APPENDIX 1 -  CONTOUR GROUP BOARD  REPORT 
COMPLAINTS POLICY FRAMEWORK 

1. POLICY OBJECTIVES 

Contour Housing Group is committed to providing high quality services to its customers and potential customers .It recognises that a positive approach to complaints and learning from feedback is essential to good customer care.

Contour Housing Group takes all complaints seriously and values customer feedback.  The Group is committed to learning from complaints received and to making changes to policies and procedures to prevent similar complaints recurring.

The Policy sets out a common framework across the Group for responding to complaints, comments and feedback , monitoring performance and learning from complaints

Our Customer Charter will set out how we will proactively manage our relationship with our customers.

2.  REGULATORY FRAMEWORK 

Housing Associations must comply with legislation and the Housing Corporation

Regulatory Code:

· Housing Act 1996, Section 51 and Schedule 2, which makes it a duty for all Registered Housing associations to be members of any approved Ombudsman Schemes 

· Housing Corporation Regulatory Code, Section 2, which requires Housing Associations to comply with all statutory requirements, maintains a good reputation and conducts its business accessibly and transparently.

3. AIMS THE COMPLAINTS POLICY

3.1 The policy aims to:

· Provide opportunities to receive and use feedback
· Make it easy for people exercise their right to complain when they are dissatisfied
· Ensure all complaints are dealt with quickly and consistently
· Improve services
· Value complaints as opportunities to learn

· Ensure that principles of equal access to services and respecting the diversity of our customers are applied 
· Turn dissatisfied customers into satisfied customers
4. SCOPE OF THE COMPLAINTS POLICY 
This policy applies to complaints made by customers of Contour Housing Group and its subsidiaries.
4.1 Definition of a complaint

A complaint is an expression of dissatisfaction, however made, about organisation’s actions, lack of action, or about the standard of a service.  

This may be whether the action was taken directly by the service, or by somebody else on its behalf.

4.2 Application of the policy 
The following types of complaint are covered by the complaints policy:

· a failure to provide a service in accordance with our policies 
· an unsatisfactory level or quality of service

· delays in providing or completing a service

· a failure to provide information or a failure to give correct information

· complaints about the behaviour or attitude of a member of staff or contractors employed by the organisation

· complaints of bias, malice or unfair discrimination

4.3 Exclusions from the complaints policy
The complaints policy does not apply to the following types of complaint:

· Requests for a service – e.g. report of a repair or tenancy service 
· Report of an incident  - e.g. anti social behaviour 
· Complaints by internal services provided within the Group.

· Requests for information or for an explanation of policy or practice – this is a request for information
· Feedback on company policies.  Any feedback will be recorded for inclusion in the next review of the policy. 

· Complaints that have a statutory procedure or special appeals process – e.g. statutory Right to Repair Regulations, Disrepair claims, Right to Compensation for Improvements, Leasehold Valuation Tribunal matters. However, the complaints procedure will apply to any part of the complaint that cannot be dealt with under the special procedure - e.g. complaints about the conduct of a member of staff dealing with the procedure 
· Complaints concerning employment or recruitment processes

· Complaints of which the complainant has been aware for 6 months or longer before the initial complaint is made, unless there are good reasons for the delay.  Examples of good reason would be previous incapacity of the complainant. When the organisation receives a complaint of this nature, the complainant should always be asked to explain the reason for the delay before a decision is taken whether the policy applies. 
· Anonymous complaints will be investigated where there is serious concern. e.g. relating to fraud or other criminal activity provided there is sufficient information to investigate, however outcomes may be limited unless it is possible to substantiate the allegation without access to the complainant.  Where necessary complainants details may be kept confidential, if this is necessary to complete the investigation.

· Personal injury claims where these have been referred to insurers or solicitors.  The customer should be advised if this is the case, and who is dealing with the matter.

· Persistent or repeated complaints where the complaints procedure has been exhausted. Where appropriate, mediation or dispute resolution may be offered for persistent complaints against the organisation that cannot be resolved to the customers satisfaction, e.g. in leasehold management issues.
5.  COMPLAINT PROCEDURE FRAMEWORK 
5.1  
The Complaints Procedure Framework 
The complaints procedure has three stages and aims to complete within 8 weeks overall in line with Housing Corporation Guidance.
An accompanying Procedures Document sets out responsibilities for the stages in the framework 

Stage 1
Initial service failure or expressed dissatisfaction.  This aims to be resolved immediately by front line staff, or within 10 working days by the service area responsible if investigation is required.               

