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1. PURPOSE OF POLICY 

1.1 This Policy sets out the Trust's approach to resolving tenant complaints effectively. We will always do our best to put things right. If this is not possible, we will try to find an acceptable and fair solution.

1.2 Our aim is to: 
· Be fair, treat people equitably and follow a transparent process 
· Put things right 
· Learn from our mistakes
· Remedy a complaint without need for escalation, where possible

1.3 This policy ensures that the Trust complies with legal requirements, regulations and best practice guidance (including the Housing Ombudsman Complaint Handling Code).

1.4 This policy will ensure all complaints are promptly addressed, resolved and shared within the agreed timescales.

1.5 This policy will ensure lessons are learned and that the learning process improves service quality and delivery as part of our continuous improvement cycle.

This policy also complies with the needs of the Heat Network Regulations that require the Organisation to signpost all tenants reporting an unresolved heat-related complaint to the Citizens Advice Bureau for advice.  Should their complaint not be resolved to their satisfaction, they may also escalate this to the Energy Ombudsman 8 weeks after having raised it.

2. INTRODUCTION

2.1 The Trust aims to provide excellent customer service to all tenants. However, we recognise that we do not always get things right and may fail to meet tenants' expectations. When this happens, tenant feedback is so important, and we positively welcome tenants' complaints as they are crucial in helping us learn and continuously improve our services, and the Trust does not consider a high volume of complaints as negative.

2.2 The Trust takes complaints seriously and aims to put things right that have gone wrong. The Trust recognises the importance of learning from what went wrong so that the same issues and complaints do not occur again, and to remedy a complaint without need for escalation, where possible.

2.3 The Trust wants every tenant to feel comfortable raising concerns or complaints. It commits to actively listening to understand what has gone wrong and what is needed to fix it. 

2.4 The Trust will ensure that the complaints process is fair, transparent, and does not discriminate directly or indirectly. 

2.5 Complaints can be made directly by the tenant or on a tenant’s behalf with their permission, which aligns with data protection policies and legislation. We will only divulge information to a third party if it is directly relevant to the complaint for which the tenant has given their permission.

2.6 The Complainant will feel free to complain without fear of reprisal and will be treated with courtesy, respect and compassion throughout the process.

2.7 The Trust is keen to ensure the complaints process is accessible to all tenants, and if requested, the complaints policy can be made available in alternative formats. Where a tenant requires help to make a complaint, the Trust will ensure that appropriate assistance is provided. Where reasonable adjustments are made to ensure that a tenant can access the complaints process, a record of any disabilities the tenant has disclosed and reasonable adjustments agreed must be kept and reviewed regularly.

2.8 This policy applies to all services provided by Balkerne Gardens Trust, whether carried out directly by the Trust or on behalf of the Trust. 

2.9 This policy (which includes reference to the Housing Ombudsman Complaint Handling Code and contact details for the Ombudsman) is given to all new tenants, displayed on noticeboards in the Sheltered Housing premises and published on the Trust's website.

3. SCOPE

3.1 This policy is aimed at Balkerne Gardens Trust Sheltered Housing tenants.

3.2 This policy is not for members of staff or volunteers as the Trust has a Grievance policy they may use if they have a concern about their working/volunteering.

4. ROLES AND RESPONSIBILITIES

4.1 Directors
Directors are responsible for providing the framework for the Sheltered Housing Complaints Policy and Procedure and creating and maintaining an environment where complaints are treated seriously and resolved promptly. They will assess themes or trends to identify potential systemic issues, serious risks, or policies and procedures that require revision. They are also responsible for liaising with the Ombudsman where necessary and ensuring complaints are reported to the Trustees.
The Director of Operations or CEO will manage the complaint if the complaint concerns the manager.

4.2 Manager
The Manager is accountable for ensuring this Policy and Procedure are implemented fairly and consistently for all tenants and for effectively implementing this Policy when managing any complaints received.
The Manager is generally the main point of contact for the receipt, investigation and management of a complaint. However, this may be delegated to a senior staff member where appropriate.

