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1. Policy Statement 
 

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. A complaint for the purposes of this policy is regarded as ‘a formal 

expression of dissatisfaction made about the standard or quality of 
service, by Ekaya Housing Association or as a result of action or lack of 
action by its staff such that it has affecting an individual or a group of 
individuals in receipt of those services.’ 

 
1.3. The policy seeks to create a positive approach to complaints and to 

use complaints as a means of continuously reviewing and improving 
the services delivered by Ekaya. 

 
1.4. This Complaints Policy only applies to complaints made by residents of 

Ekaya Housing Association and their family members living in the 
household. We also welcome complaints from residents and their 
representatives who live in Supported Housing. 

 
1.5. Ekaya may handle complaints outside of this policy if a resident or their 

representative is behaving in an aggressive or unreasonable way 
towards staff or contractors when making their complaint. 

 
2. Key Principles 

 
2.1. Ekaya’s Complaints Policy will aim to be: 

 
           Responsive: We will offer those who complain a clear response to 

their complaint. Responses will be provided within clearly defined 
timescales as outlined in sections 3.3, 3.4 and 3.5. 

          A tool for improving service delivery: It will give us another 
opportunity to meet customer expectations, and to improve our service 
delivery. 

         Easy to access and be well publicised: Ekaya welcomes 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. 

          Well managed: Our complaints procedure is objective in order to 
resolve concerns as soon as possible in a manner which respects 
confidentiality and privacy. 

 
3. Complaints Policy 

 
Complaints must be received within 3 months of an incident or 
experience of dissatisfaction. In exceptional circumstances, Ekaya will 
consider complaints up to 12 months, but cannot consider any 
complaints made after 12 months under any circumstances. 
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3.1 Informal complaints 

 
Due to the nature of our services, our residents may present a wide 
range of problems or queries to staff members on a daily basis. In 
most cases these can be resolved informally by the appropriate staff 
member, and will not be recorded as formal complaints. 

 
Customers must be made aware of the formal complaints process and 
should be able to make a complaint if they are unhappy with Ekaya’s 
informal response. 

 
Members Enquiries 

 
From time to time, customers will contact a parliamentary 
representative to intercede on their behalf. Enquiries from such 
sources will be handled the same as stage 1 of this complaints policy. 

 
3.2 Formal complaints 

 
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 in writing within 3 working days. 

 
The Manager responsible for service delivery will investigate the 
complaint and respond in writing to the person complaining 
within 10 working days of receipt 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 20 days of receiving the stage 1 response. 

 
The appeal will be acknowledged in writing within 3  working 
days. The Senior Manager will review the complaint and will 
respond to the complainant within 15 working days to advise the 
outcome. 

 
3.5 Stage 3: Board member 

 
If the person complaining is not satisfied with the outcome at Stage 2, 
they can appeal in writing to the Chair of Ekaya Housing Association’s 
Board within 20 days of receiving our stage 2 response. If the Chair is 
not available then a nominated Board member will deputise on behalf 
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on their behalf. 
 
 

This is the final internal stage and is aimed at providing an opportunity 
for the person making the complaint to have their complaint considered 
by a Board member who will be nominated by the Chair. 

 
The Chief Executive will acknowledge the complaint within 3 
working days of receipt. The Chief Executive will work with the 
nominated Board member to consider the issues raised and the 
complainant will receive a written response within 15 working 
days of our acknowledgement advising them of the Outcome of 
their appeal. 

 
 
 
3.6 The Independent Housing Ombudsman 

 
If the complainant is still dissatisfied, they have the right to appeal to 
the Housing Ombudsman at: 

 
Housing  Ombudsman  Service 
Exchange Tower  
Harbour Exchange Square  
London  
E14 9GE 
Telephone: 0300 111 3000 
Email: info@housing-ombudsman.org.uk 
Website: www.housing-ombudsman.org.uk  

 

(Supported Housing residents can also appeal to the commissioning 
local authority) 

 
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. 

