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1. Introduction
This policy covers Prestwich and North Western Housing Association’s approach to dealing with complaints, comments, compliments, and suggestions.
2. Purpose
We want you to be happy with the service and learn from your feedback.  
It is our objective in relation to complaint handling for all relevant employees to: 
· have a collaborative and co-operative approach towards resolving complaints, working with colleagues across teams and departments.
· take collective responsibility for any shortfalls identified through complaints, rather than blaming others; and 
· act within the professional standards for engaging with complaints as set by any relevant professional body.
We will:
· Listen to your feedback.
· Deal with dissatisfaction efficiently and effectively
· Keep you up to date with progress.
· Be honest and transparent about the process.
· Pass on your comments and suggestions to the Chief Executive so they can be considered.
· Share your compliments across the team so we can recognise good customer service.
· Ensure that each complainant will be handled with sensitivity and the person making the compliment will be informed of the process of the complaint procedure.
We will not:
· Treat you differently just because you have made a complaint.




3. Scope
This policy covers:
· Expressions of dissatisfaction (complaints) A complaints is defined as 

An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual resident or group of residents.
· Compliments
· Comments or Suggestions

These might be about the quality of service you received, how the service was delivered or how you were dealt with.  It is important to make clear that you do not have to use the word complaint in order for us to treat your dissatisfaction under this policy.

4. Policy

4.1 How to contact us.

Write or visit us at 24 Rectory Green, Prestwich, M25 1BQ.

Telephone:  0161 773 5219 between 9.00am and 5.00 PM Monday to Friday.

Email : info@pnwha.org.uk

Alternatively, you can speak to any member of our team whilst they are out and about in your neighbourhood.

If you require support or help to make a complaint you can ask a friend or family member to act on your behalf.  If you are using an advocate you will need to give us permission, in writing, to speak to them about your complaint. 

Prestwich and North Western do not make use of social media to communicate with residents, however if these are introduced in the future this policy will be amended to make it clear complaints can also be made over relevant social media channels. 

4.2 Complaints.  What happens Next?

4.2.1 Definition

Prestwich and North Western Housing Association will define a complaint as:

An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual resident or group of residents.



4.2.2 Time Limits

We ask that you contact us with feedback within 12 months of the incident occurring to allow us to deal with the matter as soon as possible.  In certain circumstances we will exercise discretion and allow complaints the date back further than 12 months.

4.2.3 Reasons to Refuse a Complaint

We are unable to accept and can refuse to escalate your complaint if:

· It relates to a first-time service request.
· A service request is a request from a resident to the landlord requiring action to be taken to put something right.  For example, reporting that your heating is not working.  Service requests are not complaints but will be recorded, monitored and reviewed regularly. 
· Legal proceedings are pending or have started, or where there is a legal solution.
· It relates to an issue that has occurred due to an Act of God e.g., high winds.
· It is considered the demands are aggressive or unreasonably persistent.
· It is about the actions of an organisation that is not working for or supported by Prestwich and North Western Housing Association.

Whilst we may not treat these issues as a complaint under our Customer Feedback Policy, we are committed to dealing with them in the appropriate manner.  We will ensure a detailed explanation will be provided setting out the reason why the matter is not suitable for our Customer Feedback process whit also explaining what action we can or have taken.

Please note you are able to refer this matter to the Housing Ombudsman to have our decision not to accept your complaint considered by them.   If the Housing Ombudsman does not agree that the exclusion has been fairly applied, they can instruct Prestwich and North Western to take on the complaint.

If you raise a complaint in respect of a service request that has not yet been completed, we will not stop in our efforts to resolve the service request whilst the complaint is being investigated/resolved.

4.2.4 Two Stage Complaints Policy

Our complaints process consists of two possible stages.

4.2.5 - Stage 1:

We will acknowledge receipt of your feedback in 5 working days.  In this letter we will give details of the Housing Ombudsman Service and explain that residents have the right of access to the Housing Ombudsman throughout their complaint, not only when the complaints policy is exhausted.  The letter of acknowledgement will include a summary of our understanding of the complaint. 

We will aim to provide you with a response in 10 working days.

If we need more time, we will contact you to explain why and tell you how much more time we think we will need.  We intend to be able to offer you a full response by not exceeding a further 10 working days.