4.3 Employees
All staff working in the Trust must be able to receive and manage a complaint sensitively, and in a structured, and timely way. They must also ensure the swift escalation of the complaint to management.

5. DEFINITIONS

5.1 The Housing Ombudsman defines a service request as a request from a resident to the landlord requiring action to be taken to put something right. Service requests are not complaints but must be recorded, monitored and reviewed regularly.

5.2 The “complaint definition” in the Housing Ombudsman Complaint Handling Code is a statement of the Landlord’s understanding of the complaint and the outcomes the resident seeks.

5.3 A complaint is defined by the Housing Ombudsman as “an expression of dissatisfaction, however, made, about the standard of service, actions or lack of action by the organisation, its staff, or those acting on its behalf, affecting an individual resident or group of residents.”

Staff are trained to recognise the difference between an informal complaint (referred to in the Code as a ‘service request’), survey feedback and a formal complaint.  Staff are encouraged to take appropriate steps to resolve the issue for the person raising a concern as early as possible.

If you are letting us know about a service you have or have not received and it requires further investigation because you are not happy with the response, we will deal with this as a complaint. A complaint can relate to, but is not limited to: 
· Failure to follow the agreed policy or procedure. 
· Harassment, bias, or discrimination. 
· Services not provided within an acceptable timescale or to a satisfactory standard or have been reported but not dealt with to your satisfaction.
· Failure to carefully consider relevant matters when reaching a decision.
· The behaviour of a member of staff, board member or contractor. 
The following are NOT considered complaints and are not covered by this policy: 
· Matters, where legal proceedings have been commenced or indicated and dealing with the complaint, could interfere with the legal aspects of the case; however, issues included in the original complaint that are separate from any legal proceedings can be dealt with under this policy. 
· Cases regarding services not provided by or on behalf of Balkerne Gardens Trust.
· Matters previously considered under the complaints policy unless new information has been provided.
· Expressions of dissatisfaction received through a survey. 
· The issue giving rise to the complaint occurred over twelve months ago.

6. PROCEDURE

6.1 How to make a complaint

6.1.1 Any contact with the Trust can be considered a complaint, whether or not it is a request for an official complaint. Anyone accessing, using, or benefiting from our services can complain, and the Trust must accept the complaint unless there are valid reasons not to do so. Every complaint will be considered on its own merits, and if it is not accepted, the reasoning behind this must be evidenced, and an explanation must be given to the tenant (together with information on their right to appeal to the Ombudsman). A blanket approach to excluding complaints will not be taken and consideration of the individual circumstances of each complaint will be taken.

6.1.2 The Housing Ombudsman requires landlords to distinguish between complaints and service requests. Service requests must be recorded in the maintenance book and actioned within an appropriate timescale. The maintenance book must be monitored and reviewed regularly to ensure this happens.

6.1.3 The Housing Ombudsman Service encourages the early and local resolution of disputes between landlords and tenants. We recognise that many tenants may not wish to follow a formal process and want an issue resolved informally. If this does not resolve the problem, it does not affect a tenant’s right to raise a formal complaint. We will agree with the tenant if the complaint has been addressed informally. 

6.1.4 You can make a complaint by speaking to any member of staff or in the following ways: 
· Email us: admin@bgtrust.org
· Call us: 01206 543517(Monday-Friday, 9am-5pm)
· Write to us: Balkerne Gardens Trust, Parsley House, Colchester, CO1 1PR
Time limits
6.1.5 There is usually a twelve-month time limit from the event giving rise to the complaint to the date the complaint is registered. This is not intended to affect the tenant’s statutory rights but recognises that a considerable time lapse makes robust and meaningful investigation difficult. However, we will always endeavour to be reasonable, and more extended time limits may be applied, mainly where there is a safeguarding or health and safety issue. 
On receipt of a complaint
6.1.6 The complaints procedure listed below has two stages. At all stages, consideration will be given to the individual needs of the tenant (including whether they are vulnerable or at risk) and the best way to facilitate their complaint. 