 
As part of the Localism Act 2011, ‘designated’ persons were introduced 
by the Government to improve the chances of complaints being 
resolved and to involve local politicians and people. A designated 
person can be an MP, a local Councillor, or a Tenant/Resident Panel. 
When a landlord’s internal complaints procedure is finished, tenants 
can ask for their complaint to be considered by a ‘designated person’ if 
they wish. 

 
4. Putting Things Right 

 
4.1 If Ekaya is at fault, an apology and explanation will be given to the 

complainant, and Ekaya will set out the steps that will be taken to 
prevent the situation happening again and what redress is proposed. 

mailto:info@housing-ombudsman.org.uk
http://www.housing-ombudsman.org.uk/
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5. Monitoring and reporting 

 
5.1. Details of all complaints, their nature and the actions taken will be 

recorded and monitored by Managers responsible for service delivery. 
 
5.2. The number of complaints received at each stage, and details  of 

where they were partially or fully upheld, will be reported to the Board 
on a quarterly basis. 

 
6. Equal Opportunities 

 
6.1. The Association will ensure it will not unfairly discriminate against any 

individual, household or group on the grounds of sex or marital status, 
race, disability, age, sexual orientation, language or social origin, or on 
the grounds of any other personal attributes - including beliefs or 
opinions such as religious beliefs or political opinions. 

 
 
 
7. Policy Approval 

 
7.1. The policy will be reviewed in accordance with any future legislative or 

regulatory changes as and when they occur. 
 

 
 
Approval date: 18th May 2015 (update 2017 Ombudsman address) 

 
Approved by: Policy & Performance Committee 

Policy Owner:   Quality   Assurance    Manager 

Review gateway:    Policy and Performance Committee 

Staff consultation: Staff consultation completed. 
Customer panel consultation completed. 

 
Next review date: Reviewed every 3 years. May 2018 
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Complaints Procedure 
 
1. Managing Complaints 

 
1.1 Receiving – Complaints may be made through any medium of 

communication. Where it is not written, the receiving Officer 
should make a note of the main points and ensure they have 
interpreted the facts correctly. A copy of the file note should be 
forwarded to the Customer Service inbox for logging. An 
electronic folder containing the complaint reference should be 
opened for storage of all associated documents. 

 
1.2 Logging – Administrative staff will maintain a central log of all 

complaints and details of action taken to resolve them. 
Therefore, details of all communications should be made 
available to them. Telephone conversations should be 
presented in ‘file note’ format and contain full details and the 
complaint reference. A suggested format is attached to this 
procedure. 

 
1.3 Acknowledging – All complainants should receive a written 

acknowledgement of their complaint containing an apology, 
detailing who will respond and by when. A standard letter is 
attached to this procedure. 

 
1.4 Holding Replies – Some complaints are complex and the 

resolution may require contributions from external sources. In 
these cases a holding reply may be used. This should explain 
why we are unable to meet the standard response time and 
provide a new deadline for a full response. In any case a 
response should be made within 5 working days. 

 
1.5 Responding – The final response should be robust and 

respond to all aspects of the customer’s complaint. A template 
is attached to this procedure. A copy of the response including 
any supporting documentation should be provided to the 
administrative team for logging and filing. 

 
1.6 Closing – The intention is to fully resolve the complaint at this 

stage. The response should state why you consider the matter 
resolve but give the customer details of what to do if they 
remain dissatisfied. A copy of the complaints  policy  should 
also be enclosed. The complaints folder will then be stored 
within the tenant file. If the customer is not a tenant, this will be 
stored within the main complaints folder. 

 
1.7 Escalation – Where a complainant remains dissatisfied, the 

process repeats from paragraph 5.1 above. An overview of the 
process is attached to this procedure. 
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2. Continuous Improvement 

 
2.1 It is important that we capture and learn from complaints 

received as part of our drive to improve. Each complaint will 
be analysed and lessons learned captured. Wherever possible 
the action will be taken to minimise the possibility of repeat 
dissatisfaction. 
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