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1 Purpose and Scope

1.1
The purpose of this policy is to advise internal colleagues and customers of Aspire Housing’s process in reference to dealing with complaints and other means of feedback, informally and formally, received about the services Aspire provides; and to ensure that any customer who is not satisfied with any aspect of our services has a range of accessible, confidential and easy methods of making a complaint.
1.2
This policy covers all complaints made to Aspire Housing with regard to the services it delivers.  However, it does not cover initial requests for action such as a complaint against a neighbour, because in this instance, this would be a service request, not a service failure as the organisation would not have had the opportunity to provide a resolution to the request.  
1.3
This policy should be read in conjunction with the 

· Complaints Procedure

· Compensation for Complaints Policy

· Compensation for Complaints Procedure

· Personal Injury/Fatality Policy

· Personal Injury/Fatality Procedure
· Learning from Complaints Procedure

· Informal Feedback Policy

· Informal Feedback Procedure

2
Objectives
· Aspire Housing aims to provide high quality, customer focused services to our customers at all times 

· If customers are dissatisfied and wish to complain about our action(s), lack of action or the standard of service is received, we will ensure that their complaint(s) are dealt with fairly, in a timely manner and confidentially in line with the Data Protection Act
· Where customers wish to compliment Aspire Housing on the service they have received through either formal or informal means, these will be acknowledged via letter, recorded and passed to the relevant service lead
· We will work hard to ensure that our customer’s views and opinions are taken into account in the way in which services are provided and indeed look to shape our services around our customers’ feedback.  All complaints and compliments will be considered as part of the Performance Management Framework, incorporating Customer Satisfaction levels and feedback and will be reviewed by Aspire Housings Scrutiny Panel in a 6-weekly basis. We will also include a quarterly article in News ‘n’ Views detailing feedback that we have received and acted upon and how we have learned from our Formal Complaints
3
Policy Statement
3.1
Aspire Housing believe that customer service is a key measure of service quality and that excellent customer services is critical to our continuing success, in line with the Customer Services Strategy 2010 - 2012
3.2   
As an organisation that evaluates and learns from its actions, we treat complaints seriously as we aim to learn from our service failures.  Where a service has failed to meet the high standards we promise in line with our Service Standards and what is expected from our customers, we welcome feedback advising us of this in order that we can identify the problem, correct it and improve the way that we deliver our services
3.3 We aim to provide a transparent, efficient, fair and confidential complaints service for all of our customers by publishing and promoting our policies in our; 
· Offices – Customer Services Centre (Merrial Street,) Kingsley (The Brampton), Maintenance Depot (Brick Kiln Lane,) Sheltered Accommodation Schemes and on our Mobile Office
· Customer Newsletter (News ‘n’ Views)
· In our Customer Handbook
· To new customers via their “sign up” interview

· Accepting complaints in any format whether by letter, e-mail, phone, personal contact, customer feedback leaflet, customer complaints leaflet, text message and via our website on line complaints form at www.aspirehousing.co.uk
· Accepting complaints from customers, their advocates or representatives, MP’s, Councillors, external agencies, local authorities, members of the public, stakeholders, our regulators and any member of the public
· Providing colleagues, involved customers (at Stage 3) and contractors with clear procedures and training to enable them to deal with complaints effectively, in a timely manner and using a consistent organisational approach
· Dealing with complaints as quickly as possible by

· Acknowledging the complaint within 24 hours of receipt in writing,  e-mail or both (as per the customer’s request)
· Sending a full response within 10 working days; or, sending a letter/e-mail which explains why further time is necessary to review the complaint and when a response may be expected (this must be in accordance with the ‘exceptions’ list and is to be agreed with the complaints manager (Customer Services Manager)
· Acknowledging in writing via letter or e-mail any request to go to either Stage 2 or Stage 3 of the complaints process within 24 hours of receipt
· Making a formal response at Stage 2 within 10 working days of the complaint being escalated
· Arranging a complaints panel within 20 working days of request, or, within a suitable timescale requested by the customer
· Making a formal response to the decision made by the Stage 3 panel within 5 working days via letter/e-mail
· Encouraging customers to seek independent advice from a Citizen’s Advice Bureau or other advice service
· Ensuring that if a complaint is made about a member, or members of staff, then a different, more senior member of staff will handle the investigation and response
· Ensuring that we handle complaints in a positive, objective manner with a full clarity
4 Our definition of a Complaint

4.1
Aspire Housings definition of a complaint is “an expression of dissatisfaction, however made, about the standard of service, actions or lack of actions by us or our contractors affecting an individual customer or group of customers, where a response is required”.

