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Complaints and Compliments 
Policy 

Title 
Complaints & Compliments  

Policy statement 

This policy aims to deliver an efficient and effective complaints process 
which is easily accessible to customers. Our approach focuses on early 
resolution with minimum customer effort. It ensures that we promote a 
strong problem solving culture and provide services that are customer 
focused, cost effective and meet current and future needs of our 
customers. 
 
When customers wish to compliment us on our service, this policy also 
ensures that we recognise the staff member/team responsible and share 
good practice with all teams. 
 
We encourage complaints and compliments and view them as opportunities 
to learn how to improve the quality of our services. 
 
The policy also aims to empower our customers and their representatives 
to challenge decisions and question service quality and suitability. 

Objective 

To define the Group’s approach to handling customer complaints and 
compliments in an efficient and customer focused manner, to recognise 
and implement service improvements by: 
 
• identifying and correcting bad practice 
• validating and promoting good practice 
• improving customer confidence and satisfaction 
• involving tenants and other customers in shaping services  
• monitoring performance to enable continual improvement of services 

within the resources available 
• being responsive to changing needs and demands  
• being open, accountable, fair and transparent in all areas of service 

delivery 
• being accountable to customers for the services we provide 
• ensuring customer feedback influences continuous improvement 

Background 
 

All social landlords are required to have an effective complaints and 
compliments policy with clear published procedures that are effectively 
administered. 

Policy Principles 
 

This policy adopts a first time right philosophy to managing complaints 
offering a single stage complaints resolution process, which focuses on 
early resolution but still provides the customer with an option to appeal. 
 
The complaints resolution process has two approaches to resolution. The 
adopted approach is determined based on the nature of the complaint and 
is agreed with customers from the outset: 
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When a complaint is received it will be allocated to the most appropriate 
complaint manager to resolve the matter. They will contact the customer 
within a maximum of two working days to discuss the issue, how they can 
help and set expectations as to how long it is likely to take them to deal with 
the matter. They will continue to liaise with the customer and keep them 
updated on progress until the complaint is resolved.  
 
Please see Appendix 1 for further guidelines on timescales for resolving 
complaints. 
 
Where a customer remains unhappy following a complaint investigation 
decisions regarding the next steps offered are made on a case by case 
basis. 
 
In the first instance, we will ask what the customer remains unhappy with 
and what resolution they’re seeking. The Customer Experience Team will 
liaise with the person investigating to ascertain whether there is anything 
further we can do to resolve the complaint. 
 
If we’ve been unable to resolve an issue to the customer’s satisfaction they 
have the right to request an appeal. Any decision to proceed to an appeal 
will be made by the Director of the investigating service area. If the Director 
decides to reject the appeal request the customer still has the right to refer 
their complaint to a Designated Person or Housing Ombudsman.  
 
Compliments: This policy ensures that when a compliment is received it is 
passed directly to the member of staff or relevant team. We also use the 
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feedback to improve services.  
 
Compliments form part of the wider Celebrating Success framework, which 
encourages Managers to thank staff and/or nominate staff to Management 
Team for a thank you or reward when an exceptional compliment or 
continuous good feedback has been received. 

Scope 

This policy is relevant to all customers. 
 
The term ‘customer’ incorporates tenants, former tenants, prospective 
tenants, shared owners, leaseholders, landlords and people who use or 
have used a service provided by us.  

Legal and 
regulatory 
framework 
 

Tenants’ rights and responsibilities are set out in our tenancy agreements 
based on the Housing Acts 1985, 1988, 1996, 2004, 2008 and in the 
Landlord and Tenant Act 1987. Additionally, the Housing Corporation 
Resident’s Charter sets out the standards all housing association 
customers should expect. 
 
The Housing Act 1996 (Section 51 and Schedule 2) requires that all 
registered social landlords are members of an approved ombudsman 
service. 
 
This policy complies with the Tenant Involvement and Empowerment 
standard as required within the Homes Communities Agency (HCA) 
regulatory Consumer Standards. 

Responsibility 
 

All staff are responsible for understanding this policy and promoting it to 
customers where appropriate.  

Nominated Complaint Handlers are responsible for adhering to this policy 
when managing complaints. 

Customer focus 
Customers were involved in developing this policy and it has been 
approved and signed off by the Residents Forum. 

Cross 
references 

We are committed to the relevant codes of good practice; 
recommendations and performance expectations produced by The Homes 
Communities Agency (HCA) and the Housing Ombudsman Service and 
have consulted with our customers on this policy and procedure. 
 