If any aspect of your complaint is unclear, we will check with you for clarification.

Complaints will be handled by the following officers:

· Repairs and Maintenance:  Repairs Officer.
· Housing and Estate Management.  Housing Officer
· Rent/Finance. Finance Officer

Complaints will always be handled in an impartial manner and if a complaint is made about a specific officer they will not be involved in the investigation. 

We will always respond when the answer to the complaint is known and not wait until outstanding actions to resolve the issue take place.   Our response will cover all aspects of the complaint.  

If the complaint is about the CEO the Stage1 will be conducted by the Member Responsible for Complaints. 

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

Our aim is to resolve your complaint at Stage 1.  If we have not heard from you within 28 days of your stage 1 response letter, we will presume the complaint is closed.  If we hear from you within 28 days that you are not satisfied, we will review your comments at Stage 2. 

4.2.6 - Stage 2:  

If you are not satisfied with the response you have received, then you can ask us for this to be reviewed.  This will be carried out by The Chief Executive or if the complaint is about the Chief Executive by the Chair of the Board.   Stage 2 complaints will be investigated and responded to in a fair and appropriate manner.  As with your original complaint we will acknowledge receipt within 5 working days.   The letter of acknowledgement will include a summary of our understanding of the complaint.  We will aim to provide a response in 20 working days.  

If the Chief Executive is away at the time of the complaint and is not due to return until after the deadline for response the complaint will be referred to the Chair of the Board to consider. 

If we need more time, we will contact you to explain why and tell you how much more time we think we will need.  We intend to be able to offer you a full response by not exceeding a further 20 working days.

We will always respond when the answer to the complaint is known and not wait until outstanding actions to resolve the issue take place.   Our response will cover all aspects of the complaint.  



4.2.7 If you still remain dissatisfied

If you are a tenant or a leaseholder and still remain dissatisfied, you can contact the Housing Ombudsman Service once the Stage 2 process has completed.

Write:  	Housing Ombudsman Service
	PO Box 152
	L33 7WQ

Call 0300 111 3000

Email: info@housing-ombudsman.org.uk

Website: www.housing-ombudsman.org.uk

4.3 Surveys 
If we conduct any survey of our residents, we will always include information about how you can raise a complaint. 
4.4 Compliments, comments or suggestions

All your compliments, comments or suggestions are discussed in our team meetings.  Compliments form part of individual team member appraisals.   Your comments and suggestions are used to improve our processes and service delivery.

4.5 Compensation and redress

Sometimes our customers ask for compensation when things go wrong.  We have a separate policy that explains how we deal with compensation and redress which is on our website.

4.6 We can learn from you.
We will listen to you and use your experience of your services to improve them by:
· Feeding back learning to the staff team.
· Reporting performance to our Board.
· Feeding back to you on how we have listened and improved services through your comments, suggestions and learning from complaints.
In addition, we will conduct a closure survey on every complaint In order that we can learn and improve in the way we handle complaints and encourage staff to take a positive/learning approach to the complaints process.
5. Publicity
This policy will be publicised on our website and by display copies in our reception open 9.00 -5.00 Monday to Friday.  In addition, we will publicise complaints in 2 newsletters each year.  The newsletters will contain details of the Ombudsman and the Complaint handling code. 
The policy will be given at the point of tenancy agreements as part of the sign-up pack of standard information.  
A copy of the policy will be sent out with any complaint acknowledgement letter we send.
A copy of the policy will be displayed on the communal notice boards. 
 
6. Equality and Diversity
An equality analysis has been carried out in line with the Equality Act 2020 and this takes into account reasonable adjustments.
7. Responsibility
The responsibility for this policy falls under the Chief Executive Officer who will ensure this policy is successfully implemented.
8. GDPR
Any collection of personal date will be processed in line with the General data Protection Regulations and Data Protection Act 2018.  Any queries regarding this should be addressed to info@pnwha.org.uk
9. Related Policies

· Compensation and Redress

10. Monitoring, review and evaluation
Overall performance in relation to complaints will be reported to the Board on a quarterly basis.  
The policy will be reviewed every year or more often if there are significant changes to our organisation, legislation or guidance.
11. Policy/Strategy Approval
Approved by Prestwich and North Western Housing Association Board on 17th of June 2025.   













	


















