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COMPLAINT RESOLUTION POLICY

Introduction

We are committed to providing a high-quality service to the customers and
communities we serve. However, we recognise that from time-to-time things can

go wrong and this policy outlines what we will do to put things right.

Our aim is to: continuously improve the quality of the services we provide; improve
our relationships with customers; and operate within the regulatory and statutory
framework.

We believe that it is important that complaints are dealt with in a prompt, polite
and fair way and we are committed to working with all complainants to find a
satisfactory resolution as quickly as possible.

We recognise the diversity of our communities and so we aim to ensure everyone has
equal access to our complaints service. A customer does not have to say they want to
make a complaint for their feedback to be dealt with in line with this policy.

We have integrated the requirements of the Housing Ombudsman’s Complaint
Handling Code into our complaint handling procedures and this policy has

been developed in conjunction with our customers to ensure that the Ombudsman’s
recommendations and good practice are embedded in the way we manage
complaints.

What is a complaint?

We have adopted the Housing Ombudsman’s definition of a complaint:

“A complaint is an expression of dissatisfaction, however made, about the standard

of service, actions, or lack of action by the organisation, its own staff or those acting on
its behalf, affecting an individual resident or group of residents.”

Examples of issues that complainants may complain about include:

. Not delivering a service in line with our agreed standards.

. We have done something that we should not have done.

. There are concerns about the way something has been dealt with.

. There have been delays in responding to enquiries or requests.

. The conduct, treatment, or attitude of one of our staff members, contractors, or

representatives has caused concern.
We have not complied with the Housing Ombudsman’s Complaint Handling Code.
Expressions of dissatisfaction received from someone who is not an Onward customer
or tenant (for example, a neighbour of one of our tenants) will be registered and
treated as a complaint in accordance with this policy.

What is not a complaint?

Examples of issues we do not consider to be complaints are:

. An initial request for a service or information about one of our services.

. An initial request for us to intervene or address the behaviour of others e.g., a
first-time report of anti-social behaviour.

. Issues that are in court or have already been heard by a court or tribunal.

. A request for information under the Data Protection Act.

. Disagreement with a decision where there is a statutory procedure for

challenging that decision, or an established appeals process followed
throughout the sector.



The following scenarios are intended to provide more clarity on what may

constitute a service request or complaint. It is important to note that all

complaints are assessed on their individual merits.

. A complainant reports that a leak has occurred within their home and a repair is
required. This is a service request but could become a complaint if we failed to
fix the leak within a timely manner.

. A complainant contacting us about their neighbour playing loud music into
the early hours is a service request. This could become a complaint if after the
complainant raised the issue with us, they were unhappy about the way we
handled the case.

. A first-time request for information or an explanation about one of our policies
or practices is a service request. This may become a complaint if we did not
respond to the request in a timely manner, or if we give incorrect or inaccurate
information.

How to make a complaint

The standard of our service, the quality of the homes we provide, and the satisfaction
of our customers is our priority. We encourage customers to let us know as soon as
possible if they are unhappy with any part of our service.

We want to make it easy for our customers to tell us they are not happy with our
services, so there are lots of ways to make a complaint.

. Phone: 0300 555 0600

. Online chat via our website

. Online web_form

. SMS and WhatsApp

. Facebook: @OnwardHomes

. Twitter: @Onward_Homes

. Write: Renaissance Court, 2 Christie Way, Didsbury, Manchester, M21 7QY

Any dissatisfaction raised directly to the Chief Executive or Chair of the Board will be
referred to our Customer Resolutions Team and will follow our Complaints Resolution
Policy.

Our complaints procedure

Onward has adopted a two-stage approach to its Complaint Resolution Policy.

Stage 1
Early Customer Stage 2 > External
resolution. Resolution Director. review.
Team.

We always aim to resolve complaints informally at the
first point of contact. We will make every effort to work
with our customers to achieve a satisfactory resolution

> as quickly as possible. If you remain dissatisfied, or we
have not been able to resolve your complaint informally
within 1 working day, we will automatically initiate
Stage 1 of our complaints process.


https://www.onward.co.uk/
http://http://www.onward.co.uk/app/uploads/2023/10/ESG-report-2023.pdf

Stage 1
Customer
Resolution

Team.

6. Response Time: up to 10 working days

We will assign customer complaints to our dedicated Customer Resolutions Team.
Upon receipt of a complaint, a Resolutions Specialist will contact the
complainant within two working days. They will:

Introduce themselves and acknowledge receipt of the complaint.

Explain the complaint resolution process.

Gather further information to help their understanding of the complaint and
seek to agree a suitable resolution with the complainant.

Agree with the complainant how and when they will provide updates on their
progress.

Respond to the complainant in writing within 10 working days outlining

the outcome of their investigation and what actions we will take to resolve the
complaint.

If we need a little more time, we will contact the complainant in good time to
explain the reason for the delay and agree a contact regime until the complaint
has been fully resolved.

Sometimes it is necessary for us arrange for specific actions to take place

after the written response has been issued e.g., if complex repairs are required
to resolve an issue. Where this is the case, the Resolution Specialist will maintain
regular contact and check that all works have been completed to the complete
satisfaction of the complainant.

. The outcome of all complaints will be confirmed in writing and will clearly set out our
understanding of the complaint, our findings, and details of how we intend to put
things right.

7. Closing the case

We only close complaint cases when all agreed actions have been completed.