6.1.7 Where a complaint response is handled by a third party (e.g. a contractor or independent adjudicator) at any stage, it must form part of the two stage complaints process set out in this Code. Residents must not be expected to go through two complaints processes.


6.1.8 The Trust is responsible for ensuring that any third parties handle complaints in line with the Code.  
Stage 1 – Investigation 
6.1.9 Staff must record all complaints, both formal and informal. We aim to acknowledge complaints within five working days of receipt, providing details of the complaint, what will be investigated, and by whom. We will be clear about which aspects of the complaint the Trust is and is not responsible for and clarify any areas where this is unclear. We will also ask for any additional information that may be required. The Sheltered Housing Manager or a Director will investigate Stage 1 complaints.  If the complaint concerns the CEO, then a board trustee will conduct the investigation.

6.1.10 A full record must be made of the complaint, including the original complaint and the date received, definition, all correspondence with the resident, correspondence with other parties, and any relevant supporting documentation such as reports or surveys, action taken, and the outcome reached. Where no action is taken, the reasons for this should be recorded.

6.1.11 A Complaint form (see appendix 1) must also be completed with the following information recorded:  date of the complaint, identification number of the complainant, the nature of the complaint, who has acknowledged the complaint, the date, the investigation that took place and how and when the complaint was resolved.  The forms should not include any identifying personal information about the complainant or member of staff, so anonymised numbers rather than names should be used when completing the form.

6.1.12 A tenant representative may make a complaint, but in such cases, the Manager should check that they have the individual's consent before releasing personal data.

6.1.13 Tenants can expect a decision within ten working days of acknowledging the complaint. If this is not possible, the tenant must be provided with contact details for the Ombudsman and we will give an explanation and a date by which the stage one response should be received. The Trust will agree suitable intervals for keeping the tenant informed about their complaint, and this should not exceed a further ten working days without good reason. Reasons for delays may include, for example: 
· a delay by a third party, over which we have no control, in providing information 
· requiring further time to undertake interviews 
· We may need longer to gather all the required information to properly investigate a long-standing or complex case. Whether an extension is required will be assessed on a case-by-case basis, and tenants will be informed promptly with appropriate updates. 

6.1.14 Any member of staff against whom a complaint has been made must be kept informed of the status of the complaint and its investigation.

6.1.15 The manager should thoroughly investigate the complaint and review it with the Directors and CEO. *In the event of a complaint involving the CEO, the Board of Trustees will undertake these tasks.  

6.1.16 If the investigation includes a meeting with the tenant, the tenant has the right to be represented or accompanied.

6.1.17 The Trust will confirm the following in writing to the tenant after stage 1 in clear, accessible language:
· The complaint stage 
· The complaint definition
· The decision on the complaint (including all points raised in the complaint definition)
· The reasons for any decisions made
· The details of any remedy offered to put things right
· Details of any outstanding actions; and
· Details of how to escalate the matter to stage 2 if the tenant is not satisfied with the response
· A full apology should be included if this is appropriate, as well as details of the action we have taken to ensure that the circumstances of the complaint are not repeated.  

6.1.18 If a tenant raises additional complaints during the investigation, these must be incorporated into the Stage 1 response if it has not been issued. Where the Stage 1 response has been issued, and the new issues are unrelated to those already being investigated or would unreasonably delay the response, the latest issues must be logged as a new complaint.

6.1.19 Anonymous complaints will be investigated if sufficient detail has been provided. If they can be verified, appropriate action will be taken, and a record will be maintained.

6.1.20 All recorded complaints will be brought to the attention of the Directors/CEO, who will ensure that the Trustees know the nature of the complaint, the investigation, and the action taken to ensure the complaint has been dealt with.
Stage 2 - Appeal

6.1.21 If the tenant feels their complaint has not been satisfactorily resolved at Stage 1, they can appeal the decision and escalate it to Stage 2. 

