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1.0 Policy Statement
Ashton Pioneer Homes values all forms of feedback from customers and stakeholders.  It believes that all complaints, compliments and comments should be treated in a positive way as it assists the organisation in its aim of continuous improvement.  Complaints in particular, should be viewed as a valuable source of information which enables Ashton Pioneer Homes to learn from mistakes and improve services.

Ashton Pioneer Homes will therefore actively promote the policy to ensure that any person that wishes to complain, comment or compliment services can do so in a way which is accessible and reassuring. 

Ashton Pioneer Homes is committed to ensuring fairness and equality with staff that operate with professionalism, integrity and openness. It is the aim of the organisation to ensure that policies and procedures do not disadvantage customers or stakeholders in accordance with our equality and diversity policy.

2.0 Complaints

All complainants should be made aware that their complaint can be dealt with informally or through the formal complaints procedure.  In all cases, the information will be passed to the Customer Services Team Leader and recorded on the complaints, compliments and comments database.
2.1
What is a Complaint?

A complaint is an expression of dissatisfaction by a customer or a stakeholder of the organisation.  This will usually be concerning something the complainant considers Ashton Pioneer Homes has done wrong or failed to do right or our standard of service is not satisfactory.  
Customers or stakeholders that are dissatisfied with a service provided by Ashton Pioneer Homes will be encouraged to inform the organisation through various mechanisms.  

2.2 Informal Complaints

Where possible, customers should be encouraged to register their dissatisfaction through Customer Services, Neighbourhood Services or their Housing Officer.  This can be done via a phone call, text message or a visit to the office.

Staff will endeavour to resolve the situation to the satisfaction of the customer informally by taking the necessary action where possible.  The customer however, should be informed that the complaint will be recorded as an informal complaint and the information will be passed to the Customer Services Team Leader for information on a pro-forma (please see Appendix 3). The Customer Services Team Leader will report to the Director of Housing Services each month, the details of each informal complaint and any action taken.

2.3 Formal Complaints

If the complaint cannot be resolved informally or the complainant wishes to register a formal complaint, then they should be encouraged to do so by putting their complaint in writing.  This can be done by the completion of a compliments, compliments, comments and complaint card ( “C” Card, see Appendix 2). The process can be viewed in diagrammatic form in Appendix 1.

In such cases the complainant should be encouraged to request what outcome they would like to see as a result of making the complaint. For example, an apology, a change in policy, a service to be provided differently or even monetary compensation. Staff will provide customers with a copy of the APH Complaints leaflet that gives guidance on how to make a complaint to APH or any other public organisation. Where necessary staff will also complete forms assist with letters of complaint.
All formal complaints should be addressed to the Customer Services Team Leader who will acknowledge and respond to all complaints.  All formal complaints should be acknowledged within 1 working day and a full written response completed within 5 working days. Where necessary, the Customer Services Team Leader will arrange for another manager to respond in full once the complaint has been investigated.  In all cases, the complainant should be advised at the end of any correspondence that they have the right to appeal.

2.4 Appeal

If the complainant is not satisfied with the response of the manager when dealing with their formal complaint, they have the right to appeal against the decision made.  Again, all appeals should be addressed to the Customer Services Team Leader who will acknowledge the correspondence and refer the appeal to the Director of Housing Services. The appeal will be heard by a member of the Senior Management Team who may wish to interview the complainant prior to making a decision. All Appeals must be completed within 10 working days from the receipt of the appeal. In all cases, the complainant should be advised at the end of any correspondence that they have the right to request a review by a sub group of the Board.
2.5 Review by Board

If a complainant wishes to have their case reviewed by the Board then this should be requested in writing to the Chief Executive within 15 working days of the appeal decision. The review will be carried out by the Chief Executive and two Board members nominated by the Chair of the Board.
Following the review the complainant should be advised that Ashton Pioneer Homes complaints procedure is now complete. They should also be told that they could appeal to the Independent Housing Ombudsman. The complainant should be given the following address to contact the Ombudsman.

Independent Housing Ombudsman

Norman House

105 – 109 Strand

London

WC2R 0AA 
3.0 Comments and compliments
Customers should be encouraged to give feedback on the service we provide at every opportunity. The process of making a complaint, compliment or comment should be simple and accessible. The introduction of “C” cards at specific and strategic points in APH communal areas and included in some mailings. This will hopefully encourage customers to make comments on the service with suggestions for improvement. It will hopefully motivate customers to make compliments where they feel the service is good and if they feel the service is not satisfactory it will make the process of making a complaint easier. 
See Appendix 2.
3.1 Comments

Ashton Pioneer Homes welcomes constructive feedback on the service it provides. The “C” card will hopefully encourage customers to provide that feedback in a way that will operate similar to a suggestion box. All comments will be noted, recorded and acknowledged by the Customer Services Team Leader. All comments will be reported to and reviewed by the Director of Housing Services on a Monthly basis.
3.2 Compliments
Whilst Ashton Pioneer Homes is keen to promote customer reporting on areas where our services isn’t reaching the usual high standards, it also wants to learn about areas of service that work well. Staff and managers need to know when things are working well. The “C” card will hopefully encourage customers to provide positive feedback as this will help the organisation learn more about what our customers appreciate to build on our success.

4.0 Compensation
In certain cases the complainant may feel that monetary compensation is necessary because they have suffered financial loss. Any decisions on compensation will be made by the Senior Management Team based on an assessment of each case and a recommendation from a manager.
5.0 Vexatious Complaints

There may be some instances where staff believe a complainant to be making vexatious complaints. In these circumstances a report must be sent to the Chief Executive who will make a decision whether the complaints procedure needs to be followed. In all such cases the Chief Executive will write to the complainant explaining why on this occasion the complaint is not being investigated via the Ashton Pioneer Homes Compliments, Comments and Complaints Policy.

6.0 Equality and Diversity
In order to promote feedback in what ever form it comes Ashton Pioneer homes must make it as easy as possible for people to provide that feedback. The C Card will be available in all communal areas and will also be sent out as part of normal mailing initiatives. 

The C Card will also be made available in community languages as will the supporting literature that promotes the Policy. It will be made clear that documents will be translated on request but also written information received can be translated if a customer wishes to complete the form using their first language if it is more convenient to do so.

Staff will endeavour to provide assistance in completing any forms or documentation and this can be provided in a private interview room should the customer wish it.
7.0 Reports to Board
The Board will continue to receive quarterly reports on all customer complaints, compliments and comments. The report will also contain information regarding all formal and informal complaints highlighting any trends that may occur together with corrective action taken.