Stage 2
If the customer’s initial complaint has not been resolved, this will be investigated by the service area responsible and a reply made within 10 working days.
Stage 3     
If the customer is still dissatisfied, they may make an Appeal. This will be investigated by a senior manager not previously involved in the matter, and will be determined by a Independent Appeal Panel. Appellants will have the right to make representations in person or in writing. The Panel will be convened and a reply will be made within 20 working days setting out the reasons for the panel decision. 
The relevant Board will be informed of the outcome of the Appeal.
5.2  
Ombudsman:  If the customer is still dissatisfied following Appeal they have the right to take the matter to the Independent Housing Ombudsman, and will be advised of this.  
At each stage complainants will be advised that they may take their complaint to the next stage.  Appellants will be provided with a copy of the Ombudsman’s complaints leaflet.
6. CLOSING COMPLAINTS 
6.1
Complaints will be closed on the system by the complaints co-ordinators in service area responsible. 

6.2
Customers will be sent a customer satisfaction questionnaire within a maximum of six months of closure of a complaint, as to how their complaint was dealt with and the results analysed by the Group and local Complaints Co-ordinators 
7.  LEARNING FROM COMPLAINTS 

7.1
Learning points from complaints, comments and compliments will be recorded on the system by the staff resolving the matter.  
7.2 
The incidence and outcome of complaints, comments and compliments will be reviewed within the organisation and reported quarterly to Resident Liaison Organisations. 
7.3
Results of analysis will be shared with Best Value working groups.  Any recommendations for policy changes will be referred to the relevant Boards for their consideration. Service improvements will be effected by the Service Managers and publicised to residents.

8. REPORTING PERFORMANCE 
8.1
Local and Group Performance reports for service areas will be compiled by Complaints Co-ordinators .
8.2
Complaints performance will be reported quarterly to Group and Subsidiary Boards and Resident Liaison organisations as part of the Groups performance management and continuous improvement framework.

8.2
A summary will be included in annual reports in line with good practice. 

9.  MONITORING AND REVIEW 
The policy will be monitored by the Group Complaints Coordinator, in conjunction with local Coordinators.
The Policy will reviewed every 3 Years and on any significant change in the organisation.

10. STAFF RESPONSIBILITIES 
Staff responsibilities are set out in the procedures supporting this policy.

All staff should take ownership of complaints on first receipt, and not refer on unnecessarily. Complaints need not escalate if the staff are able to deal with these, have clear procedures and are empowered to resolve customer problems.

11.  OMBUDSMAN DETERMINATIONS 
11.1 Where a customer is dissatisfied with the outcome of their Appeal, they may appeal to the Independent Housing Ombudsman.  Membership of this  Scheme is compulsory for registered Housing Associations and recommended for any non registered affiliated companies. 
11.2 Ombudsman appeals normally occur only when internal procedures are exhausted, although the IHO has the discretion to take on a complaint if there is reason to believe the association is causing unnecessary delay in handling it.
11.3 Investigations will be co-ordinated by the Group Complaints Co-ordinator who will refer them for investigation by a Senior Manager not previously involved in the case.
11.4 Results of any Ombudsman recommendations will be actioned by the Association and s summary of any determinations published in the relevant Annual Report .

11.5 The address of the Ombudsman Is:

Housing Ombudsman Service

81 Aldwych

London

WC2B 4HN

0845 7125 973

info@housing-ombudsman.org.uk
www.housing-ombudsman.ork.uk
15.  DOCUMENT CONTROL 
The Policy will be retained on Group intranet and document control systems following approval by Group and Subsidiary Boards.

16.  ASSOCIATED DOCUMENTS
Associated documents with this Policy :

· Complaints Procedures and Staff Responsibilities Document January 2008 
· Customer Charter  
· Compensation Policy 

· Improvements to Tenants Property  - Local Policies 
· Tenants Right to Repair Regulations Procedures 
· Tenants Right to Compensation for Improvements Procedures 
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