

A STEVENAGE HOUSING CO-OPERATIVE


 WISDEN HOUSING CO-OPERATIVE LTD

                   Registered Office: 1 Bader Close, 
Stevenage Herts SG1 5LA
Tel: 01438 722789
Email: wisdenhousing@hotmail.com
WHCL

[image: cricket-bat-ball-23338174][image: door-575966_960_720][image: cricket-bat-ball-23338174] 
  

Wisden Housing Co-operative Limited Complaints Policy
1. Introduction
Wisden Housing Co-operative Ltd is committed to providing high-quality services to residents. We welcome complaints and view them as an opportunity to put things right, improve services and learn from mistakes.
This policy complies with the Housing Ombudsman Complaint Handling Code and applies to all complaints received by the Co-operative or anyone acting on its behalf.
Residents will not be treated differently or disadvantaged because they have made a complaint.
The complaints policy is a 2 stage policy only, to ensure effective complaint handling and avoid delays with the ombudsman.
Where a complaint involves a contractor, managing agent or other third party acting on behalf of the Co-operative, the complaint will still be handled through this two-stage complaints process. Residents will not be required to pursue a separate complaints procedure.

2. What is a Complaint?
A complaint is:
An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the Co-operative, its committee members, contractors, managing agents or anyone acting on its behalf, affecting an individual resident or group of residents.
Residents do not need to use the word "complaint" for a matter to be treated as a complaint.
Complaints may be made directly by a resident or by a representative acting on their behalf, such as a family member, advocate, support worker, councillor or solicitor.
An expression of dissatisfaction made through a survey is not a complaint. For information on making a complaint please refer to section 4.

3. Service Requests
A service request is a request for the Co-operative to take action to put something right, such as reporting a repair.
Service requests are not complaints.
However, if a resident is dissatisfied with how a service request has been handled, this will be treated as a complaint.
Service requests will be recorded, monitored and followed through to completion.

4. Making a Complaint
Residents may make a complaint in any way that suits them, including:
· Telephone: 01438 722789
· Email: wisdenhousing@hotmail.com
· In writing
· In person
· Through a representative
Complaints may be made to any committee member, staff member or managing agent acting on behalf of the Co-operative.
Anyone receiving a complaint must ensure it is passed promptly to the Complaints Officer.

5. Accessibility and Equality
The Co-operative will ensure that all residents can access the complaints process.
We will comply with the Equality Act 2010 and make reasonable adjustments where required.
Examples may include:
· Providing documents in alternative formats.
· Using a representative or advocate.
· Providing additional support with communication.
· Allowing additional time where needed.
Residents can request reasonable adjustments at any stage of the complaints process.
Residents may also appoint a representative to act on their behalf or accompany them to any meeting.
The complaints policy will be:
· Published on the Co-operative website.
· Available from the office on request.
· Available in alternative formats where reasonably required.

6. Complaints Officer and Complaint Handling
The Co-operative will appoint a Complaints Officer responsible for:
· Managing complaints.
· Maintaining complaint records.
· Liaising with the Housing Ombudsman.
· Reporting complaints to the Committee.
· Promoting learning from complaints.
The Complaints Officer will have access to committee members, contractors, managing agents and relevant information needed to investigate complaints properly.
All committee members and relevant staff will receive appropriate training in complaint handling and the Housing Ombudsman Complaint Handling Code.
Complaint handling is considered a core service of the Co-operative.
Complaints involving contractors, managing agents or other third parties acting on behalf of Wisden Housing Co-operative Ltd will remain part of the Co-operative's two-stage complaints process. Residents will not be required to pursue a separate complaints procedure. The Co-operative remains responsible for ensuring such complaints are handled in accordance with this policy and the Housing Ombudsman Complaint Handling Code.
All employees and third parties are expected to take a collaborative approach to resolving complaints, take collective responsibility for any service failures identified, and act in line with relevant professional standards when handling complaints.
Where a response to a complaint will fall outside the timescales set out in this Code, Wisden must agree with the resident suitable intervals for keeping them informed about their complaint.

7. Complaints We May Not Accept
The Co-operative will normally accept complaints unless there is a valid reason not to do so.
A complaint may not be accepted where:
· The issue occurred more than 12 months ago unless there is good reason to investigate it.
· Legal proceedings have started.
· The matter has already been considered through the complaints process.
Where a complaint is not accepted, the resident will receive a written explanation setting out the reasons why the matter is not suitable for the complaints process and information about their right to contact the Housing Ombudsman. For contact details for the housing ombudsman refer to section 16.If the ombudsman do not agree with Wisdens decision, they may ask Widen to take back responsibility of the complaint. 

8. Principles of Complaint Handling
At every stage of the complaints process, the Co-operative will:
· Deal with complaints fairly and on their merits.
· Act independently and with an open mind.
· Give residents a fair opportunity to explain their concerns.
· Consider all relevant evidence.
· Avoid actual or perceived conflicts of interest.
· Respect confidentiality and data protection requirements.
Upon receipt of a complaint, Wisden Housing Co-operative Ltd will consider whether it can be resolved promptly or requires further investigation. In doing so, we will consider the complexity of the complaint and whether the resident may be vulnerable or at risk. Where appropriate, an explanation, apology or other resolution may be provided at Stage 1.
A full record will be maintained for every complaint, including:
· The complaint.
· Correspondence.
· Investigation notes.
· Evidence considered.
· Decisions made.
· Remedies offered.
· Actions taken.

