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Ekaya Housing Association

Complaints Policy 
1. Introduction 

1.1. Ekaya Housing Association aims to provide a high quality service. We recognise, however, that there may be occasions when we get things wrong or service users are unhappy about some aspect of our service. 

1.2. This Complaints Policy sets out different stages a complaint is to go through, the timescales involved and who should be involved in handling the complaint.

1.3. A complaint is defined as “an expression of dissatisfaction made about the standard or quality of service, action or lack of action by Ekaya Housing Association or its staff affecting an individual or a group of individuals in receipt of the service provided by Ekaya.” 
1.4. The policy seeks to create a positive approach to complaints.  Complaints are valued as a means to continuously review and improve the services offered by the Association. 

2. Key Principals

2.1. Ekaya’s Complaints Policy is based upon 4 key principles:

· It will be responsive: We will offer those who complain a clear response to their complaint.  Responses will be provided within clearly defined timescales.

· It will seek to improve service delivery: It will give us a second chance to achieve customer satisfaction, prevent recurrence and thus help shape improvements in service delivery.

· It will be easy to access and be well publicised: Ekaya will accept complaints in person, by telephone, by letter or email.   The complaints policy and procedure will be made available at head office and on Ekaya’s website.

· It will be well managed: Our complaints management will aim to be objective and fair and to resolve problems as soon as possible in a manner which respects confidentiality and privacy.
3. Complaints Policy

Informal complaints

3.1. Due to the nature of our service, our customers may present a wide range of problems and concerns to staff members on a daily basis.   In most cases these can be resolved informally by the appropriate staff member and in such a situation; these will not be recorded as formal complaints.  Such issues should be dealt with immediately wherever possible.  Customers should be made aware of the formal complaints’ process should they remain unhappy with a response to such an issue. 

Formal complaints

3.2. Ekaya Housing Association will use a three stage formal complaints procedure with targets for responses set for each stage.  Where it is not possible to respond within set timescales, the complainant will be informed of the reason for the delay and an expected date for the response.  
3.3. Stage 1: Manager responsible for service delivery
The complaint will be acknowledged within 5 working days of receipt. 
(Recommend 3 day acknowledgement) 

The Manager responsible for service delivery will investigate the complaint and respond to the complainant within 10 working days to advise the outcome. 

3.4. Stage 2: Senior Manager responsible for service delivery
If the complainant is not satisfied with the outcome at Stage 1, s/he can appeal in writing to the Senior Manager responsible for service delivery within 28 days of receiving the response.  

The appeal will be acknowledged within 5 working days (recommend 3 day acknowledgement).  The Senior Manager will review the complaint and will respond to the complainant within 10 working days to advise the outcome.
3.5. Stage 3: Board member 
If the complainant is not satisfied with the outcome at Stage 2, s/he can appeal in writing to the Chair of the Association within 28 days of receiving the response.  This is the final internal Stage and is aimed at providing an opportunity for the complainant to have their complaint heard by the Board member. 

The Chair or Vice-Chair shall select a Board member to hear the appeal.  The Chief Executive will normally act as advisor to the Board.   

The Chief Executive will acknowledge the complaint within 5 working days of receipt and respond on behalf of the Board member, within 20 working days to advice of the outcome. 

3.6. The Independent Housing Ombudsman 
If the complainant is still dissatisfied, s/he has the right to appeal to the Housing Ombudsman at:

Housing Ombudsman Service
81 Aldwych

London

WC2B 4HN

Telephone: 020 7421 3800

Email: info@housing-ombudsman.org.uk
Website: www.ihos.org.uk
The Ombudsman will not normally deal with a complaint until the Association’s internal formal complaints procedure has been exhausted. The complainant has to submit the complaint to the Ombudsman as soon as possible after completing the internal procedure, and not later than twelve months afterwards.
4. Redress

4.1. If Ekaya is at fault, appropriate , redress should be offered, including an explanation of what went wrong, what steps will be taken to prevent a recurrence and what redress is proposed. These details will be outlined as part of our response to individual complaints.

5. Monitoring and reporting  

5.1. Details of all complaints received the nature of the complaints and the actions taken will be recorded and monitored by Managers responsible for service delivery.  
5.2. The number of complaints received and resolved at different stages will be reported to the Board on a quarterly basis.
6. Equal Opportunities
6.1. The Association will ensure that in implementing its Complaints Policy, it will not unfairly discriminate against any individual, household or group on the grounds of sex or marital status; on race grounds; on the grounds of disability, age, sexual orientation, language or social origin; on the grounds of other personal attributes, including beliefs or opinions such as religious beliefs or political opinions.

7. Review of the policy
7.1. The Complaint Policy will be reviewed every 3 years by the Association’s staff, tenants and Board. 

7.2. The policy will be reviewed in accordance with any future legislative or regulatory changes as and when they occur.
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