COMPLAINTS PROCEDURE

Suffolk Housing Society aims to provide the best service that we can but we realise that there might be times when we get it wrong.  We have a procedure in place for you to make a complaint if;

· The Society, its agents or anyone acting on its behalf failed to do something that they should have done.

· The Society, its agents or anyone acting on its behalf did something wrong or to a poor standard.

· The user feels that the Society, its agents or anyone acting on its behalf has unfairly treated them.

Making a complaint

Most complaints can be settled quickly and informally by speaking to your Housing Officer or our maintenance team, but there may be occasions when you are unhappy with the outcome. If this is the case we would ask you to use our formal complaints procedure following the steps below. Please try to go through the steps as they are listed so that we can monitor progress at each stage.

Stage 1

Please fill in an online form or contact us and ask for a complaint form to be sent to you. 
When the form is returned to us we will log it as a formal complaint and send you an acknowledgement within three working days giving the reference number of the complaint and the name of the member of staff who will investigate at stage 1. 

The complaint will be investigated and you will receive a full response within 10 working days - where there are practical reasons for this timescale not being met, we will write to you to advise you.

Stage 2

If you are not happy with our response at stage 1, please explain in writing why you are still not satisfied and ask us to progress your complaint to stage 2.

At stage 2, the matter will be referred to the appropriate Manager depending on the nature of the complaint.

You will receive an acknowledgement that the matter has been progressed to stage 2 within three working days. The Manager will fully investigate the facts of the case and the actions which have been taken, they will send a full response within 10 working days - where there are practical reasons for this timescale not being met, we will write to you to advise you.

Stage 3

If you are not happy with our response at stage 2, please explain in writing why you are still not satisfied and ask us to progress your complaint to stage 3.

At stage 3, the matter will be referred to the relevant Director depending upon the nature of the complaint

You will receive an acknowledgement that the matter has been progressed to stage 3 within three working days. The Director will fully investigate the facts of the case and the actions which have been taken, you will be sent a full response within 10 working days - where there are practical reasons for this timescale not being met, we will write to you to advise you.  In instances where the complain refers to an individual Director, the Chief Executive will deal with the complaint at stage 3.
Stage 4

The final stage in our policy is a request that the matter be referred to the Appeals Panel of the Board of Management. Please note that you must have followed the previous stages before your complaint can be heard by the Board.

The Appeals Panel comprises members of our Board of Management, together with the Chief Executive who will not have been part of the process before this stage and a tenant Board Member. Please note that if the complaint relates to a senior member of staff, the Chief Executive is likely to have investigated the complaint at an earlier stage and will therefore not sit on the appeals panel but will attend the meeting.

You will be asked to present your complaint to the Appeals Panel in writing and will also be given the opportunity to speak to the panel directly to put your points across for them to consider. The Director who has dealt with the complaint will also attend the meeting.
After full consideration of the details of the complaint, the Chairman of the Appeals Panel will provide a response within 10 working days advising of their decision. You will also be advised that if you are not satisfied with the outcome you may refer the matter to the Independent Housing Ombudsman.
Housing Ombudsman Service

The 4 stage process is our own internal complaints procedure which we hope will remedy the vast majority of complaints. If, however, after following all 4 stages, you are still not happy with the outcome, you may refer your complaint to the Independent Housing Ombudsman Service who will investigate the matter. Please note that the Ombudsman may not consider any complaints until the full internal complaints procedure has been followed and exhausted. If you wish to refer the matter to the Ombudsman after stage 4, please let us know and we will give you all the necessary contact details.

