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SPIRE HOMES 

COMPLAINTS POLICY (RUSHDEN)    
1.0
INTRODUCTION
1.1
We work hard to provide a high quality service in everything we do.  We also aim to ensure that the customer always comes first.  As an organisation we are committed to getting it right first time, however, we recognise that occasionally this may not happen.  We have taken the approach that complaints are a vital part of customer feedback.  Not only is it an ideal opportunity to restore confidence in our services, but we can also learn from complaints and use them as a positive tool to improve services.   

1.2
We recognise that effective complaints management has many benefits including;

· Identify strengths and weaknesses in service delivery and help us to learn from our mistakes;

· Better use of resources and improved service delivery;

· Improved customer satisfaction and confidence; and 

· Maintain credibility and image with customers. 

2.0
POLICY STATEMENT 

2.1
When our customers express a level of dissatisfaction with any of the services we provide, we will welcome and value the opportunity to address their concerns.  We will treat all complaints with professionalism and will take prompt action to resolve any complaints made. We have introduced a complaints procedure that is easy to use and ensures that complaints are recorded, investigated and resolved as efficiently as possible.  The emphasis is always on “putting things right” as quickly as possible. If customers are reluctant to complain an opportunity may be lost.   
2.2
What is a “complaint”? 
A complaint is defined as an expression of dissatisfaction by a customer about action, lack of action or about the standard of service they have received from us or an organisation working on our behalf. 

The British Standard ISO:10002 2004 definition of a complaint is “an expression of a dissatisfaction – where a response is expected”.

We would expect customers to make a complaint within 6 months of an event occurring or the complainant becoming aware of it.   

2.3 Who can make a complaint? 

The complaints policy is open to anyone who receives or requests a service from us or who has contact with Spire Homes.  

Family members, health workers, local councillors or other advocates are permitted to make a complaint on behalf of others, providing the complainant has authorised them to do so. 
2.4
How can customers make a complaint? 

We have ensured that the complaints policy is as accessible as possible by providing a number of ways for customers to make a complaint.  A complaint can be made in person, by telephone, letter, fax, e-mail, text or by completing a form on-line. via the website. Our complaint leaflet and form are available at our office, on-line or at sheltered schemes.
Staff can also support any customer who they feel needs or requests additional support to use the complaints process.  This includes helping customers to complete forms or write letters.
2.5

When is a “complaint” not a complaint? 

There are a number of examples that do not constitute as a complaint, for example, requesting a new service (such as reporting a repair or notifying us of neighbour nuisance).  The word “complaint” may be used, but they are in fact requesting a service from us. If a customer is dissatisfied with the service or with a policy decision then this is a complaint.  
Another example includes legal action being taken against us.  This issue can no longer be dealt with through the complaints process.  An insurance claim against us similarly does not form part of this complaints policy. 
If customers have a complaint we would expect it to be notified to us within 6 months of the complaint. 

2.6
Complaints procedure 
There are 3 stages to the complaint process:
Stage 1

All formal complaints received are logged and acknowledged within 3 working days of receipt.  They are then passed to the relevant Team Leader who will contact the customer to discuss the complaint (either by phone or visit). The Team Leader will then send a full response detailing what action will be taken within 10 working days of receipt.  
We will explain in detail the findings of the investigation where we do not support the complaint made. 

A telephone survey will then be completed asking for the customers’ views on the complaints process within 10 working days from the response letter. 

Stage 2

If any complainant is dissatisfied with the way in which their complaint has been dealt with, they have the right to take their complaint to the next stage of the process. They have 10 working days from receiving our response to tell us they are not happy and what they would like to happen. The complaint will then move to stage 2.
The complaint will be passed to a Head of Service who will contact the customer within 3 working days to arrange a home visit to try and resolve the complaint. A Stage 2 response letter will then be sent within 15 working days of receiving notification from the customer. 
Stage 3 

If the customer is still dissatisfied, their complaint will proceed to stage 3 where the relevant Director will arrange an appeal panel made up of members from our Board of Management (at least 1 will be a Tenant Board member) within 15 working days. A letter to confirm what the appeal panel decided is sent within 10 working days of the panel meeting. 
The customer will be invited to the panel meeting and an information pack will be sent to them, whether they attend the meeting or not.
If the customer is still not happy with how we have dealt with the complaint they can contact the Housing Ombudsman who will investigate the complaint and how we handled it.

The implementation of this policy is detailed in our complaints procedure, which is a separate document.   The different stages of the complaints process have been attached.  
2.7
How will informal complaints be dealt with? 