8. If you remain dissatisfied

If the complainant remains dissatisfied after our response at stage 1, they may ask for a
review of the case. This is stage 2 of our complaint handling process, and the review will be
conducted by a director. The complainant will be asked to explain the reason why they are
not satisfied and what outcomes they are seeking to resolve the case.



Stage 2
Director.

9. Response Time: up to 20 working days

Upon receipt of a request for a review, our Customer Resolutions Team will
acknowledge receipt within two working days and confirm the name of the director
who will be reviewing the complaint case. The director investigating the complaint
(or a nominated representative) at stage 2 will:

Introduce themselves and acknowledge receipt of the complaint.

Explain the complaints resolution process at stage 2.

Gather further information to help their understanding of the complaint.

Agree with the complainant, how and when they will provide updates on their
progress.

Respond to the complainant outlining the actions we will take to resolve the
complaint within 20 working days.

If we need a little more time, we will contact the complainant in good time to
explain the reason for the delay and agree a contact regime until the complaint
has been fully resolved.

The outcome of all complaints will be confirmed in writing and will clearly set out
our understanding of the complaint, our findings, and details of how we intend
to put things right.

10.  Closing the case

We only close cases when all agreed actions have been completed.



1.

12.

12.1.

External
review.

If you remain dissatisfied

Although we will make every effort to resolve complaints, if a complainant is still
unhappy at the end of our two-stage process, they can ask the Housing Ombudsman
Service to review the complaint.

The Housing Ombudsman
To contact the Housing Ombudsman Service, complainants can:

. The Housing Ombudsman Service is an independent organisation that
investigates complaints. They are not an advocacy or support service (but there
are other organisations who can help you with advocacy or support).

. You may contact the Housing Ombudsman at any stage during our complaints
procedure if you require help or support

. You can ask the Housing Ombudsman Service to look at your complaint if:

. You have fully exhausted our complaint handling procedure;

. It is less than 12 months after you became aware of the matter you want
to complain about; and

. The matter has not been (and is not being) considered in court.

. The Housing Ombudsman Service will ask you to complete a complaint form and
provide a copy of our final response to your complaint.

. You can refer your complaint online at: Make a complaint - Housing
Ombudsman (housing-ombudsman.org.uk) or call them on freephone at
0300 111 3000

Contact Details

13.

Housing Ombudsman Service
Exchange Tower, Harbour Exchange Square
London E14 9GE

Tel: 0300 111 3000
Email : info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk

Complaint remedies

. Compensation and/or goodwill gesture payments may be considered where
appropriate as part of a resolution to your complaint.
. Where a request for compensation relates to loss or damage to goods, we

reserve the right to request evidence of the proof of purchase and condition
of the items in question. We may also use fair depreciation guidance to
calculate any compensation offered.

. For more information and guidance regarding our remedies and financial
redress, please refer to appendix A for our compensation policy.
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4. Exclusions to this policy

. Complaints relating to services we do not provide. We do not accept
complaints about other landlords, local authorities, government policies or
companies that do not provide services on our behalf.

. Complaints that relate to issues which occurred more than 6 months ago.
Under normal circumstances you must make your complaint within 6 months of
the event you want to complain about. In exceptional circumstances, we may be
able to accept a complaint outside of these timescales, but you must provide
justification as to why this is the case within your complaint.

. Complaints relating to personal property. We cannot accept complaints about
damage to personal property unless it has been caused by something we have
done. We advise you take out Home Contents Insurance to protect against any
unforeseen incidents.

. Legal and/or insurance proceedings. Where a complainant has started
court action or an insurance claim against us in respect of the specific issue(s)
covered by their complaint, the complaint may be excluded from our complaints
process. This does not affect your right to raise a complaint about any unrelated
matters, and we will continue to provide all other services in line with our policies
and procedures.

. Mediation. If a referral for mediation is in progress or has been made, a
complaint will be put on hold until the outcome of mediation is known. Subject
to the outcome of mediation, the case owner of the complaint will assess
whether it is appropriate to resume the complaints process.

. Repeat complainants. If a complaint has previously been reviewed under our
Complaint Resolution policy, unless new and/or additional information has been
provided, we reserve the right to terminate the investigation and close the
complaint. We will always notify the complainant if this is the case.

. Unacceptable behaviour. Whilst we accept that complaints may be a cause of
frustration, we reserve the right to stop engagement with anyone who exhibits
behaviour which is abusive or threatening.

If we decide not to accept a complaint, we will issue a detailed explanation in writing which
sets out the reasons why the matter is not suitable for the complaints process and we will also
explain the complainants rights in relation to referring our decision to the Ombudsman.

15. Responsibility and Monitoring

. The Customer Experience Director is responsible for ensuring this policy is complied
with and is reviewed annually to ensure we are meeting our regulatory requirements
and that we adopt best practice.

. Compliance with this policy is reported to our Board, Committees, and our Operational
Management Teams.



If you want to speak to us about anything else you can:

M) — Call 0300 555 0600. We are available from
§§§ 8am - 8pm (Monday, Tuesday, Thursday and
Friday) and on Wednesday from 10am - 8pm.
W Send an email to
customerservices@onward.co.uk

Use the My Onward Portal or our Live Chat
or WhatsApp (07793 795882) services

If need you help communicating with us,

please get in touch - 0300 555 0600
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