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RESIDENTS’ COMPLAINTS PROCEDURES 

Locking Deanery Housing Society Limited
The Society aims to provide superior sheltered accommodation for older people in individual flats and flatlets, giving complete privacy and independence, and yet within a caring community, so that residents can enjoy companionship and have support and help readily to hand, if needed. 
To this end, we provide an alarm bell system with call points in all flats and in toilets and bathrooms.  Residents who are taken ill or feel unwell are free to use the Alarm-call system at any time of day or night and can expect to receive a prompt response from the Supervisor on duty. 
Out of hours responses and attendance will be carried out by Access Your Care, a local provider.
The Board of Management strives to provide the highest level of service with courtesy at all times and at all levels but if at some time something goes wrong, we want to hear about it promptly and will take all possible steps necessary to put it right. 
---------------------------- 
What is a Complaint?
A complaint is- ‘An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the Landlord, its own staff, or those acting on its behalf, affecting a resident or group of residents’

MAKING COMPLAINTS 
· The exact manner of making a complaint will vary according to the nature of the problem and the person against whom you wish to complain. 
· All complaints are considered on an individual basis. 
· Complaints can be raised with any member of staff through any method. Email / website / complaints form / verbally.
· LDHS accepts complaints on issues that have arisen in the previous 12 months, complaints outside of this time will be individually considered.
· We cannot consider anonymous complaints, but strict confidentiality will be observed if the complainant does not wish his/her name to be disclosed. 
· Complaints may be submitted via a third party.

Complaints Process
Complaints will be acknowledged within a maximum of 3 days.  The process and expected timescales will be clearly explained.
STAGE 1
Your complaint will be handled by the House Manager or the CEO.  You will be informed of the steps taken and timescales to resolve the issue(s).  Service requests are generally resolved within 7 days of reporting it.
STAGE 2 
Most issues are resolved at stage 1.  If you are not satisfied with the outcome, you have the right to ask for a further review.  This will result in the complaint being overseen by a trustee of the society.  We will aim to resolve issues within 20 days of reporting it.

AT ANY POINT RESIDENTS CAN REFER THEIR CONCERNS TO THE HOUSING OMBUDSMAN.  
The ombudsman helps resolve disputes with tenants and residents.
Their service is free independent and impartial.




Disputes with other Residents 
Do not discuss your complaint with other residents not involved because this can result in exaggerating the issue and thereby inflaming the position. 
It is probably best, in the first instance, to approach the other party and put your point of view quietly and calmly.  You will probably find that you can successfully clear up any misunderstanding or eliminate the cause of your complaint.  If the personal approach does not succeed, then you should ask the House Manager or Chief Executive Officer to try to resolve the problem. 

In the unlikely event that the House Manager, or Chief Executive Officer also fails, then you can ask the Chairman of the House Committee to help you.  If the Chairman of the House Committee is also unsuccessful then you can put your case to the full Board of Management.

Complaints against Officers of the Society and Staff
All officers of the Society and all members of the staff from the Chief Executive Officer down are expected to deal with residents with courtesy and kindness and to offer extra help and support where needed.  Supervisors are expected to see every resident at least once every day, normally at lunchtime, or in a resident’s flat if a resident is unwell. 

Officers of the Society 
If you feel that the House Manager or CEO have failed to deal with you as they should, then you should make any complaint direct to the Chairman of the Board of Management,  
Chairman
Locking Deanery Housing Society Ltd c/o Clarence House
17 Clarence Road North
Weston-super-Mare
BS23 4AS

If you would prefer to put your case to the Chairman on a face-to-face basis, you may ask for an appointment to see you in your flat and if you wish a friend to accompany you at an interview, you can arrange this, but you should inform the Chairman of your wish in this regard.  If you feel that the Chairman has not dealt adequately with your complaint, you can ask him to refer the issue to the full Board of Management. 

Other Staff 
If you have a complaint against any member of the staff other than the House Manager or CEO, then in the first place you should refer the matter to the House Manager, who will be expected to interview the staff member concerned privately and not in front of fellow members of staff or residents in order to hear the other side of any story.  If it appears to the House Manager that your complaint is justified, they will ensure that you receive an apology and take steps to avoid repetition.  Should you feel that the House Manager has not dealt adequately with the issue, you can seek an interview with the Chairman of the House Committee and if you are still not satisfied, you may appeal to the Chairman of the Board of Management for the matter to be considered by the full Board of Management.

Complaints Against the Society
It is important to report maintenance issues promptly, service requests are normally rectified within 3 days.  If the issue is not addressed in a timely manner, it will automatically be registered as a complaint and the resident will be informed of the reason for the delay and advised of the remedy. 
If you feel that the Society has failed to provide accommodation, or some other service as promised you are entitled to complain.  For example, if we fail to provide domestic hot water, adequate central heating, proper laundry facilities or if a lift is out of action for an unduly long time, these things would be a basis for a legitimate complaint.  In the first place, you should voice such complaints to the House Manager or Chief Executive Officer. 

With regard to hot water and central heating, it may simply mean that a control in the boiler house needs adjusting which the House Manager can get done.  If after a reasonable period the cause of your complaint has not been rectified you can raise the matter with the Chairman of the House Committee and, if the problem still remains unsettled, you can request that it be referred to the Board of Management. 

If a problem of hot water supply or central heating is limited to your flat and is not general, then it is likely to be a defect in the installation in your flat, which, at this stage, is not a subject for complaint but requires a repairs report.  It is important to distinguish between what is a complaint and any failure in any equipment or appliance supplied by the Society: any such defect at this stage should be reported to a supervisor, who will enter it into the Maintenance Book to be dealt with.  Only if we fail to meet or come near to our target times for repairs according to the urgency of the matter are there grounds for complaint.  The House Manager should tell you if there is likely to be a delay for good reason: for example, if it is necessary to obtain a replacement part which is not available locally.  If there is undue delay in carrying out a repair, you should enquire of the Supervisor in the first place but, failing satisfaction, you can ask for the matter to be referred to the Chairman of the House Committee or to the Board of Management. 

THE INDEPENDENT HOUSING OMBUDSMAN SCHEME
In all cases, if your complaint has not been resolved within a reasonable time, after you have followed through the entire local complaints procedure you have a legal right to refer the matter to the Independent Housing Ombudsman.  A booklet explaining how the Ombudsman Scheme operates is available from the Chief Executive Officer and will be issued to all residents and should be carefully retained. 
It is important to remember that the Ombudsman:

· will not consider anonymous complaints.
· will not consider a complaint until the entire local procedure has been exhausted.
· will maintain strict confidentiality if requested to do so.
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