4.2
This policy does include complaints made by our customers about members of staff.

4.3
A complaint is not an initial request for action from customers regarding, for example, a neighbour or anti social behaviour.  This would initially be dealt with, recorded and responded to in line with our Customer Service Standards as a normal enquiry.  Instances such as this would only become a complaint if Aspire did not deal with this effectively and efficiently and within the timescales that Aspire Housing promised to the customer
4.4
If a complaint refers at any point to a personal injury or a fatality, or if as a result of additional information or escalation of the situation, then the complaint must be immediately withdrawn from the complaints procedure and be dealt with in line with the Personal Injury/Fatality Policy. The customer must be informed that the complaint is being dealt with in accordance and in line with this policy and procedure. A folder will be set up to include all documents separately.
4.5
Where the complaint falls into 4.4 (above) complainants should refer to the Personal Injury or Fatality Policy.
4.6
If a complaint is likely to fall within the area of the Company’s Public or Property owners Liability, then the complaints process is not the appropriate way to deal with the issue. The complaint should be dealt with in line with the Personal Injury/Fatality Policy
4.7
For the purposes of this policy, the definition of Public Liability is the costs arising from the Company’s liability for injury, death, damage to property or financial loss suffered by members of the public, including tenants/customers
4.8
For the purposes of this policy, the definition of Housing Property is the risk of damage to all property owned or managed by the Company, or in the care, custody or control of the Company, or for which the Company is contractually or legally required to affect insurance

5
Stages of a Complaint
5.1 
There are three stages to our complaints policy.
5.2
All complaints will be formally recorded at the initial contact regardless of whether they are classed as a Stage 1 or a personal injury/fatality complaint.

5.3
Stage 1
· Receipt and recording of the complaint
· Acknowledgment of the complaint to the complainant 

· Initial investigation of the complaint 

· Initial response to the complainant
· Completion (by complaints champions) of complaints front sheet including learning from complaint details

We aim to send a full reply to the complainant within 10 working days from the receipt of the complaint
5.4 Where the complaint is concerning, or potentially concerning personal injury and/or fatality, it will be recorded for monitoring purposes as a complaint and immediately passed to the relevant Head of Service, copying in the relevant Director, Finance colleague dealing with insurance claims (currently Michelle Chapman) and Legal Team Manager (currently Sue Washington) for them to consider under the Personal Injury/Fatality Policy
5.5
Only where a complaint is not likely to fall within the area of the Company’s Public or Property Owners Liability shall a person other that a Head of Service continue to deal with the complaint, unless the complaint is regarding a Head of Service and that Head of Service would be the respondent should the complaint b escalated to Stage 2, in which case a differing business operational manager should investigate and reply
5.5 Stage 2

· Acknowledgment of the escalation of the complaint to Stage 2 to the complainant
· Review of the initial complaint by the Head of Service
· Completion (by Head of Service) of complaints front sheet including learning from complaint details

· Response to the complainant within 10 working days
5.6.2
We aim to send a full reply from the Head of Service to the complainant within 10 working days from the date the complaint was escalated to Stage 2
5.6.3
When the complaint is progressed to Stage 2, independent advice as a result of an internal review of the complaint will be provided to the relevant Head of Service upon request
5.6.4
If the complainant is still not satisfied with the outcome of a Stage two investigation and response, Aspire Housing may suggest independent mediation as a way of solving the situation.   This is without prejudice and the complainant remains entitled to continue with the complaint to Stage three of the process if not satisfied with the outcome of mediation, or if they consider that they do not want to pursue mediation.
5.6 Stage 3

· Acknowledgment of the escalation of the complaint to Stage 3

· Review of the complaint by a complaints panel – a panel consisting of Executive Director, Service Improvement Manager, Complaints Chair & relevant Non-Executive director.

· Full written response to the complainant within 5 days. 
5.7.1
The Customer Complaints Panel is at least 2 of Aspires non-executive directors, one of which will be an elected customer board member and Board Complaints Champion.  The relevant Executive Director will also attend this meeting.

5.7.2
At this stage the complainant will be given the opportunity to make their case either in person or with someone to speak on their behalf and will also be advised of their right to refer to matter to the Independent Housing Ombudsman (IHO) if they remain dissatisfied after the panel outcome.
5.7.3
We aim to send a full reply from the Chair of the Customer Complaint Panel within 5 working days from the date the complaint was heard by the panel.
6 Mediation
In mediation, a neutral third party helps the two parties discuss and understand each other's issues. This would equally apply to collective complaints. A mediator does not favour either "side" or position. The mediation process usually helps the parties themselves devise a solution that both can agree to. Mediation is thus not fault-finding: it does not result in a "winner" and "loser," but aims for a win-win solution.   If either the complainant or Aspire consider that the matter is suitable for mediation, and the other party is prepared to consider this, then the Executive Team will consider whether to approach an independent mediation company.  The costs of this service will be met by Aspire Housing.

7
Independent Housing Ombudsman
If the complainant remains dissatisfied after exhausting the 3 stages of Aspire Housings Complaints Policy, they have the right to complain to the Housing Ombudsman Service.  The Ombudsman will consider the case, and, after having heard representations from both Aspire Housing and the complainant, will make a ruling on the case.  

