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Introduction

1.1
At Bahay Kubo HA we aim to provide all our tenants and service users with the highest quality of service, however, if for any reason we do not fulfil this aim we welcome any feedback, whether in the form of compliments, informal or formal complaints. We are determined to deal with all kinds of feedback on our service as quickly as possible as this also enables us to improve our services.

1.2
In all case of complaints, BKHA will take the matter seriously and respond quickly. We will remain sensitive and sympathetic to all issues raised.

1.3
If the complaint is regarding BKHA or to the Housing Ombudsman Service, the following procedure must be used first. All complaints will be dealt with and the outcome sent back to the complainant.

How to Complain

2.1
Step 1

· Informal complaints usually arise from the service users and tenants who use our facilities in day-to-day dealings. Should this occur, you could visit or call our office and speak to our Senior Housing Officer who will try and resolve the issue.

2.2
Step 2
1. If you are not happy with the outcome you should write a letter addressed to our Director. A letter of acknowledgement will be sent out to you within 5 days upon receipt of the complaint; the issue will be dealt with quickly, usually within 10 working days.

2. A standard from is available for tenants to make their complaints (see appendix) but they do not have to use it. Tenants who have language or literacy difficulties will be help by staff or advised to obtain help in completing the form. 

3. An investigation will be carried out and the result will be written back to you within the time limit. If, for any reason, the procedure takes longer you will be notified immediately. Tenants are entitled to use this procedure for any complaints they may have but cannot use it at the same time as taking any legal proceedings against the association. Complaints not solved by the Director and staff to tenants’ satisfaction will be brought to the attention of the Managing Board.

4. The Director will monitor the progress of the complaint and may make representation to the owning association for the tenant.

5. If the complaint is about the Director, you should address the complaint to the Chair of the Management Board, the same procedure as above will take place.

2.3
Step 3

1. If you are not completely satisfied then you have a right to appeal within 20 working days of the decision, if you do not appeal in this period, we will assume the problem to have been solved.

2. Tenants may appeal to the Management Board in person or in writing. The Director will report to the Management Board on how the complaint has been handled up to that point.

3. The Management Board will review the action taken on the complaint and will seek to resolve it the tenant’s satisfaction. It will decide one of the following:

4. That the complaint is justified and that the tenant should receive an apology; or

5. That the complaint may be justified, and that further investigation is required; or

6. That the complainant is not justified and that no further action by the association is necessary.

7. Having considered the report of the Director and staff, the Management Board will make its final decision and inform the tenant in writing within seven working days.

2.4
Step 4

1. The tenant will be advised that if they are dissatisfied with the decision of the Committee, they may complaint to the owning association and that, if still dissatisfied, they can complain to the Housing Ombudsman Service. Tenants will be told how to contact the association and Housing Ombudsman Service (please ask a member of staff for details). You may also find it useful to consult Citizens Advice Bureau, solicitor, local councillor or MP.

Complaint Form

3.1
You can use this form to make formal complaints or write a letter.
	Name: 

Address:

Telephone:


Please write down details of your complaint below

	


What actions have taken so far? Please state the outcome.

	


What would you like to happen?

	


Complaints and Compensation

4.1
Principles

1
The Association is committed to: 

· Providing the best possible service and support to the tenants in the properties it manages.

· Treating tenants consistently and fairly

· Responding promptly to any complaints that tenants may have and taking appropriate action.

2
BKHA wishes to adopt a positive approach to complain because it believes that they can help association to raise its standards. Its main aim in dealing with complaints will be to find solution that will satisfy the tenant.

3
Tenants may raise any matter informally with staff and BKHA expects that most problem will resolve in this way. This document adds formal procedure for tenants to make complaints about any aspect of the association’s service. Tenants are entitled to use this procedure for any complaints they may have but cannot use it at the same time as taking legal procedure against the association.

4
If tenants wish to complain to the association or to the Housing Ombudsman Service they must use this procedure first.

5
BKHA has separate policy and procedure for complaints about harassment by staff or other tenants.

6
BKHA will ensure that tenant know about the complaint procedures and will train staff to advice tenants to use the procedure if they have complained.

Complaint Procedure

5.1
The Association will normally expect tenants to make complaints in writing and will ask them to write to the Director (or the Chairperson of the Management Board if the complaint is about the Director)

5.2
The Director or the Chairperson of the Management Board will immediately acknowledge the complaint in writing and having carried out any necessary investigation, will give a full written response within fifteen days.

5.3
The Director will refer the complaints to the owning association about any issues that are its responsibility. The tenant will be informed and given a copy of the owning association’s complaint procedure. The Director will monitor the progress of the complaint and may make representation to the owning association for the tenant.

5.4
The tenants will be informed if that matter of complaint are BKHA responsibility and they have the right of appeal to the Management Committee. The Director will explain the procedure to appeal.

5.5
The Director will report all complaints to the Management Committee whether the tenant decides to appeal. All complaints will be logged for report to the owning association.

Appeals Procedure
6.1
Tenants may appeal to the Management Board in person or in writing. The Director will report to the Management Board on how to the complaint has been handled up to that point.

6.2
The committee will review the action taken on the complaint and will seek to resolve it to the tenant’s satisfaction. It will decide on one of the following:

· That the complaint is justified and that the tenant should be or receive an apology

· That the complaint may be justified, and that further investigation is required. 

· That the complaint is not justified and that no further action by the association is necessary.

· The Management Board will inform the tenant in writing within seven days of its decision.
6.3
If the Management Board decided that further investigation is required, it will delegate this task to a sub committee. This may be the housing management committee, another existing sub committee, or one specially set up for dealing with this complaint. No committee member who is directly involved in or responsible for, the matter about which the complaints has been made may sit on the sub committee, the committee may co-opt other persons who are not members of the associations to sit on the sub committee to give expert advice or an independent view or both. The committee will set a timetable for the sub committee to decide on the complaint and will inform the tenant.

6.4
The sub committee will seek to resolve the complaint to the tenant’s satisfaction within the timetable laid down by the committee. The tenant and any representative will be invited to at least one meeting of the sub committee to explain their complaint. The sub committee will then make a report that will state one of the following:

· That the complaint has been resolved or,

· That the complaint is not justified and no further action by the association is necessary

· The complaint is justified, and the association needs to take specific action to remedy the situation or,

· A formal apology should be made to the tenant, or

· That the complaints are justified and that an offer of compensation should be made to the tenant.

· Having considered the report of the sub committee, the committee will make its final decision and inform the tenants in writing within the seven days.

· The tenants will be advised that if they are dissatisfied with the decision of the Management Board, they may complaint to the Housing Ombudsman Service ( PO Box 1484 Unit D Preston PR2 0ET Tel: 0300 111 3000 www.housing-ombudsman.org.uk) 
Tenants Representatives
7.1
At any stage of the proceeding’s tenants may use the assistance of a representative to make their complaint. This representative may be a close relative, another tenant, or a person from outside agency acting in a personal capacity. The association can require that the representative has written authority from the tenant to continue pursuing the complaint at each stage.

Complaints about problem with repairs

8.1
As a managing agent BKHA is responsible for minor repairs (and in some properties included decorations) and for informing the owning association of any necessary work. Tenants may use complaints procedures for this matter only. All other complaints about repairs and associated claims for compensation will be referred to the owning association.

8.2
BKHA will liaise with the owning association over tenant’s complaint about repairs and will monitor progress.

8.3
BKHA will consider claims for compensation if a tenant has suffered inconvenience because the association failed promptly to pass on a repair request to the owning association.
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