6.1.22 Tenants can escalate the complaint up to eight weeks from the date of the Stage 1 decision. 

6.1.23 We aim to acknowledge Stage 2 complaints within five working days of receipt with details of the complaint, what will be investigated, and by whom. 

6.1.24 A member of the Senior Leadership Team will investigate Stage 2 complaints. This person must be different from the one who considered the Stage 1 investigation. They will review the Stage 1 investigation and any clarification or challenge the tenant provides. *If the original complaint is related to the CEO, then a different trustee from the one who considered the Stage 1 investigation will carry out the investigation.

6.1.25 Tenants can expect a response to Stage 2 complaints within 20 working days from our acknowledgement of the request to escalate. If this is not possible, we will provide an explanation and a date when the Stage 2 response will be received. This should not exceed a further ten working days without good reason. The complaint response must confirm the following in writing to the tenant after stage two in clear, plain language: 
· the complaint stage 
· the complaint definition 
· the decision on the complaint 
· the reasons for any decisions made 
· the details of any remedy offered to put things right 
· details of any outstanding actions 
· details of how to escalate the matter to the Housing Ombudsman Service if the resident remains dissatisfied 

6.1.26 Stage 2 is the Trust's final response.
Outcomes for Formal Complaints 
6.1.27 Complaint upheld: A complaint will be considered upheld when it is accepted that there has been a reasonable cause for dissatisfaction with the Trust. 

6.1.28 Complaint partially upheld: A complaint may be considered partially upheld when there is cause for dissatisfaction in some but not all aspects of the case. 

6.1.29 Complaint not upheld: A complaint will be considered not upheld if it is factually incorrect or vexatious or if there is no acceptance that there has been reasonable cause for dissatisfaction with the Trust. 
Putting things right

6.1.30 Where the complaints handling procedure identifies something has gone wrong, the Trust will acknowledge this and set out the actions it has already taken or intends to take to put things right.
This can include:
· Apologising
· Acknowledging where things have gone wrong
· Providing an explanation, assistance or reasons
· Taking action if there has been a delay
· Reconsidering or changing a decision 
· Amending a record or adding a correction or addendum
· Providing a financial remedy 
· Changing policies, procedures, or practices.

6.1.31 Where possible, the Trust will ensure that any remedy offered reflects the impact on the tenant resulting from the event or what went wrong without the need for escalation, where possible.
6.1.32 Any remedy offer must clearly set out what will happen and by when, in agreement with the resident where appropriate. Any remedy proposed must be followed through to completion.
6.1.33 The Trust will take account of the guidance issued by the Ombudsman when deciding on appropriate remedies.  
Vexatious or unreasonable complainants 
6.1.34 In some cases, excessive or unjustified contact from specific tenants may stop us from adequately considering their complaints or complaints from other tenants.

6.1.35 If the Trust considers someone’s behaviour unreasonable, we will explain why and ask them to change it. Unacceptable behaviour will be dealt with using the Trust’s Anti-Social Behaviour and/or Domestic Violence policy. Any restrictions placed on contact due to unacceptable behaviour must be proportionate and demonstrate regard for the provisions of the Equality Act 2010.

6.1.36 The Trust reserves the right to limit the tenant's contact with us in exceptional circumstances. If this decision is considered, we will tell the tenant in writing the reasons. Such action will only be taken with the approval of the Board of Trustees and will be reviewed by the Board. A review process will be set up for six months later, and the tenant will be notified of the outcome.
Local resolution and Ombudsman services 
6.1.37 If a tenant remains dissatisfied when the Trust’s complaints policy has been exhausted, then the tenant can refer the complaint directly to the relevant Ombudsman service in the following ways:

Phone: 0300 111 3000
Calls are recorded for training and monitoring purposes.
Monday, Tuesday, Wednesday, Friday 9am to 5pm
Thursday 9am to 3.30pm
Lines are closed for staff training every Thursday from 3.30pm to 5pm.

