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Introduction 

We aim to provide great services and set ourselves achievable and realistic standards for 
response, courtesy, efficiency and quality. 
 
These procedures will guide you through the process that you need to follow when handling 
any of these important areas of customer service. 
 
We want the process to be as straightforward as possible, therefore ensuring positive 
outcomes for our customers but also for our staff. 
 
Complaints in particular should be seen as a positive opportunity for change and 
improvement. 
 

Compliments 
 
A compliment is an expression of satisfaction with our service or service delivery.  
 
Everyone likes to be thanked or complimented on their work and so it is important that these 
are logged centrally and then raised in staff members 1-2-1 or team meetings, whichever is 
most appropriate. 
 
A compliment can be made in any format by: 
 

 Phone 
 Post 
 Email  at our customer.services@whomes.org email address 
 Website through our feedback process 
 In person 

 
Process: 
 

 Compliment received 
 Passed to Executive Support for logging 
 Acknowledgement letter or email sent out within 3 working days by Executive 

Support 
 Staff member or team informed of compliment via 1-2-1 or team meetings 
 Database updated by manager  

 

Suggestions 
 
A suggestion can come from anyone, regarding an idea for service introduction or 
improvement, a new working practice or money saving initiative. 
 
A suggestion can be made in any format by: 

mailto:customer.services@whomes.org
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 Phone 
 Post 
 Email  at our customer.services@whomes.org email address 
 Website through our feedback process 
 In person 

 
Process: 
 

 Suggestion received 

 Passed to Executive Support  

 Acknowledgement letter/e mail sent out within 3 working days by Executive Support 
and suggestion sent to appropriate manager. 

 Manager may choose to contact the person if clarification or further details are 
required 

 Investigation undertaken in 20 working days from the date of the acknowledgement 
letter.  This  may involve some discussion with the customer to fully understand their 
suggestion 

 After the suggestion has been considered the Manager must contact the customer 
and provide details and changes made (or not) as a result of the suggestion. The 
manager updates the database with the outcome and date of resolution the manager 
also lists investigations and any service changes as a result.  

 

Complaints 
 
A complaint is an expression of customer dissatisfaction made about the standard of 
service, service delivery, actions or lack of action.  Complaints should mainly be seen as 
something to learn from including the identification of negative and positive trends. 
 
A complaint is: 
 

 A failure of service or service delivery. Where service standards are published a 
complaint will only be considered when standards have fallen below the published 
levels 

 A delay in, or not acting upon, a request for service again where outside published 
standards. 

 Poor or below standard staff attitude or performance ( i.e. not returning calls or 
responding to correspondence) 

 Failure to follow a policy, procedure or point of legislation. 
 
It is not: 
 

 A neighbour complaint or those that would fall into an anti social behaviour category 
(these are covered by separate policies) or a complaint about how we have dealt with 
ASB. 

 

 A service request made for the first time i.e. a new repair  

mailto:customer.services@whomes.org
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 An act of any party providing services not commissioned by WH staff  
 

 A matter which occurred more than 12 months ago  
 

 A matter that has a legal resolution for the complainant for example customers 
disagreeing with a Right to Buy valuation provided by Wellingborough Homes 

 
Our aim is to ensure that we reach a timely resolution to any complaints that are brought to 
our attention.  In doing so we must balance the desire for a prompt response with an 
appropriate and considered response which has taken into account all of the facts including 
our levels of responsibility. 

 
Discretionary compensation can be paid when a complaint has been received and service 
failure has been accepted and we will seek to provide financial or other redress in 
recognition of loss or detriment to a customer. 
 
Levels of discretionary compensation will be assessed according to the evidence and will be 
determined as per the Compensation Policy. 
 
We have a one stage approach for dealing with complaints and you must always aim to 
reach a reasonable resolution as soon as possible or within the maximum of 10 working 
days.  
 
If the complainant believes that the solution offered is not acceptable the relevant Head of 
Service will review the complaint to ensure that the resolution offered is acceptable. and 
update the complaints log accordingly. 

 

Complaint Process 
 
Every manager should attempt to resolve complaints as soon as practicably possible. 
 
Process: 
 
Complaint received and dated 
 
Within 3 working days of receipt, the Executive Support will telephone the complainant to 
acknowledge their complaint, answer any questions, clarify the details and send if 
applicable an acknowledgement letter or email (note – this might not always be needed 
because in some instances a complaint can be resolved immediately or in a very short 
space of time) 
 
Full details, of the complaint and any resolution recommendations following the telephone 
conversation will be sent by the Executive Support to the Manager/Team Leader 
responsible for that service area.  The Manager takes ownership of the complaint but can 
assign anyone within the team to carry out the investigation. In these instances a final 
outcome report will need be signed off from the Manager to ensure that the complaint has 
been handled correctly and that they agree with the decision(s) reached 
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The person carrying out the investigation will:- 

 
 make every effort to resolve as soon as possible or within a maximum time scale of ten 

working days 
 

 Contact the customer at least once during the investigation period to discuss a possible 
resolution. 

