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Eldonian Community Based Housing Association
     

Policies and Procedures

COMPLAINTS AND APPEALS POLICY

The Eldonian Community Based Housing Association values feedback from tenants on all services provided.  One way of getting comment of this kind is from complaints made concerning decisions, actions or inaction by the Association.  These are taken very seriously.   This procedure specifies how such matters will be handled to give those affected the best chance of a full and complete hearing.

The ECBHA aims to make the right decisions.  If we or any agents acting for us make a mistake we will apologise, try to remedy the situation or consider other ways to put matters right.

This procedure is required to be published and widely distributed, particularly to tenants under the terms of the Residents Charter (1998) which is published by the Housing Corporation after approval by the Secretary of State.

The ECBHA aims to provide quality services, make the right decisions and take actions at the correct time.  Comment and suggestions are both welcomed and encouraged.  One way of operating such comments is through complaints.  It is hoped that tenants will never have to use this procedure, but if it becomes necessary the Association will treat the matter seriously, make every attempt to resolve the issue and comply with any recommendation made by the Ombudsman.

Compensation Statement

If compensation is awarded by either the ombudsman or legally through the courts the association will abide by that decision and pay accordingly.

COMPLAINTS AND APPEALS

The Eldonian Housing Association’s Complaints and Appeals Policy is distributed to all tenants.

At all stages of the procedure complaints received by the Association will be handled according to the following response times:

· all letters to be acknowledged within 3 working days, with a full reply sent within 10 working days

· all telephone calls received to be returned by the end of the next working day.

If it is not possible to respond within the agreed timescales, this should be explained to the complainant together with an indication of when he/she can expect a reply.

The stages of the complaints procedure are as follows:

STAGE I

Tenants should be encouraged to raise any complaint or appeal against a decision first with their direct contact.  This will usually be the Housing Officer or the Warden.  They are best placed to make an immediate response.

STAGE 2

If the problem cannot be resolved or the tenant feels that it has not been dealt with satisfactorily, the Director of Housing will review the matter.  To enable this to happen, the tenant’s complaint or appeal should be made in writing to:

The Director of Housing 

Tony McGann Centre

Eldonian Village

Liverpool L3 6LG.

The Director of Housing will acknowledge correspondence within three working days, although it will take longer to provide a considered response as this will necessitate researching the background and sometimes meeting the complainant to obtain a full understanding of the relevant facts.  Tenants should be encouraged to complete the relevant form (Appendix 1), but complaints will be dealt with if they are not made on the form but are in writing.

STAGE 3

If the complainant is still dissatisfied with the response of the Director of Housing, he/she has right of appeal to the Association’s Committee of Management.  The request for appeal should be made in writing to:

The Secretary

Eldonian Community Based Housing Association

Tony McGann Centre

Eldonian Village

LIVERPOOL L3 6LG

Again, the tenants should be encouraged to use the relevant form.  The Management Committee will consider all relevant facts and opinions and review decisions previously made.  The request for an appeal will be acknowledged within 5 working days, though the timing of a final response depends upon consideration at Committee meetings, the dates of which are fixed in advance.  The acknowledgement will indicate the date of the meeting where the appeal will be heard and the date by which an answer can be expected.  The decision of the Board is the final stage of this procedure.

In addition to reviewing the matter, the Committee may, at its discretion, decide that involvement by other disinterested parties could help resolve serious disagreements.  To this end they may suggest mediation or arbitration.   Information will be provided on both these mechanisms for dispute resolution at the appropriate time.

EXTERNAL AGENCIES

If complainants are still dissatisfied, feel that their concerns have not been handled fairly or in accordance with this procedure, established practice or legal rules, there is a further avenue.  All those who receive a service from an association registered with the Housing Corporation have the right of approach to:

Independent Housing Ombudsman

Norman House

105-109
The Strand

LONDON WC2R 0AA TEL: 08455 7125973 (charged at local rate) or

0207 836 3630 

Leaflets explaining how the ombudsman works, and how the ombudsman services can be used, should be made available on request.  They will usually (though not always) insist that the Association has the opportunity to resolve matters first, and therefore that the formal procedure for handling complaints has been followed to its conclusion.

At each stage of the complaints and appeals procedure, complainants should be reminded that independent advice and assistance is available from the following sources:

· Citizens Advice Bureau or other advice centre

· Law centre or solicitor.

Complainants should also be reminded of their right to complain to: 

· their local councillor (name and addresses available from authority

· their local Member of Parliament (c/o House of Commons, London SW1A OAA).
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