9. Stage 1 Complaint
Acknowledgement
Stage 1 complaints will be acknowledged, defined and logged within 5 working days.
The acknowledgement will confirm:
· The complaint issues ("the complaint definition").
· The outcomes the resident is seeking.
· Any points requiring clarification.
· Any issues that fall outside the Co-operative's responsibility.
Investigation and Response
A full written response will normally be provided within 10 working days of acknowledgement.
Where an extension is necessary, the resident will be informed before the deadline expires.
Any extension will normally be no more than 10 additional working days unless there is a good reason.
If an extension is applied, Housing Ombudsman contact details will be provided.
If new issues are raised during a Stage 1 investigation, they will be included where relevant and the response has not been issued, otherwise they will be logged as a new complaint.
The Stage 1 response will include:
· The complaint stage.
· The complaint definition.
· The decision.
· Reasons for the decision.
· Any remedy offered.
· Any outstanding actions.
· How to escalate the complaint to Stage 2.
· Reference to policy/law/ good practice where possible
The response will be issued when the answer to the complaint is known, even if some agreed actions are still ongoing.

10. Stage 2 Complaint
If a resident remains dissatisfied, they may request a Stage 2 review.
Residents do not need to explain why they wish to escalate their complaint.
Wisden Housing Co-operative Ltd will not refuse a request to escalate a complaint to Stage 2 unless there is a valid reason to do so under Section 7 of this policy. Where a request is refused, the resident will be provided with a written explanation and details of their right to refer the matter to the Housing Ombudsman Service.
The person investigating the Stage 2 complaint will not have been involved in the Stage 1 decision.
Acknowledgement
Stage 2 complaints will be acknowledged, defined and logged within 5 working days.
Response
A final written response will normally be provided within 20 working days of acknowledgement.
Where an extension is necessary, the resident will be informed before the deadline expires.
Any extension will normally be no more than 20 additional working days unless there is a good reason.
If an extension is applied, Housing Ombudsman contact details will be provided.
The Stage 2 response will include:
· The complaint stage.
· The complaint definition.
· The decision.
· Reasons for the decision.
· Any remedy offered.
· Any outstanding actions.
· Information about the Housing Ombudsman Service.
· Reference to policy/law/ good practice where possible
Stage 2 is the Co-operative's final response and will be issued by the Chair of the Committee.

11. Putting Things Right
Where something has gone wrong, the Co-operative will acknowledge this and seek to put matters right.
Remedies may include:
· An apology.
· An explanation.
· Corrective action.
· Reconsideration of a decision.
· Amendment of records.
· Financial compensation where appropriate.
· Changes to policies, procedures or practices.
Wisden will take guidance from The Ombudsman when  deciding appropriate remedies. Any remedy offered will reflect the impact on the resident and will clearly explain:
· What action will be taken.
· Who is responsible.
· When it will be completed.
Any agreed actions will be monitored until completed.

12. Unreasonable Behaviour
The Co-operative recognises that residents may be upset when making a complaint.
However, where behaviour becomes unreasonable, abusive, threatening or excessively disruptive, the matter may be managed under the Co-operative's Unreasonable Behaviour Policy.
Any restrictions will:
· Be proportionate.
· Take account of Equality Act obligations.
· Be reviewed regularly.
· Never prevent access to the complaints process.

13. Learning and Improvement
The Co-operative will use complaints as an opportunity to improve services.
We will:
· Review complaint trends and themes.
· Identify recurring issues.
· Implement service improvements.
· Share learning with committee members, staff, contractors and residents where appropriate.
A high number of complaints will not automatically be viewed negatively and may indicate that residents are aware of and able to access the complaints process.

14. Scrutiny and Oversight
The Chair of the Co-operative will act as the senior lead responsible for complaint handling.
The Committee will appoint a Member Responsible for Complaints (MRC).
The senior lead and MRC will monitor:
· Complaint volumes.
· Complaint outcomes.
· Performance against response times.
· Learning from complaints.
· Housing Ombudsman decisions.
· Compliance with this policy and the Complaint Handling Code.

15. Annual Review and Reporting
The Co-operative will:
· Complete an annual self-assessment against the Housing Ombudsman Complaint Handling Code.
· Produce an Annual Complaints Performance and Service Improvement Report.
· Present the report to the Committee.
· Publish the report and self-assessment for residents.
Additional self-assessments may be completed following significant organisational changes or where required by the Housing Ombudsman.
This policy will be reviewed annually.
If Wisden cannot comply with the code due to exceptional circumstances we will inform The Ombudsman and the residents whom will be affected.

16. Housing Ombudsman Service
Residents can contact the Housing Ombudsman Service at any stage for advice and guidance via phone or the Contact Us page on their website for additional contact information. 
Telephone: 0300 111 3000 
Website: www.housing-ombudsman.org.uk
Address:
Housing Ombudsman Service
PO Box 1484
Unit D
Preston
PR2 0ET
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