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Complaints Policy


1.   Purpose and Aims of the Policy


1.1.   Habinteg is committed to providing a high-quality service to our tenants. There may be times when tenants will want to make a complaint about the service they have received.
1.2.   We actively seek feedback whether that is complaints, compliments or suggestions on our services. This approach allows us to understand what our tenants’ perception is and to use this feedback to inform and improve the services that we deliver.
1.3.   We seek to provide a complaints policy that is clear, transparent and accessible to everyone.
1.4.   Habinteg seeks to resolve complaints in a fair and timely manner at the first opportunity.
1.5.   Habinteg retains the right, where we consider the actions of a complainant to be unacceptable to restrict or change such access as set out in this policy and reserve the right to take action under Anti-Social Behaviour procedures if necessary.
1.6.   We will learn from complaint investigations to improve service delivery and publish our findings (see 9.1)
1.7.   We will adhere to the Housing Ombudsman's Complaint Handling Code 2020 (updated
April 2022) and complete an annual self-assessment against the Ombudsman Code.


2.    Scope


2.1.   The Complaints Policy is accessible to those who receive a service from Habinteg or who represent such a person. Examples include:

                All Habinteg tenants; and
	Habinteg will accept and investigate complaints from external third parties (i.e., applicants and non-tenants) but these will fall outside of the formal complaints policy. The respective head of service will decide the appropriate action.


3.   Policy statements


3.1.   Habinteg will follow the resolution principles laid out by the Housing Ombudsman, with particular reference to the Regulatory framework:

Be fair.
	Ensure that the focus is on the individual, everyone is entitled to receive the same standard of service.
         Be consistent.
         Be clear where responsibility lies for any action, including resolving the dispute.
         Respect privacy and confidentiality; and
         Give everyone involved in the complaint the chance to explain their point of view.





Put things right.


         Identify if anything went wrong and take the necessary action to put it right.
	The tenant is put back in the position they would have been in if there had been no service failure.
	Financial compensation may be offered as part of complaint resolution and considered on a case-by-case basis (see compensation policy); and
         Expectations are properly managed.


Learn from outcomes.


	Decision makers look beyond the individual complaint to see if there are wider policy / procedural implications.
         Improved quality and focus of services; and
         Systems are in place to record and analyse data from complaints.


4.   Definition of a Complaint


4.1.   We try to provide the best possible service at all times, but we don’t always get it right.
When this happens, we want to know about it, and we treat all complaints seriously.


The Housing Ombudsman’s Complaint Handling Code 2020 (Updated April 2022) defines a complaint as follows “an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual resident or group of residents”.

Habinteg will not discriminate against anyone who makes a complaint. However, there are some circumstances where will not accept a formal complaint (or parts of a complaint) examples of this are given below (this list is not exhaustive): 

                    4.2.     Reasons for not accepting a complaint:
· An initial request for a service, such as the first report of a repair, report of anti-social behaviour. However, complaints about the provision of these services are accepted.
· Where a complainant has chosen an alternative route to seek redress, such as an insurance claim or legal action, we may still consider the matter under this policy to resolve matters if this would be appropriate. 
· Habinteg will be unable to investigate complaints relating to issues over 6 months old unless there are exceptional, evidenced circumstances. i.e., safeguarding or health and safety issues. Where the complaint is 6 months or older, Habinteg will not investigate under this policy, however, where the issue remains outstanding and has not already been investigated, historical evidence will inform the complaint and these issues will be accepted.
· Complaint(s) raised on behalf of a customer without their authority including petitions.



· When exhausted another Group Policy and had the opportunity for independent review through appeal. For example, Reasonable Behaviour Policy.
· This policy cannot be used where an investigation and determination has been concluded using another of our policies or disciplinary procedures e.g., tenant involvement code of conduct.
· We will not accept further complaints regarding issues that have already been investigated and responded to under the policy.
· Complaints about staff conduct will be considered under this Policy. Habinteg's Human Resource team will be notified without prejudice of any such complaints, to provide advice regarding potential disciplinary investigations which may arise from the complaint resolution.
· Complaints about Board members will not be considered under this Policy. Such issues will be investigated under the Board Code of Conduct.

If we decide not to accept a complaint or progress a complaint to Stage Two of our process, a detailed explanation will be provided to the customer setting out the reasons why the matter is not suitable for our complaints process within 10 working days and include their right to take that decision to the Ombudsman. 

