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How to

complain

Who can complain?

If you are a tenant, shared owner,
leaseholder or someone applying
to Elgar Housing Association or
Spa Housing Association for
housing, and you are not happy
with the service you receive, you
have a right to complain.

If you receive support services from
someone other than Festival
Housing Group and you have a
complaint about that service, you
will have to make that complaint to
them direct.

What is a complaint?

A complaint is an expression of
dissatisfaction about Festival
Housing Group’s standard of
service, actions or lack of action.

What is not a complaint?

A complaint is not a request for a
service (for example, reporting a
repair) a criticism of a policy or
about someone else (for example, a
noisy neighbour).

How will we deal with the
complaint?

Your complaint will be dealt with
quickly using the stages listed on

the next page. We will investigate
the complaint fully and tell you, in
writing, how it is progressing at all
formal stages. You need to tell us
when you feel that we have dealt
with the complaint satisfactorily. We
would like to know if you are
satisfied with the way we deal with
your complaint and the outcome. If
you feel that we have not dealt with
the complaint properly, we will tell
you about the next stage.

The complaints procedure

Before you make a formal
complaint, you should contact the
appropriate member of staff (either
by phone or personal visit). They
will try to sort out the problem. If
you are not sure who to contact,
please ask a Customer Service
Advisor.

Formal procedure - stage 1
Investigation by an
‘independent’ officer

At this stage the Chief Executive or
Executive Director’s office will
acknowledge your complaint, in
writing, within five working days

of receiving it. We will then pass
your complaint to an investigating
officer - normally a member of the
resident involvement team. This
officer will fully investigate the
circumstances to do with the
complaint and will normally
respond in full within 15 working
days. All complaint investigations
involve personal contact. If we
need to extend to this timescale,
we will agree this with you.

The response will clearly show the
next stage in the procedure and we
will ask you to write and let us
know whether you are satisfied or
want to take your complaint
forward. If you do, you must do so
within 16 working days of the date
of our response.

Formal procedure - stage 2 -
Review by director

If you are not satisfied, you can ask
for the complaint to be passed to a
Director, normally the Executive
Director of Elgar and Spa Housing
Associations. The director will
review the complaint and how we
have handled the complaint so far.
This review usually involves
contacting you, and the director
will aim to respond, in writing,
within 15 working days of your
request. The response will clearly
show what the next stage in the
procedure is and ask you to write
and let us know whether you are
satisfied or want to continue. You
will have 15 working days from
the Director’s response to do so.

Formal procedure - stage 3
Complaints panel

If you are still not satisfied, the
director will hold a meeting, of a
complaints panel, which will be
made up of three board members
and will take place within 30
working days.

Independent Housing
Ombudsman Service

At the end of the complaints
procedure you can refer your
complaint to the Independent
Housing Ombudsman Service.
You can get more details from any
of our offices or the tenants’
handbook. If appropriate, we can
miss out a stage of the complaints
procedure.




