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Purpose
The purpose of this document is to detail Communities Housing Trust’s (CHT)
Complaints Policy and Procedure.

CHT aims to provide services which meet its customers’ requirements and
expectations. CHT aims to resolve complaints effectively within set targets and to
the customers’ satisfaction.

All complaints relating to Residential Sales and Tenant and Landlord
Complaints are not dealt with under this policy and have separate policies.
These can be viewed and downloaded via our website Complaints Procedure
- Communities Housing Trust (chtrust.co.uk)

Scope

The Complaints Policy and Procedure is a key element of CHT’s overall approach
to customer care and customer service. The policy and procedure can help
maintain and improve the level of service that CHT provides.

The Policy and Procedure aims to identify where mistakes have been made and
genuine grievances have arisen, and to ensure that these are rectified to the
satisfaction of the customer.

Complaints provide an opportunity to improve our best practice and learn from our
mistakes.

Responsibilities
The Chief Executive Officer (CEO) is responsible for the implementation of the
Complaints Policy and Procedure, and will approve payments of compensation
under this policy.

All of CHT’s staff have responsibility for identifying a complaint when it is raised by
a customer, and recording it appropriately.

CHT will investigate fully all complaints made about its service. CHT has a
procedure for dealing with complaints which is publicised and provides clear stages
for progression of a complaint.

CHT’s Complaints Policy and Procedure is based on the following assumptions:
Complaints will be dealt with promptly, courteously, systematically, and fairly
Complaints will be dealt with in confidence

Complainants will be kept informed of progress and the outcome of any
investigation

Complaints will be recorded, monitored and acknowledged

CHT will use complaints to learn and to raise the level of customer satisfaction


https://www.chtrust.co.uk/complaints-procedure.html
https://www.chtrust.co.uk/complaints-procedure.html
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Where mistakes have occurred, CHT will apologise and where required

redress the situation proportionately

CHT will publish information about its performance against standards and targets
in handling complaints

Defining a Complaint

An informal complaint is an initial approach by a customer to CHT outlining
dissatisfaction with some aspect of its service or actions. Such approaches are
likely to be made in person or by telephone and sometimes in writing, or on social
media.

A formal complaint is an expression of dissatisfaction with the action or lack of
action taken by CHT, on a matter which is its responsibility and which has been
previously raised by the customer and where s/he remains dissatisfied with the
response received.

A formal complaint should be in writing

A customer is anyone who receives a service from CHT including individuals and
organisations

Services covered by this Policy include the whole range of services provided by
CHT to individuals and organisations

Categories of Complaint
The following are categories of complaint which indicate in general terms the
range of complaints which fall within the Policy:

Dissatisfaction with the way CHT policies are being carried out

Complaints regarding employee/Board Member attitudes and actions of individual
employees/ Board Members in dealing with CHT matters

Delays in responding or complaints about administrative processes

Failure to provide a service

Failure to achieve standards of service

Failure to fulfil statutory responsibilities

Bias or unfair opinion

Exclusions
It is also important to define exclusions from the complaint definition in Section 4.
The following are not considered complaints:

An initial request for service (e.g. a housing repair)

Criticisms or disagreements with CHT’s policies, rather than the way in which
they have been carried out.

Grievances against individual employees/ Board Members which arise directly
from the complainant’s dissatisfaction with a Trust Policy or decision, where no
other basis for complaint exists.
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A matter which is, or could reasonably be, expected to be the subject of court or
tribunal proceedings.

Monitoring and Review

CHT staff will provide reports to the Board on the number and nature of complaints
received, action taken to resolve the complaints and timescales within which action
was taken. Problems persistently raised will also be presented tothe management
committee and in the case of more serious problems, the executive committee,
with an action plan for resolution.

The Complaints Policy and Procedure will be reviewed biennially, unless there is a
significant addition to CHT’s activities which necessitates a revision of the
Complaints Policy and Procedure to include the new activity.

Complaints Procedure
This procedure outlines the actions, which will be taken by CHT when a complaint
is received.

Stage One — Initial Complaints

The member of staff that provided the service to customers will deal with initial
approaches by customers and attempt to resolve their concerns. Such
approaches are likely to be made in person or by telephone, and less frequently
in writing.

Often such an approach is not a complaint but a request for action, information or
reporting a problem. When identified as such, it should be actioned in the normal
way or referred to the relevant officer within CHT for action to be taken.

It may well be possible to provide information or arrange action which will satisfy
the customer. At this stage the emphasis should be on resolving the complaint
whenever possible at the point of service delivery.

Complaints of financial impropriety will also need to be referred to the Treasurer
and Police Scotland

Stage Two - Formal Complaints

Customers who remain dissatisfied with CHT response at the initial stage will be
advised that a procedure exists to make a formal complaint.

S/he will be provided with a copy of CHT’s Complaints Policy and Procedure,
which will explain the procedure to be followed.

The Customer wishing to pursue the matter will be asked to write a letter
expressing their dissatisfaction to the CEO. Assistance will be provided in writing
that letter if required.

All formal complaints will be addressed to the CEO. CHT will acknowledge receipt
of the complaint within five working days and will record details for monitoring
purposes and pass the complaint to the CEO who will issue a full reply to the
complaint within 15 working days of the initial acknowledgement.

If a full reply cannot be issued with 15 days, a holding letter explaining

the delay and setting a new deadline will be sent to the customer from

the CEO.
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Where the nature of the complaint being processed involves some actual or
potential contravention of any rule of law or code of practice, or an alleged
injustice then the CEO will advise CHT Chairman accordingly of progress and
action proposed and seek appropriate advice should the complainant remain
dissatisfied.

It is hoped that the vast majority of complaints will be handled and the most
appropriate action agreed in stages one and two. However, for the few which
remain unresolved and the customer is still dissatisfied, a further stage is
available.

Stage Three — Complaints Requiring Further Action

If the customer is still dissatisfied and wishes to take the matter further it is, on
request, referred to the Board for further investigation. This stage would only be
invoked once all other measures have been fully exhausted.

On receipt, the Chair of the Board, or other Office Bearer, will acknowledge receipt
of the complaint within seven working days. A panel of board members will be
appointed to investigate the complaint and be issued with all correspondence
relating to the issue.

A full reply to the complaint must be provided within 20 working days of the initial
acknowledgement.

In exceptional circumstances this timescale may be extended by the Board

In these circumstances, if a full reply cannot be issued with 15 days, a

holding letter to the complainant explaining the delay and setting a new

deadline will be sent from the Chair.

The board may refer a complaint for external mediation if they agree that

this would be the most appropriate measure, if they cannot form a
satisfactory conclusion to the complaint or if the agree that there are

sufficient grounds for external mediation.

Complaints about the CEO

In the event of a complaint about the CEO, the complaint should be passed directly
to the Board.

The Chair and Vice Chair will be responsible for investigating the complaint and
reporting their findings to the Board.

Complainants should be kept informed in accordance with the procedures for other
types of complaint

External Bodies where complaints may be made:
- OSCR https://www.oscr.org.uk/about-charities/raise-a-concern
- Tenants https://www.housingandpropertychamber.scot/




Appendix 1 — Complaints Monitoring Register

Date Complaint | Nature of Complaint Date Complaint | Investigation Officer Actions and Outcome
Received acknowledged