5.   Inappropriately Persistent, Abusive or Unreasonable Complaints


5.1.   Habinteg retains the right to restrict access to this policy where we deem the complainant to be persistent, abusive or unreasonable.  The grounds listed in section 4.2 are the same grounds for not escalating a complaint to stage 2 of the complaint process.  For the purposes of this policy, these may be categorised as: - 


                Refusing to specify the details of a complaint, despite offers of assistance.
                Pursuing a complaint where Habinteg’s complaint policy has been fully 
 exhausted.
                             Where Habinteg have correctly followed its policies and procedures.
	Persistently changing the substance of a complaint or continually raising new issues or seeking to prolong contact by raising further concerns.
                Denying or changing statements made at an earlier stage.
	Making unjustified complaints about staff who are trying to deal with an issue and requesting to have them replaced.
	All parties should be informed if recordings are being made and consent should be sought prior to sharing recordings
                Submitting falsified documents from themselves or others.
                Refusing to accept a decision; repeatedly arguing points with no new evidence.
	Persistently seeking an outcome which Habinteg has already explained is unrealistic for policy, legal or other valid reasons.
	Making an unreasonable number of contacts with Habinteg, by any means, in relation to a specific complaint or complaints
	Harassing or verbally abusing or otherwise seeking to intimidate staff dealing with the complaint.
	Deliberately attempting to bypass the complaints policy by corresponding with senior members of staff directly.

In these instances, Habinteg reserves the right to refuse to deal with complaints or to deal with them in a different manner. Where serious issues are raised, we will always investigate and take appropriate action.



       6	The Use of Advocates


5.1.   	Complainants may ask another person to act on their behalf in bringing their complaint to Habinteg. The advocate may be a friend, relative or representative from an external organisation such as the Citizens Advice Bureau. The advocate may not be a solicitor or legal professional unless they are acting in a “lay” capacity i.e., not representing the complainant in a legal capacity. The advocate must be nominated to Habinteg in advance of the meeting.

5.2	The advocate may not be a tenant or former tenant who is either currently in breach of their tenancy agreement, been evicted or had been informed they have previously had their access to the Complaints Policy restricted.

7.	Imposing Restrictions
		
     		7.1 Warning - Level 1

Members of staff who are aware of behaviour causing concern will consult with the complaints officer who will record instances of such behaviour. The complaints officer will liaise with the neighbourhood manager when a pattern of behaviour has been established and the neighbourhood manager will contact the complainant in writing to explain why their behaviour is causing concern and ask the customer to change their behaviour.



7.2 Final Warning – Level 2

If issues persist, the head of service will issue a final letter to the complainant, advising         them that the way in which they engage with Habinteg in the future will be restricted and the head of service will decide on the appropriate future channels on a case-by-case basis.

Any restriction placed upon the complainants contact with Habinteg will be appropriate and proportionate and they will be advised of the period of time that the restriction will be.
in place for. All instances where such restrictions are placed on a complainant will be reported to the Executive Management Team.

If the tenant still refuses to engage with the complaints process as requested, the matter will be escalated via the Anti-Social Behaviour Policy.



 8.    How to Complain


Complaints can be made to Habinteg in the following ways:


	Via telephone
	0300 365 3100 Monday to Friday (9am-5pm)

	In writing
	Chapman House, Adwalton Business Park,132 Wakefield Road, Drighlington, Bradford, BD11 6BW

	By email
	direct@habinteg.org.uk

	Through the website
	https://www.habinteg.org.uk/online-feedback-form

	Via social media
Channels
	Twitter:  @Habinteg
Integra: @Habinteg
Linked In: Habinteg-Housing
YouTube: Habinteg Housing

	In person
	Either to staff through face-to-face contact, or through one of our outlet points




         8.1	Where an expression of dissatisfaction is received in the public domain of a social media      platform, Habinteg will respond publicly by asking the complainant not to expose any confidential details online and ask them to switch channels, usually by making use of the private/direct messaging features. Habinteg will reply in the public domain twice, demonstrating empathy and attempting to get the complainant to switch channels. Habinteg will not enter elongated threads with individuals online as we believe replying twice demonstrates an open and transparent approach whereby the complainant has acknowledged they have seen our response and request to maintain confidentiality and switch to direct messaging or other private form of communication.

8.2	Complainants can seek assistance from Habinteg staff if they anticipate difficulties in reporting a complaint. If the tenant has difficulties in communicating, the staff member may be able to verbally record their complaint on request.

8.3 	Complainants are expected to use the channels listed above. We will deal with all complaints that we receive, however, where correct channels are not followed, this may delay the response time.

         8.4     Complainants may approach the Housing Ombudsman at any stage during the complaints                   
                   process.

8.5	Anonymous complaints are not dealt with through the Complaints Policy but will be referred     to the appropriate service to record. Depending on the nature of the complaint, it may then 	be necessary to investigate the matter to protect Habinteg's and our customer’s 	interests, especially if the matter could cause serious detriment. If this is the case, then the matter will be fully investigated, and any necessary actions implemented. All anonymous complaints will be reviewed for lessons learnt and to make recommendations.

