HOUSING

How do | complain?

What is a complaint?
How do I complain?
What will happen next?

South Lakes Housing is an independent, not-for-profit housing
association and largest provider of affordable housing in South
Lakeland



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 do | complain?

You can make a complaint:

In Person By Post:

By Telephone: 01539 717713 Sou.th Lakes Housing, Bridge Mills
Business Centre, Stramongate. Kendal,

By Fax: 01539717716 Cumbria LA9 4BD

By E-mail: Via our Website:

customerservices@southlakesh www.southlakeshousing.co.uk

ousing.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/by telephoning 0300 303 8540 or by emailing
customerservices@southlakeshousing.co.uk

We will try to resolve these issues immediately, where the matter cannot
be resolved 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
relevant manager to investigate.
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IFormaI Complaints Procedure I

Stage @

»  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.

» 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 are still not satisfied you can ask the Director/Assistant Director to
independently review your complaint. You have 28 days to do this.

Stage @

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

» The Director/Assistant Director will acknowledge that he has received your
request to independently review your complaint within 2 days.

» The Director/Assistant Director will review the case, carrying out appropriate
investigations, requesting information and interviewing those people involved.

» The Director/Assistant Director will write to you telling the findings of his review
within 15 working days if possible or with further acknowledgement that your
complaint is still being dealt with.

If the customer is not satisfied with the answer they receive, they have the right to
appeal to the Board of South Lakes Housing. Appeals to the Board must be submitted
to the Chief Executive within 28 days of his response being sent.

Stage -

You can either write yourself or you can ask the Departmental Manager to pass your
request for an Appeals Panel to the Chief Executive.

»  The Chief Executive will acknowledge that he has received your request for an
Appeals Panel within 5 days.
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» 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 Housing Ombudsman Service.
Stage 4 - Housing Ombudsman Complaint

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

In accordance with the Localism Act, 2011 complainants may wish to refer their complaint
for investigation to the Tenants’ Committee Complaints Panel. The Panel will receive
appropriate training and support to investigate a complaint and to adhere to data protection
protocols. This can include an SLH member of staff or an Independent Tenant Advisor. The
Tenants’ Committee will agree the Complaints Panel membership at the AGM. The
Complaint Panel has no remit to investigate disciplinary matters and these will be referred to
the SLH HR Manager.
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Further information

Complaints can be made at any of our offices - details at the bottom of this
page.

Registered office address:

Bridge Mills Business Centre

Stramongate

KENDAL

Cumbria LA9 4BD

Te: 0300 303 8540

fa. ~ (01539) 717 716

Email:  customerservices@southlakeshousing.co.uk
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Registered office as above
Industrial and Provident Society Reg. No. 31419R
Tenant Services Authority Registration Number 4686
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