
How to 
complain

Care and Repair
SOUTH WORCESTERSHIRE

Care and Repair
South Worcestershire

We are open Monday to Friday from 9am to 5pm.

Wychavon District Area
Civic Centre,

Queen Elizabeth Drive,
Pershore WR10 1PT
Tel: 01386 565263
Fax: 01386 561824

Worcester City Area
Orchard House Complex,

Wyatt House, Farrier Street,
Worcester WR1 3BB
Tel: 01905 721127
Fax: 01905 721128
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This leaflet is available on our website at
www.festivalhousing.org

You are also welcome to contact us by e-mail at
care&repairinfo@festivalhousing.org

This document is also available in other languages, 
large print, and audio format upon request. 
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How to complain
Who can complain?
You have a right to complain if you are
not happy with the service that you
receive from us.

What is a complaint?
A complaint is an expression of dissatis-
faction about our standard of service,
actions or lack of action.

What is not a complaint?
A complaint is not a request for a serv-
ice (for example, asking for an adapta-
tion) or a criticism of a policy. 

How will we deal with the
complaint?
We will deal with your complaint quickly
using the stages listed on the next
page. We will investigate the complaint
fully and tell you how it is progressing,
in writing, at all formal stages. You must
tell us when you feel that we have dealt
with your complaint satisfactorily. If you
feel that we have not dealt with your
complaint properly, we will tell you the
next stage.

The complaints proce-
dure
Stage 1
Contact the appropriate member of staff
who will try to sort out the problem. If
you are not sure who to contact, contact
us at the civic centre in Pershore.

Stage 2 is the first stage of the formal
complaints procedure.

Stage 2
If you are not satisfied with the response
at stage 1, you should fill in a com-
plaints form which you can get from the
agency office. The Chief Executive of
the Festival Housing Group (which we
are a part of) will appoint an investigat-
ing officer and he or she will acknowl-
edge the complaint, in writing, within five
working days. You will receive a full reply
within 10 working days.

Stage 3
If you are still not happy, you should
appeal to the Executive Director of the
Care and Supported Housing Division.

Stage 4
If you are still not satisfied at this stage,
a complaints panel made up of mem-
bers of the Festival Housing Group
Board will deal with your complaint. This
is the last stage of our complaints pro-
cedure.

If you are a housing-association tenant
and have a special complaint about
your landlord, and you are still not satis-
fied, you can have the complaint exam-
ined by the Independent Housing
Ombudsman. You can get details of
how to do this from your landlord’s area
office or from your tenant’s handbook.

How to
complain

‘Helping elderly, disabled and
low-income homeowners and
tenants to live in homes that are
warm, safe. secure and adapted
to their needs’
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