9.   The Complaints Process

9.1	Formal Stage 1

On receipt of a Stage 1 complaint, an acknowledgement will be sent within 5 working days. During the 5 working day period of acknowledgement, Habinteg will work with the complainant where possible to resolve the complaint. If we are unable to resolve the complaint, we will aim for a full response at stage one of our complaints process within 10 working days of the acknowledgement. Where this cannot be met, an extension letter will be issued to explain to the tenant why this is the case, and this will not exceed an additional 10 working days. There will be no further extension to this timeframe without the agreement of the complainant. If a complaint is received after 1 pm, then the next working day will be counted as the first day in the process.

Following this stage, the complainant then has four weeks in which to escalate the complaint, or the timescale by which any promises made from the Stage 1 investigation have elapsed (whichever is longer). Should the complaint not be escalated within this timeframe, Habinteg will assume that the complainant has accepted the decision and the complaint will be closed.

Stage 1 is the first formal stage and will be investigated by a manager allocated according to service area responsibility. The complaint may be responded to by a head of service if the issue is severe or relates to a staff member that they line manage.

9.2	Formal Stage 2 Review

	       If after your stage 1 complaint has been investigated and you are dissatisfied with 	       how your complaint has been dealt with, you can request to progress the Stage 1     	       complaint to the next stage of Habinteg’s complaints process, Stage 2.
[bookmark: _Hlk144326953]
Any new or additional piece(s) of evidence which supports the original Stage 1 complaint, will not be considered as part of the Stage 2 review. The new or additional piece(s) of evidence will require to be logging as a Stage 1 complaint.

	       On receipt of the escalation request, we ask that you set out the following: (customer do                                       	       not have to do this in writing and where necessary we can provide support):

		a. What parts of your original complaint have we not investigated if any?
		b. What part of our response do you disagree with and why?
		c. What would you like the outcome of your complaint to be?
			 
          	On receipt of a Formal Stage 2 complaint, an acknowledgement will be sent within 5 working days and aim for a full response within 20 working days of the acknowledgement. Where this cannot be met, an extension letter will be issued to explain to the tenant why this is the case, and this will not exceed an additional 10 working days. There will be no further extension to this timeframe without the agreement of the complainant. If a complaint is received after 1 pm, then the next working day will be counted as the first day in the process.

Stage Two is the final stage of the internal complaints process. It will consist of a panel of up to three members, made up of an Executive Management Team (EMT) member, Head of service and up to two Tenant Panel members or Tenant Representatives to hear the complaint.  An EMT member will always act as Chair.  In some circumstances and depending on the nature of the complaint, a member of the Board might join the panel and act as Chair. The panel will review the complaint and the response that has previously been delivered to the complainant. Due to distances that are likely to be involved, the panel will ordinarily meet remotely, using video technology and will be organised within 15 working days. Reasonable adjustments to support the tenant in attendance at the panel hearing will always be considered.  A response will be issued within five working days of the panel meeting.

A member of staff will also be in attendance to take minutes and it is possible that the investigating manager at the previous stage will be asked to attend if appropriate. These staff will not be part of the decision-making panel. 

	Following the formal stage 2 review, if the tenant remains dissatisfied with the complaint, they can 	ask the Housing Ombudsman Service to investigate how we dealt with the matter. 

9.3	The Housing Ombudsman Service

	The Housing Ombudsman Service can provide customers with an independent review of their 	complaint and offer advice to customers should they be dissatisfied at any point in the 	complaints process.

Residents can now contact the Housing Ombudsman at any stage of a complaint.  Customers and colleagues at Habinteg can contact the Housing Ombudsman at any point in the internal complaints process for advice and to help find a resolution.

You can contact the Housing Ombudsman directly via the following methods:
 Online complaint form
   www.housing-ombudsman.org.uk/residents/make-a-complaint/
 Phone: 0300 111 3000.
  Email: info@housing-ombudsman.org.uk
 Postal address: Housing Ombudsman Service, PO Box 152, Liverpool L3 7WQ.

Where Habinteg are contacted by the Ombudsman regarding a complaint, the prescribed timeframe for responding to the request will be determined by the Ombudsman.

10.   Monitoring and Review

Habinteg will keep a formal record of all complaints and regularly undertake lessons learnt exercises. This activity will be subsequently documented and biannual.
report on complaint performance being published in the tenant newsletter and reported to all                       standard Board and the Tenants Panel and Executive Management Team monthly.

The Complaints Policy will be reviewed every 3 years.

11.    Other Related Documents

Complaints process map

12.    Training

All Board members, Tenant Panel members and Staff involved in the complaint process will be provided with training.
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