to improve services.

We’ll share our annual Complaint Handling and Service Improvement report, along with our Board’s response, on our website by 30 June each year. Our complaints handing process, performance and the outcomes of complaints will be reviewed regularly by our Registered Provider Board and by our Tenant Scrutiny Panel to provide assurance that we are handling complaints in line with best practice and our own standards and to identify lessons learned.

12. How we handle compliments

When we do a good job, we like to hear from our customers as this means we can share that positive good news and best practice and encourage our staff to do more of it.

When we receive compliments these will be shared with staff members, recorded on our customer relationship platform and shared on our website.

To make a compliment, customers should use the contact methods above.

13. Equality and diversity

We will ensure that this policy is applied fairly and consistently to all our customers. We will not directly or indirectly discriminate against any person or group of people because of their race, religion / faith, gender, disability, age, sexual orientation, or any other grounds set out in our equality and diversity policy.

We will provide additional support to tenants who may have difficulties accessing the complaints process to make complaints should they wish to do so.

Page 4 of 4

image1.png
OMEGA
N HousING




image2.png
plexus




