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 Introduction   

1.1.   Mount Green Housing Association aims to provide an excellent service to all our 
customers, ensuring that everyone feels both valued and respected. We 
acknowledge that sometimes things go wrong and when they do our aim is to put 
things right as soon as possible. We want to know when we get things wrong, or 
when customers are unhappy with the service they have received from us, so 
that we can learn from this and improve the way we work as a result.  We believe 
that complaints are an excellent opportunity to listen and respond to our 
residents and other customers in a proactive way.   
   

1.2.   Whilst our principle customers are our residents, there are others who may 
receive a service from us. This policy applies to all residents and anyone else who 
receives a service from Mount Green, referred to as our customers in this policy.    

   

1.3.   The National Housing Federation defines a complaint as “An expression of 
dissatisfaction, however made, about the quality of service, actions or lack of actions 
by the organisation, its contractors or its staff affecting the complainant as an 
individual or group of individuals, whether justified or not. This includes complaints 
that may be no more than merely an expression of dissatisfaction.”    

   

1.4.   The aim of this policy is to set out how we will listen, respond and learn from 
problems and mistakes so that we can improve the services we deliver.   

   

 Policy Objectives    

2.1.   This policy aims to:  

 

• Set out a definition of a complaint that can be clearly understood by both 

customers and staff   

• Take a proactive approach to managing complaints   

• Enable and empower our staff to deal with complaints effectively at the 

earliest stage in the process   

• Be responsive to the needs of our customers    

• Be open, transparent and easy to understand   

• Reflect current best practice   

• Help us to learn from complaints and shape our services as a result   

• Set out a process for dealing with unreasonable complaints   

• Provide guidance of what customers should do if Mount Green are unable 

to resolve their complaint.  
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 Policy   

 Our aim is to provide the best standard of service for all our customers and we 
welcome suggestions, comments and views on how to improve the services we 
offer.  We recognise that from time to time things go wrong but we believe that 
most problems can be easily resolved; our aim is to achieve early resolution and 
every effort will be made to resolve matters locally and before a complaint is 
made.   

 What is a complaint?  
A complaint is an expression of dissatisfaction any customer feels about an 
aspect of our service, policies, actions and decisions.  

A complaint could be when a customer feels:    

• We have failed to adequately respond to their initial request   

• We have been unhelpful or rude   

• We have failed to meet our stated standards or promises   

• We have given unclear, misleading or unsuitable advice   

• We have not complied with our policies or procedures  

   

A complaint is not a first attempt to request for a service or an enquiry.    

 We have special procedures for reporting anti-social behaviour and neighbour 
nuisance and these will not be dealt with under this complaints policy unless 
we have failed to deliver to agreed service standards. Neither will initial service 
charge queries be dealt with under this policy unless we have failed to provide 
an acceptable service. Similarly we will not deal with decisions where there is 
already a right of appeal unless we have not followed our own processes.   Our 
Anti-Social Behaviour Policy and our Rent Setting and Service Charge Policy 
can be referred to in these instances.  

 We will not be able to deal with the following via the complaints process: 

• Any matter which is already being (or has been) dealt with by a solicitor   

• Matters that are being/have been dealt with by our insurers   

• Complaints that have already been through the process or which, in Mount 

Green’s opinion, are being pursued in an unreasonable manner   

• Complaints that fall outside our jurisdiction (e.g. complaints about utilities)  

• Matters that are being dealt with via Environmental Health Departments  

• The matter is being dealt with by an MP or Councillor  

   

 If we are unable to investigate a complaint regarding a service that we do not 
provide i.e. utilities, we will signpost customers to other agencies that will be 
able to help.  

 We will investigate complaints about things that have happened in the last 6 
months. Complaints made after this time will be responded to but may not be 
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taken through the formal complaints procedure unless there are clear and fair 
reasons for the delay in making the complaint, this will be at the discretion of the 
Customer Services Manager (CSM.) 

 When we receive a complaint, we welcome it as an opportunity to improve our 
relationship with our customers and improve our service. We will demonstrate 
openness, transparency and accountability to our customers. We welcome the 
opportunity to hear where customers feel we have got things wrong and where 
they feel we need to improve as this helps us improve our service delivery.   