Live chat: Available via the ‘chat to us’ icon at the bottom right of the homepage screen (https://www.housing-ombudsman.org.uk/contact-us/) during the phone line opening hours.
Online: https://www.housing-ombudsman.org.uk/online-complaint-form/
Write to:
Housing Ombudsman Service
PO Box 1484
Unit D
Preston
PR2 0ET 
Self-assessment, reporting and compliance
6.1.38 The Trust produces an annual complaints performance and service improvement report for scrutiny and challenge, which includes:
· the annual self-assessment against this Code to ensure the complaint handling policy remains in line with the Code’s requirements
· a qualitative and quantitative analysis of the Trust’s complaint handling performance - this also includes a summary of the types of complaints the Trust has refused to accept
· any findings of non-compliance with this Code by the Ombudsman
· the service improvements made as a result of the learning from complaints
· any annual report about the Trust’s performance from the Ombudsman
· any other relevant reports or publications produced by the Ombudsman about the work of the Trust.

6.1.39 The annual complaints performance and service improvement report must be reported to the Housing Ombudsman and published on the section of its website relating to complaints. The Trustees’ response to the report must be published alongside this.

6.10.3  The Energy Ombudsman Service
Tenants of Papillon and Alice Twyman Houses must raise their complaint with their own energy supplier.
Parsley House tenants must raise their complaint with the Trust.
· If, after 8 weeks of having raised a complaint relating to the provision of heat in your home, you remain dissatisfied with the response received you may escalate your concerns to the Energy Ombudsman.  
· You can register your complaint to the Energy Ombudsman in the following ways: On their website – www.energyombudsman.org
· On the phone – Tel: 0330 440 1624
· By email to: enquiry@energyombudsman.org
· By letter to:
Energy Ombudsman
P.O. Box 966
Warrington
WA4 9DF
Scrutiny and Oversight

6.1.40 The CEO is responsible for complaints to support a positive complaint-handling culture. 

6.1.41 The CEO ensures the board of trustees receives regular complaints information that provides insight into the Trust’s complaint-handling performance (see below for details). 

7. TRAINING AND AWARENESS

7.1 All employees have access to all the Trust’s Policies and Procedures in digital form via the tablet kept for staff use and this Sheltered Housing Complaints Policy and Procedure is included there.

7.2 The Complaints Policy and Procedure are referenced during the Care Certificate course, which is mandatory for all care staff. Staff training covers the importance of complaints and how to respond to them.

8. MONITORING

8.1 The Manager is responsible for monitoring any concerns raised about the response to complaints and taking the required action to remedy these concerns and non-adherence to this Policy and Procedure. 

8.2 The Senior Leadership Team completes a trend analysis of complaints, which is shared with the Board of Trustees. This information provides an overview of the Trust’s performance as a landlord. Using this data, the Senior Leadership Team compiles an annual report for the Board, summarising the number and nature of complaints made during the preceding twelve months and includes an action plan outlining the actions we have taken or plan to take to improve our services. 

9. EQUALITY IMPACT ASSESSMENT (EIA)

9.1 The EIA screening tool has been completed on this policy and procedure.  The outcome indicates that it is not likely to impact the Trust’s duties under its equalities schemes, and a full EIA is not required.
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Sheltered Housing Complaints Form

	Date of Complaint:
	

	Complainants ID:
	

	Complaint acknowledged by:
	

	Brief Description of Complaint: 
	

	Date Complaint acknowledged in writing:
	

	Complaint Investigated by?
	

	Copy of Complaints Procedure provided?
	

	Date Investigation Commenced:
	

	Investigation details:
	

	Date Investigation Concluded: 
	

	Is the Trust responsible for all aspects of the investigation, Y/N?
If no, provide further details. 
	

	Actions taken /Resolution details:
	

	Response to complainant provided within 10 working days, Y/N?
If no provide further details.
	

	Is the Complainant satisfied with outcome?
	

	If not satisfied agreed next steps  
	

	Lessons Learnt shared with the staff team 
	

	Date Complaint Closed
	

	Has complaint been logged on SH Report Log?
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