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How do | complain?

What is a complaint? - How do | complain? - What will happen next?

What is a complaint?

A complaint under our procedure is defined as “when a customer
expresses dissatisfaction about the work of South Lakes Housing and
wants corrective action to be taken”

How to complain
You can make a complaint

vy
In person * By telephone‘
In writing @

Via our website at www.southlakeshousing.co.uk or

email us at info@southlakeshousing.co.uk

Speak to a member of our staff in person or on the telephone

It is often quicker and easier to speak to someone about a complaint. We
have trained our staff in taking a customer complaint. You can complain
either at our offices or by telephoning 0845 057 0080.

We will try to resolve these issues immediately. Where the matter cannot
be resolved informally by the person you speak to we will tell you that
your complaint is being dealt with as a formal complaint and has been
passed on to the Chief Executive.

When we receive a complaint in writing or via email or we cannot resolve
a verbal complaint we move to

Your complaint will be logged and we will give you a reference
number.

Your complaint will be given to someone who is qualified to respond
to you.

>  We will acknowledge that we have received your complaint within 2
working days.



>  The manager of the department dealing with your complaint will
send you a written explanation within 5 working days, and a copy
of the response will be sent to the Chief Executive for central

logging.

> If we need to make further investigations, we will let you know in
writing and tell you when we will be able to give you a full reply
(usually this will be within 10 working days, however if we have to
involve outside organisations, it may take up to 28 working days).

»  If you have complained directly to a Department, the manager will
copy the complaint and our response to the Chief Executive for
central logging.

If you are still not satisfied you can ask the Chief Executive to
independently review your complaint. You have 28 days to do this.

This is

You can either write yourself or you can ask the Departmental Manager to
pass your complaint to the Chief Executive.

>  The Chief Executive will acknowledge that he has received your
complaint within 2 days.

»  The Chief Executive will refer the complaint to an Appeals Panel
who has been appointed by the South Lakes Housing Board of
Directors.

» The Appeals Panel will carry out a thorough examination of your
complaint. The Chief Executive will let you know their decision
within 21 working days of the review.

If you are still dissatisfied you can complain to the Local Government
Ombudsman.

This is

The Chief Executive will explain how you can complain through the Local
Government Ombudsman if you are still not satisfied.



You can get a copy of this document in different formats such as large
print, Braille, audio, or in a different language by calling 0845 057 0080
or check our website www.southlakeshousing.co.uk
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Pode obter uma cépia deste documento em varios formatos, como por
exemplo em Braille, audio, ou numa outra lingua. Para tal ligue para o
0845 057 0080.
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0845 057 0080.

Paskambine telefonu 0845 057 0080, galite uZsisakyti Sio dokumento
kopija ivairiais formatais, pavyzdziui, atspausdinta dideliu Sriftu, Brailio
rastu, uzsisakyti garso irasa arba gauti dokumenta, iSversta { norima
kalba.

Aby otrzymac¢ kopie tego dokumentu w innych formatach, takich jak
duzy druk, druk Braille'm, audio, lub w innym jezyku prosze dzwonié¢ pod
numer 0845 057 0080.

0845 057 0080’u arayarak, bu dokiimanin bir kopyasini bliylik puntolu,
korler icin kabartmali, ses dosyas gibi degisik formatlarda veya farkli bir
dilde edinebilirsiniz.

Little Aynam House The Town Hall
Little Aynam Queen Street
Kendal Ulverston

LA9 7AH LA12 7AR

Z 0845 057 0080 2 01229 584424
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