 
 If not possible to resolve in 10 days inform the complainant of the reason and agree a 

revised completion date. This should be logged by the investigating officer 
 
 Still remain responsible for complaints, associated timescales and reporting back 

regarding investigation and outcome when they have been passed to a third party.  
  

 Make every attempt to ensure that if a resolution requires an order the necessary work is 
undertaken within agreed timescales 
 

 Contact the complainant and provide a comprehensive response with details of their 
findings.  This will include an apology if we were at fault and details of action to be taken 
to rectify this if applicable.  This must be evidenced on the database 
 

 If sending an outcome letter, complete the template outcome letter on the system, 
ensuring that all points raised in the complaint have been addressed and that the details 
of all decisions reached are communicated clearly to the customer.  
 

 Once resolved the manager updates the database with details of the outcome, date of 
resolution, complete whether the complaint was upheld or partially upheld as well as 
details of any learning as a result of the complaint 
 

 The Executive Support will then sign off the complaint unless there is outstanding work 
still to be completed.  In this instance every effort must be made by the Manager to 
ensure that the work is carried out within agreed time scales and inform Executive 
Support once completed so that the complaint can be signed off on the system. 

 
The customer has a maximum time of 28 days in which to appeal the decision from the date 
that they received details of the outcome of the investigation.  Managers to be aware that 
any outstanding work not completed within agreed time scales could result in the complaint 
being escalated to the designated panel or Ombudsman.  
 
Although every effort has been made to ensure that a complaint has been resolved there 
will be a few occasions when the complainant is not happy with the resolution offered.  At 
this point the complaint will be discussed with the relevant Head of Service.  The Head of 
Service will have 3 working days to review and inform the complainant of the outcome and 
complete the complaints log. 
 
At any point in the investigation if the complainant considers that their complaint is not being 
properly investigated or if our response to the complaint is not in keeping with the findings 
the person carrying out the investigation will inform the complainant of their right to refer 
their complaint to either the Designated Panel, a local Councillor or an MP.   
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If the above process has been completed and the complainant remains dissatisfied with the 
outcome the investigating manager will inform them of their right to wait 8 weeks and 
contact the Independent Housing Ombudsman or, like above, that they can contact in the 
meantime the Designated Panel, a local Councillor or an MP. 
 

Customer Satisfaction 
 
28 days following resolution Executive Support will contact the customer via email, 
telephone or letter requesting the completion of a Satisfaction Form so that their satisfaction 
with the process and how the complaint was handled, not the outcome, can be recorded.   
 
Customer satisfaction is one of the performance indicators that we are benchmarked 
against. 
 

Unreasonable, Persistent or 
Vexatious Complainants 
  
The Association welcomes all forms of customer feedback, including complaints and does 
not normally restrict the number of complaints or level of contact made in pursuit of their 
complaint(s), by any of our customers.  However, the Association occasionally receives 
complaints from customers whose behaviour and/or frequent contact, may result in a delay 
in actually dealing with their complaint or, just as importantly, may affect the ability of staff to 
fairly assist other customers.  Such people are referred to as ‘unreasonable, persistent or 
vexatious complainants’ and where their behaviour adversely affects the ability of staff to 
investigate their complaint and/or provide a fair service to other customers, it may be 
necessary to consider restricting a person’s contact with the office.  This may mean that 
email, telephone, fax, personal or written contact is restricted but we will aim to do this in 
such a way that will not deter the complaint from progressing through the customer 
feedback procedures.  In more extreme cases contact may be restricted to written 
communication or via a third party.  Additionally, where written communication is considered 
excessive in the pursuit of the complaint, the Director or Head of Service will consider the 
level and frequency of responses to be issued to the customer. 
 
All decisions to restrict contact from, and/or responses to, any customer will be taken by a 
Director or Head of Service and the customer will be informed of this and given an 
explanation of what this will mean for them 
 

Reporting 
 
Feedback is an important tool in developing our services and although they can take up 
what seems like valuable time they must be given a high priority in achieving a resolution. 
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To ensure that we can look at trends and lessons learnt from feedback, information is 
reported to: 
 

 Senior Management Team on a quarterly basis 
 The Customer Assembly on a quarterly basis 
 An Annual Review to the Board 
 HouseMark performance indicators on a quarterly basis 

 
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 