Some expressions of dissatisfaction made can be resolved there and then. Examples, include where a repair hasn’t been completed within the target date.  The customer will simply want their problem to be sorted out as soon as possible without using the formal complaints policy.  These types of problems will be classed as informal complaints and will normally be those that can be acted on and where possible resolved without the need of a detailed investigation.  Informal complaints will be monitored for service improvements, but they will not be recorded as a formal complaint.
3.0
OBJECTIVES
3.1
The key objectives of the complaints policy 
· A consistent approach is given so all customers receive a high quality service and a structured response;
· Complaints are dealt with as quickly as possible and within the timescales published (3 working days to send an acknowledgement letter and 10 working days to send a full response);
· We actively use complaints in a positive way to help improve the services we provide. This could include changes to existing working practices, policies or procedures to avoid similar complaints arising; 
· Complaints are easily accessible, well published, easy to use and that the support is provided to help customers through the process;
· The customer is kept fully informed of progress in writing (or in an alternative format upon request);
· Spire Homes ensures sufficient resources to deal with complaints and staff are fully trained in the procedures and operate them properly;
· All complaints are logged,  monitored and data recorded to enable regular reporting;
· Complaints are kept confidential and the customer is treated fairly throughout the process. It will not have an impact on the service that the customer receives; 
· Information on performance against targets is published annually to all tenants;
· Training is provided to all staff on the complaints policy and the importance of using complaints to help improve services;
· All customers are treated equally and fairly in line with our equality and diversity policy; 
· Use customer feedback to improve the complaints process; and
· To meet the British Standard ISO:10002 2004 guiding principles for good practice.
4.0
REGULATORY FRAMEWORK 

4.1
Section 2 of the Code requires housing associations to comply with all statutory requirements. It also requires them to maintain the good reputation of the sector, foster positive relations with stakeholders and conduct business accessibly and transparently. This is all relevant in terms of managing and handling complaints and appeals.

4.2
In addition, the Housing Act 1996, Section 51 and Schedule 2, states that all registered social landlords have a duty to become members of any Ombudsman scheme approved by the Secretary of State.

5.0    TRAINING 

5.1
Complaints training will also be delivered to all staff across Spire Homes to ensure staff are aware of and understand how the complaints procedure works and embrace the culture of taking responsibility for resolving problems. The complaints policy will also be part of the staff induction process.   
6.0
COMPENSATION 
6.1
As a gesture of goodwill we have the discretion to offer an appropriate gift following a complaint such as a high-street voucher or flowers for any inconvenience caused. We will also offer a thank you gift to any customers where we have learnt lessons and used their feedback to improve the service. 

6.2
Customers are eligible for compensation in certain circumstances.  We will consider the payment of financial compensation to customers in any of these circumstances:
· specific financial losses have incurred through the event giving rise to the complaint and  where it is clear we had contributed to financial losses;
· a tenant has lived in poor conditions for longer than reasonable due to our avoidable delay in responding in a timely manner; and 
· the complainant has spent an unreasonable and significant amount of time pursuing the matter and exceptional worry, distress or inconvenience have been caused by the event due to our failure to respond within the terms of this policy. 
6.3
Where specific financial losses have occurred, evidence of financial loss will be requested.  If the loss constitutes an insurance claim, whether it is Spire Homes insurers or an organisation working with us (for example a contractor) then the case will be referred to the insurer and the complainant will be notified accordingly.

6.4
If repairs have not been completed within the target timescale, compensation will be given under the ‘Right to Repair’ scheme set out in our repair policy.
6.5
Our compensation policy gives further details of our compensation process. This is 
available upon request. 

7.0
EQUALITY AND DIVERSITY

7.1
It is essential to recognise that customers of all races, ages, religions, gender, sexual orientation and disability should be treated equally and fairly.   We will ensure that the complaints policy will not discriminate against any person or other organisation in line with our equality and diversity policy.  Equality and diversity training is mandatory for all staff.
7.2
Any customer who receives a service from us or have made contact and are dissatisfied with the service they have received or action that has been taken can use the complaint process. If someone makes a complaint against us it will not affect the way we deliver our services to them in the future.
7.3
Family members, health workers, local councillors or other advocates are permitted to make a complaint on behalf of the complainant.   We can provide contact details of any advocacy and support organisations. Staff can also support any customer who they feel needs additional support to use the complaints process.  This includes helping customers to complete forms, write letters or visiting them or contacting them by telephone to log the complaints for them.
7.4
The complaints process has been made as accessible as possible, including in person, by telephone, letter, fax, e-mail, text or by completing a form on-line.  Our complaints form asks customers to tell us their gender, age, ethnic origin and disability to monitor any trends.   

