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1 Introduction

It is the aim of Keniston to provide an excellent service to tenants, leaseholders and other people who come into contact with the organisation.  However, this is not always achieved and it is important that there is a Complaints Policy which clearly states how dis-satisfaction amongst residents and others who come into contact with the Association will be dealt with. It is also important that the Association uses complaints as a means of finding ways of improving its service.
2 What is a complaint?

Generally, a complaint can be described as poor service. For example:


· Keniston fails to carry out a repair.

· Staff or contractors have been unhelpful.

· Incorrect information is given by staff

· Keniston’s staff or its agents are treating certain groups of people unfairly.

· Keniston has not done something that should have been done 


Staff should not be restricted by these definitions and generally if a someone wants to make a formal complaint it should be treated as a complaint. 


3 Ethos
The Association prides itself in providing a very good service.  Complaints should be dealt with positively to assist in maintaining high levels of service delivery.  


4 Dealing with complaints
Complaints should be dealt with as quickly as possible. A complaint which takes a long time to resolve often becomes harder to resolve.

The person making the complaint should be told how complaints are dealt with at Keniston and kept informed of the progress of the complaint. Bad communication impedes successful handling of complaints.

All complaints will be referred to the Complaints and Resolutions meeting, to ensure that managers dealing with services to residents are aware of the problem and to ensure that these matters are dealt with consistently. 

If the complainant is still not satisfied, the matter can be referred to the Complaints sub committee, which is a group of people from the Association’s Management Committee.  The nature of this sub committee makes it difficult to set targets for how long the matter should take to deal with.  However it should be dealt with as promptly as possible, and within two months unless there are exceptional circumstances.

5 Independent Housing Ombudsman (IHO)
The Association will be a member of the Independent Housing Ombudsman scheme. 

In the event that a complaint has not been resolved through the two stages of Keniston’s own procedure, a tenant may refer the matter direct to the IHO.  

The Association will co-operate fully and promptly with any enquiries from the IHO.

6 Escalation
The Complaints and Resolution meeting has the responsibility of ensuring that complaints do not take too long to resolve.  Complaints will be monitored at this forum; any which have not been responded to within the timescales set should be treated as a priority for resolution. 

7 Time limits
The Association will not consider complaints about events or issues which took place, or which caused an adverse effect, more than 3 months from discovery, except in exceptional circumstances.

Complaints will not be re-opened or investigated when more than three months has elapsed between the complaint being closed and the complainant requesting a review (or similar).

8 Complaints Officer
The Office Manager will take the role of Complaints Officer.  This involves recording complaints as they are received, sending an initial acknowledgement and monitoring progress. It may also involve taking a complaint over the phone.  

9 Monitoring
The progress of all complaints will be tracked through a recording system undertaken by the Complaints Officer.  These records will be reviewed at least annually by the Management Team so that lessons can be learned and wherever possible improvements made to policies or procedures.  A summary of the complaints activity should be reported to the Management Committee in a form agreed with them.

The progress of any complaint which has been reviewed by the Complaints sub committee or where the tenant has referred the matter to the Independent Housing Ombudsman will be reported to the Management Committee quarterly until the matter has been concluded.  

10 Other feedback
When something goes wrong it will not always result in a complaint.  The managers should review at least every two years methods of obtaining and evaluating how to obtain and evaluate other feedback from residents, so that wherever possible lessons can be learnt for service improvement.

Approved at the Management Committee meeting held on 7 December 2006
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