8
Remedies
8.1
Where a complaint is upheld at whatever stage, Aspire’s response will include a full apology as well as detailing exactly what Aspire are going to do to resolve the issues upheld and in what timescale the issue(s) will be resolved. 

8.2
Where a complaint is upheld and where there is evidence of financial loss, appropriate compensation will be considered (see below.)
9
Compensation

The Compensation Policy is a separate document and should be read in conjunction with Complaints Policy.

The compensation policy considers compensation claims for the following; 

· Any instance in which a customer believes they have incurred financial loss as a direct result of a failure of our services.  If the customer is not satisfied with the response to their claim, then they can invoke the Complaints Procedure outlined above. Full details are set out in our Compensation Policy, which should be read in conjunction with this Complaints Policy.  
· Compensation claims as an outcome of the complaints procedure as defined in section 5.6 of the Compensation Policy.
10
Personal Injury/Fatality Policy
A complaint should not be considered under the Complaints Policy if:

· At the outset of the complaint it is apparent that there is a personal injury or fatality issue.

Or
· During the investigation into a complaint it becomes apparent that there is the potential for a personal injury or fatality claim.
Situations such as these will be considered under the Personal Injury/Fatality Policy. (See also 5.4 and 5.5 of this policy)
11
Training
11.1
In accordance with Aspire Housings Core Learning Framework, complaints handling is incorporated into new colleagues’ induction training (within the first 2 weeks of joining the business.)  A fully comprehensive training package has been developed and will be rolled out to all complaints champions in March 2011. This training package will be used to train new starters into complaint champion (Zone 10) roles by Organisational Development and assisted by the Complaints Manager 
11.2
General Customer Service training programmes will impress upon colleagues the importance of introducing and identifying themselves at all times, in person or on the telephone, with courtesy and respect, and of adopting a positive and receptive attitude toward customers and complaints in line with Customer Service Standards
11.3
Where complaints are upheld, partially upheld and also on occasions when complaints are not upheld, we will always consider what learning can be derived from them. We will record and monitor learning outcomes and tell our customers what actions we have taken as a result of learning actions and evidence tangible results as a measure of success since implementing a learning action
11.4
All complaints will be reviewed in line with the Learning from Complaints Procedure (which should be read in accordance with this policy) for learning opportunities by Complaints Champions and fed back to the Complaints Manager
12
Monitoring and Reporting 

The process for managing complaints includes a range of Key Performance Indicators.  These are managed and monitored by the Complaints Manager and are reported to the Scrutiny Panel, Complaints Steering Group, Board and Services Committee at differing timescales throughout the year
13
TSA Standards and Local Offers

This policy is developed in line with the recently published TSA Standards and subsequent local offers. The Complaints standard is noted below;

‘Providers shall offer a range of ways for tenants to express a complaint and set out clear service standards for responding to complaints, including complaints about performance against the standards, and details of what to do if they are unhappy with the outcome of a complaint. Providers shall inform tenants how they use complaints to improve their services. Registered providers shall publish information about complaints each year, including their number and nature, and the outcome of the complaints. Providers shall accept complaints made by advocates authorised to act on a tenant’s/tenants’ behalf.’

Aspire have a clear approach to meet this standard is noted below;

· Complaints and their service standards are encompassed within the organisational Customer Services Standards
· Complaints performance is published via the organisational website, www.aspirehousing.co.uk and our customer publication News ‘n’ Views

· This policy clearly demonstrates the Stages of a complaint and it’s escalation process

· Learning from Complaints has been established within the organisation and it’s outcomes demonstrated

· 6 monthly and a full yearly report detailing full performance information, consolidated. Monthly performance reports are developed and discussed with the Complaints Steering Group and Scrutiny Panel Customer Focus Group 
14
Learning from Complaints
Throughout all stages of the complaints process, the case should be fully reviewed and disseminated for any learning actions. If learning actions are highlighted, these actions must then be progressed in line with Aspire Housings Learning from Complaints Procedure
15
Policy Review
14.1
This policy will be reviewed every 2 years unless significant changes occur, for example legislative changes.  
14.2
Aspire will monitor the complaints process and ensure appropriate action is undertaken.  Full details can be found in the procedure.
14.3
Aspire Housings Complaints Steering Group, Complaint Manager and Complaint Champions will monitor the implementation and adherence to this policy.
14.4
We will carry out our review of this policy in partnership with our stakeholders

16
Managerial Responsibilities
The following individuals have key roles to play within the complaints process:

	Executive Team Designated Officer
	Director of Operations/ Regeneration/Resources

	Complaints Manager
	Customer Services Manager

	Independent Reviewer
	Service Improvement Manager

	Customer Representative
	Customer Non Executive Director


Further information on these roles can be found within the Complaints Procedure.  The detailed requirements of these roles are set out in the Complaints Procedure.
Complaints Policy
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