The policy is supported by: 
 
• Compensation Policy (to be reviewed 2015) 
• Unacceptable Behaviour Policy (to be implemented 2014) 
• Customer Care Standards 
• Equality & Diversity Strategy 

Equality and 
Diversity 

This policy ensures that all customers are treated equally and that 
customer opinion and beliefs are valued. We seek to ensure that this policy 
does not discriminate against customers on the grounds of race, gender, 
sexual orientation, ethnicity, religious belief, disability, illness or age.  
 
All communication used follows ‘Plain English’ guidelines and is in an easy 
to use format. Appropriate arrangements will be made communicating with 
customers who have additional requirements and confidentiality will be 
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maintained at all times. 

Risk 

Without a robust complaints process: 
 
• levels of customer satisfaction would fall 
• our reputation could suffer 
• staff wouldn’t have a process to support them to resolve complaints 
• there would be missed opportunities to learn from mistakes 
• we would not be adhering to good practice guidelines 
• we leave ourselves open to Housing Ombudsman criticism   

Value for money 

Effective management of customer complaints and compliments improves 
the efficiency of working practice. 
Our single stage complaints process focuses on early resolution by the 
most appropriate person to investigate, ensuring efficient resolution of 
issues to reduce customer effort and potential duplication of staff re-
investigating.  
 
Using customer feedback to improve services reduces the number of 
complaints received and therefore staff resource and time can be 
refocused. 

Definitions 

Complaint - An expression of dissatisfaction about the service that 
Paradigm Housing or its Partners provide 
 
Compliment – An expression of satisfaction about the service that 
Paradigm Housing or its Partners provide 
 
Complainant – is the person, group or organisation making the complaint  
 
Appeals – are requests for the Group to reconsider a decision we have 
taken 
 
Appeals Panel – Our Independent Appeals Panel will is made up of 2 
members: 
 

• a Board or Committee Member  
• a Resident Board Member or Resident Committee Member 

  
An independent Executive Director will facilitate the appeal hearing. The 
hearing will be chaired by the Board/Committee Member or the Resident 
Board Member. 
 
Designated Persons – can be an MP, a local Councillor, or a Tenant 
Panel. Landlords do not have to set up tenant panels but they are expected 
to support their formation and activities if their tenants want them. To be 
effective, the tenant panel must be ‘recognised’ by the landlord. Please 
note that currently the Group does not currently recognise a designated 
tenant panel. 
 
Tenants are able to ask for their complaints to be considered by a 
‘designated person’ when the Group’s internal complaints procedure has 
been completed. 

A designated person will help resolve the complaint in one of two ways; 
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they can try and resolve the complaint themselves or they can refer the 
complaint straight to the Ombudsman. If they refuse to do either, the tenant 
can contact the Ombudsman directly. 

Housing Ombudsman – is an impartial and independent organisation that 
can look at complaints after the Group’s internal complaints process has 
been exhausted and customer remains unhappy with the outcome of their 
complaint. 

Measuring 
Performance  

Key Performance Indicator (KPI) used to measure the effectiveness of 
this policy is: 
 
• resolve all complaints within an average of 15 working days 
 
This policy places greater emphasis on learning from complaints and 
addressing these through service improvements.  To achieve this we: 
 
• train staff in successful complaint management and root cause analysis 
• have enhanced IT systems to capture outcomes and learnings 
• hold case review meetings following complex or serious complaints to 

ensure learnings and service improvements are made 
• provide service leads and the business with in depth quarterly reports 

on trends to aid learning. 

Policy 
Exclusions 

Exclusions to this policy can be found in the further guidance notes within 
Appendix 2 

Policy Owner Head of Customer Experience – Claire Wise 

Prepared by Customer Experience Manager - Alexa Lamond 

Approved by Executive Regional Director - East Region – Wendy Smith 

Signature (of 
Director signing off the 
policy and date) 

 

Date of Board 
approval 
(if approved by Board) 

31/07/2013 

Effective date 02/01/2014 

Review date 
September 2014 

Full review 2016 

 
 
 
 
 
 
 
Appendix 1: Complaints Resolution Timeframe Matrix 
The below matrix provides a guide for staff investigating complaints regarding the length of time that may be required to resolve these 
issues. This guide is a tool to assist staff in setting customer expectations but we would always expect complaints to be dealt with as 
soon as possible.  
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Type of Complaint Examples 
Number of  

Working Days 
to Resolve 

A complaint that: 
 

• can be resolved on the spot or within a very 
short period of time 

• has resulted from a very recent event  
• requires limited investigation  
• can be resolved informally through telephone 

conversations, offering simple explanations and 
an apology if appropriate 

Boiler breakdown, customer unhappy with five day 
priority time and appointment that has been provided 
by CSA 
 
No response to a voicemail message left for a call 
back. Easy to check the system, see if a call has been 
made and follow up with conversations with Officer 
who didn’t return the call within customer care standard 
 
