GLEN HOUSING ASSOCIATION

COMPLAINTS PROCEDURE

WHY HAVE A COMPLAINTS PROCEDURE

Glen Housing Association strives to be a forward looking, professional and approachable provider of good quality housing, working with others to create attractive communities that people want to, and can afford to, live in.  

We also aim to provide an efficient, responsive and personal housing management service of the highest quality to the people who live in the houses which we provide.

Although we always try to provide a first class service there may be times when you are not happy about something and if this is the case it is important that you let us know.

The purpose of this leaflet is to set out our complaints procedures and detail the steps you can take to put things right.  This Complaints Procedure also allows us to keep an eye on the quality of service we provide so that we continue to improve our service to you.

WHO CAN COMPLAIN?

This Complaints Procedure is open to anyone who receives or requests a service from Glen Housing Association as well as anyone who may be acting on their behalf.

WHAT CAN I COMPLAIN ABOUT?

In a complex area such as housing there can be many causes for complaints, for example if:

· A repair has not been carried out properly

· You have not received information you wanted

· You feel that you have received unreasonable treatment

· You feel you have been discriminated against

We will always try to deal with complaints sympathetically, but there are some things about which it will not be possible to give you information.  For example, staff are not allowed to discuss someone else’s details on a housing application, although of course we can talk to you about how our Allocations Procedure works.

WHO WILL KNOW ABOUT MY COMPLAINT?

As far as possible, we will respect the confidentiality of your complaint.  Whilst we are looking into your complaint your name will not be divulged any more than is absolutely necessary within the Association.  You will appreciate however, that if your complaint involves another tenant, or a member of staff, it may be very difficult for us to look into this without talking to that tenant or staff member.

If you ask us not to talk to the tenant, or staff member, we will respect your wishes but it will probably not be possible for us to take any action to tackle the problem.

HOW DO I MAKE A COMPLAINT?

Complaints can be made over the telephone, in writing or by e-mail.  You may also call in person at either of the Associations’ offices.

There will normally be four stages in the handling of complaints.

STAGE 1:  Informally

By far the quickest and easiest way of sorting out a problem or misunderstanding is to talk to or write to the appropriate Officer and let him/her know what you would like to be put right.

If your informal complaint is made in writing you will receive an acknowledgement card within 5 working days.  You will be made aware of the outcome of your complaint within 15 working days.

Hopefully this will solve any problem without the need to make a formal complaint.  However, you will also be advised that you have the right to make a formal complaint if you are unhappy with the outcome.

STAGE 2:  Formal Complaint

If it is not possible to resolve the problem informally as outlined above, a formal complaint should be addressed to the Director.

When you make a formal complaint it is important to let us know exactly what the problem is and how you would like to see it resolved.  If possible this should be done in writing.

STAGE 2:  Formal Complaint (Continued)

If you are making the formal complaint verbally the member of staff to whom you speak will check with you that they have taken a correct record of the complaint. You will be asked to sign the appropriate document as confirmation that your grievance has been properly recorded.

After receipt we will write to you within 5 working days to acknowledge that your complaint is being processed.  The Director will then write to you again within 15 working days to let you know of the outcome.  Do please remember that some things may not be within our control and therefore may be less easy to sort out.

If we are unable to answer your problem within this timescale, you will be notified in writing to explain and suggest an alternative timescale.

OK – BUT WHAT IF I’M STILL NOT HAPPY?

STAGE 3:  Appeals Procedure

If you feel that after following the above procedure your complaint has still not been satisfactorily resolved, you can appeal to the Management Committee of Glen Housing Association.

In such cases you must submit your appeal in writing to the Chairperson of the Management Committee, setting out the reasons for disagreeing with the decision reached on your formal complaint.  Your appeal will then be addressed by the Executive Committee at their next meeting.

You will also be given the opportunity to attend this Committee meeting to put your case personally.  You may bring a friend or advisor to the meeting.

If possible you will be given a decision at the Committee meeting and this will be confirmed in writing within 5 working days.  If your appeal is complicated and the Committee needs time to consider the grounds of appeal, you will receive a written response within 15 working days of the meeting.

STAGE 4:  Scottish Public Services Ombudsman

If you are not satisfied with the Association’s final decision you may take your complaint to the Scottish Public Services Ombudsman who investigates individual complaints against Housing Associations.  This service is free and completely independent and a leaflet, with further details, is available from our offices.

ADVICE AGENCIES

At any point during the process you may feel that it is important for you to get independent advice.  The following is a list of advice agencies in the area that may be able to help.

Citizens Advice & Rights Fife (CARF)

Impartial advice and information on any subject.


08451 400 095
Shelter  

24-hour housing advice helpline:     




0808 800 4444

Home4Good 

Housing and homeless information and advice:



01334 659391

Frontline Fife (previously Cornerstone & Open Door Fife)

Independent and impartial advice on housing related issues:

01592 800430

EQUAL OPPORTUNITIES

The Association will embrace diversity, promote equal opportunities for all and eliminate unlawful discrimination in all areas of work.  We will deal fairly with any complaints in accordance with the above policy and our Equal Opportunities Policy.

TRAINING MONITORING AND REVIEW

The Complaints Procedure will be reviewed at least every five years.

The Association will provide appropriate training for all staff and committee members who may have to deal with comments and complaints.

We constantly monitor the service we provide and comments and complaints are reported through the management structure and taken into consideration in the formulation and review of policy.

As always any comments or suggestions are always welcome.
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