7.5
The complaints policy and complaint leaflets are available in different formats upon request (such as large print, Braille, on audio-tape or in a different language).  We will also provide help and assistance through our interpretation service (Language Line) for any customer who would like to make a complaint face-to-face or over the telephone. We will also respond to complaints in other formats upon request.
8.0
CONSULTATION 

8.1
We will ask for customer feedback on the complaints process and ask for suggestions via a postal survey to those customers who have reported a formal complaint.   We will consult users of the complaints process and residents to assess the effectiveness of this policy on an annual basis.
9.0
MONITORING AND REVIEW 

9.1
Performance on the management of complaints is reported to the:
· Head of Customer Services on a monthly basis (including the number of complaints received, % responded to within the timescale and survey response rate)
· Board of Management on a quarterly basis (including the number of complaints received and % responded to within the timescale, including customer satisfaction) 

· Housing Services Committee on a quarterly basis (including the number of complaints, the type of complaints, the profile of the complainant and the action taken/lessons learnt).
· All tenants on an annual basis (including the number and type of complaints and % responded to within the timescale) 

9.2
All complainants will be asked to complete a satisfaction survey asking for their views on the complaints process and suggestions to improve the complaints service (target of 75% response rate).  We will do this by telephone and if then by post if there is no success. 
9.3
The effectiveness of this complaints procedure will be audited by our Resident Inspectors who will carry out spot checks to monitor the complaints procedure. Our Tenant Performance Scrutiny Group will also challenge our quarterly complaints report and analysing lessons learnt

9.4
Complaints will be discussed at team meetings and contractor meetings to analyse trends and what lessons can be learnt
9.5
The complaints policy, procedure, standard letters and complaint leaflet will be reviewed annually to ensure its effectiveness.  The review process will involve detailed consultation with staff and customers and relevant organisations.  An equality impact assessment will also be undertaken and a review of good practice against other complaint policies. 
10.0
RESPONSIBILITY

10.1
The Head of Customer Services along with the Management Team is responsible for the implementation of this policy.  
10.2
It is the responsibility of all Spire Homes staff to ensure that their work is carried out in line with this complaints policy and complaint procedure. 
10.3
The Head of Service dealing with the complaint will approve payments of compensation in relation to complaints in accordance with our compensation policy.  

Summary of key stages in Complaints Procedure

	Stage 1

Complaint logged


	
	Complaint acknowledged within 3 working days .

Customer advised of response date (10 working days) and the Team Leader who will be dealing with their complaint. 
	
	The Team Leader will contact the customer to discuss the complaint in more detail.  A full response will be sent within 10 working days of receipt  
	
	Telephone survey is completed within 10 working days of the full response (follow up postal survey if no response)


	If customer is

dis-satisfied with the Stage 1 response they have 10 working days to respond from the date of the stage 1 letter 



	Stage 2

Complaint

passed to Head of Service

	
	A meeting is arranged with the customer by the Head of Service to discuss the complaint.  Within 3 working days of stage 2 notification an acknowledgement is sent.   
	
	Response letter sent from the Head of Service within 15 working days from the receipt of the stage 2 notification   
	
	Telephone survey carried out within 10 working days of the stage 2 letter (follow up postal survey is no response) 


	If customer is

dissatisfied with the Stage 2 response they have 10 working days to respond from the date of the stage 2 response letter 



	Stage 3

Appeal

Pass to Director
	
	Acknowledgement sent within 3 working days of receipt.  Appeal information pack is produced and distributed and customer is invited to panel
	
	Appeals panel meets within 15 working days of appeal received
	
	Response from appeals panel sent within 10 working days of the panel meeting



	Ombudsman


LEARNING FROM COMPLAINTS
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(3) Complaints discussed monthly at contract meetings 


(CS Team Leader) 








(2) Complaint report discussed at team meetings (Team Leaders) 





(5) ‘You said we did’ update (newsletter, website)


Head of Customer Service  





(4) Quarterly complaints report presented to HSC (Head of CS) 





(6) Resident Inspectors spot check complaints every 2 months (Head of CS





(7) Lesson learnt fed into SIP, service and policy reviews (Head of Services) 





(1) Management Team receive quarterly complaint report (Head of CS)
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