Complaint about a rent payment not displaying on our 
system and an arrears letter has been received. 
Liaison with Finance and confirmation obtained that the 
Housing Officer had collected rent and that we would 
confirm when it was credited 

Less than 5 

A complaint that:  
 

• requires a more extensive investigation to 
establish the facts and history relating to the 
complaint  

• may have resulted from a series of events or 
occurred over a period of time 

• requires full Investigation which may include a 
review of the history, potential customer visits, 
conversations with other staff members involved 

• requires a carefully considered written response 
that addresses all points raised 

A repair job that has gone wrong over a period of time 
or  where multiple appointments have been required 
and works remain outstanding 
 
Where a repair has not been completed to the 
customers satisfaction and requires an assessment of 
the quality of the repair 
 
Customer felt that a member of staff was rude and 
impatient during a recent telephone discussion. 
Investigation to include a meeting with the member of 
staff concerned to address the issues raised and listen 
to their version of events before concluding the 
appropriate resolution  

6 - 10 

A complaint that: 
 

• is complex and may cut across more than one 
service area or issue 

• requires an in-depth investigation which is likely 
to require a face to face interaction with the 
customer  

• may require a discussion with a number of staff 
involved to understand events    

• may require more than one team or staff 
member to be involved in the resolution of the 
complaint 

• has a complex history that will require time to 
audit and understand 

• requires a carefully considered written response 
that addresses all points raised 

Dispute about works required prior to a tenant vacating 
a property at the end of their tenancy. Investigation 
needed into what works were required, what the 
property was like when the tenant moved in, a visit to 
reassess condition of property, liaison with various 
departments and a visit to inspect works completed to 
confirm if up to required standard 
 
Complex complaint involving housing and repairs. 
Detailed investigation required into what repairs have 
been completed, what sub-contractors have said to the 
resident and review of their reports, conversations with 
various staff members and follow up about our 
insurance policy 

11 - 15 

A complaint that: 
 

• requires in-depth investigation as it is very 
complex, high risk and/or contains more than 
one issue 

• multi- faceted, with more than one complex 
issue that needs addressing   

• requires more than one meeting with the 
customer/ staff involved 

• relates to a major incident 
• may involve more than one resident  
• relies on 3rd party cooperation 
• may require us to seek legal advice 
• requires meetings to be held with key 

staff/agencies in order to find a suitable 
resolution 

• requires wider consultation in relation to our 
formal response from Paradigm as an 
organisation  

Complaint about a breach of data protection and 
harassment from a member of staff. 
Severe complaint with potential legal implications. 
Various meetings and liaison with other agencies 
required, including the Local Authority, Police, a 
number of Paradigm staff members, alongside liaison 
with our Solicitors on various issues 
 
Severe water leak causing extensive damage to ceiling 
and customer’s belongings. Ceiling that collapsed 
contains a risk of asbestos. Specialist asbestos 
removal company required to empty contains of the 
room before repairs works could be carried out. Full 
investigation required into why the leak was deemed 
safe at a previous visit, face to face meetings with the 
customer on-site and a number of meetings with staff 
involved.  Full management of works required, 
alongside a substantial claim of compensation and a 
potential liability claim via our insurers 

15 - 25 

 
Appendix 2: Further Guidance  
 
A complaint could be: 
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• not providing services to agreed policies 
• not providing services in accordance with our published standards 
• not responding within agreed timescales 
• where the quality of the service provided falls below required standards 
• the behaviour of staff or contractors acting on our behalf 
• not following through with agreed actions. 
 
Matters that will not be handled as a complaint: 
• an initial enquiry or request for a service 
• a report of anti-social behaviour of another resident – this is dealt with under the ASB policy  
• where we are not responsible for delivering the service – e.g. Local Authority decisions 

about nominations or housing benefit claims 
• tenant disputes over signed terms and conditions within their tenancy agreement 
• landlord disputes over signed terms and conditions within their contractual agreements 
• where legal action has been taken by the customer 
• recruitment matters and internal grievances 
 
Policy complaints: 
We would not wish to discourage customers from challenging our policy decisions, as this 
feedback is useful and may lead to a policy review. However, after an initial investigation and 
response we will restrict access to progress a policy related complaint further, for example to an 
Appeal, where this will not provide a different outcome. 
 
The complaints process may not apply when: 
• the complaint is made more than 3 months after the matter came to the complainant’s 

attention 
• the complainant refuses to reasonably engage with us, is abusive to staff or acts 

unreasonably. In this instance the complaint will be logged but may not be responded to or 
pursued. 

• Paradigm feel that a more appropriate avenue is required to resolve the dispute e.g. via 
court or a tribunal.   
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