 Because we see complaints as an opportunity rather than a threat, staff are 
encouraged to actively identify issues. A customer will not have to use the word 
“complaint” or to ask to “make a complaint”. Staff will record any expression of 
dissatisfaction as a complaint and respond by following our procedure.    

 We will do everything we can to resolve an issue informally and resolve the issue 
quickly. We will try to agree a resolution within 2 working days. If we cannot 
agree a course of action to resolve the complaint to the customer’s satisfaction 
within this time then we will escalate this to the formal stage of the complaints 
procedure.   

 Our Complaints Procedure  

We will train and empower our staff to respond positively to issues. We will 
always try to deal with any query or issue from a customer in an informal way to 
quickly identify the issues and seek to resolve them. However if an informal 
approach does not reach a resolution, we will seek to address and rectify the 
issue within our two stage formal complaints process. Complaints can be made 
via any communication platform we have with our customers.  
 
The procedure has three stages 

 Expression of Dissatisfaction 
 Stage 1 Complaint  
 Stage 2 Complaint – Review Panel 

 
 

 Expression of Dissatisfaction 

The focus will be on resolving the problem quickly, with no need for a written 
response. This takes place following a service failure.  

When a service failure is identified, the officer liaising with the customer will 
try and resolve the issues straight away. If this is not possible, actions will be 
agreed and a resolution plan will be provided within 2 working days.  

If an issue is raised by email or letter an officer will be in contact by 5pm the 
next working day to acknowledge and clarify the details. Again, if immediate 
resolution is not possible, actions will be agreed and a resolution plan will be 
provided in 2 working days.  
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All Expressions of Dissatisfaction will be recorded on our Open Housing 
database and any service improvements will be passed to a Customer Service 
Advisor (CSA) so they are recorded for monitoring and follow up purposes. 

A gesture of goodwill may be arranged at any point during the management of 
the expression of dissatisfaction to achieve early resolution.  Any goodwill 
gesture should have an equivalent value of up to £25.00 and will be 
implemented in accordance with Mount Green’s compensation policy.     

4.2  Stage 1 Complaint   

Where an issue cannot be resolved through an expression of dissatisfaction it 
should be raised as a stage 1 complaint for formal investigation by the relevant 
service manager. 

When a formal complaint is received an acknowledgement will be sent within 
two working days and will include a complaints reference number together with 
the name of the manager investigating the complaint.   

All complainants will be contacted by the staff member investigating their 
complaint to clarify the service failure that has occurred and the outcome 
required to put things right. All complaints will be investigated and responded 
to within 10 working days.     

If we are unable to agree a resolution within 10 working days we will provide an 
individual action plan detailing what will be done to put things right with 
associated timescales.  

The investigating manager will be responsible for the completion of any 
complaint actions and for ensuring that any service improvements are 
implemented.  

If the complainant is dissatisfied with the complaint outcome at Stage 1 they 
can request escalation to stage 2 of our procedure. All escalation requests 
should be in writing and set out the elements of the complaint that remain 
unresolved.  

   Stage 2 Complaint – Review Panel 

If the customer feels we have not dealt with their complaint within Stage 1, 
they can request for their complaint to be reviewed by a review panel. The 
panel will be made up of two Board Members and one Executive Team 
member. A Board Member will chair the panel. Key timescales are: 

 A date for the Panel meeting to take place will be set within 20 working 
days. 

 The complainant can submit a report to the Panel for consideration 10 
days before the hearing.  
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 Mount Green will submit a report setting out the history of the 
complaint including actions taken to resolve. 

 Panel Hearings may take place face to face or via video or 
teleconference. 

 The complainant has the right to bring a family member, or friend to the 
hearing for support.  Legal or political representation at the hearing is 
not permitted.  

 Following the hearing the Chair of the Panel will write to the resident 
within 10 working days setting out the outcome of the hearing.  

The CSM and the service area director will be responsible for ensuring that any 
actions following the review panel are undertaken and completed. 

 Designated Person  
 
The customer may request the intervention of a designated person either after 
the stage 1 response to their complaint or after the stage 2 panel review has 
been carried out. A designated person must be agreed by Mount Green and must 
be one of the following; a Councillor or MP, or a representative from a 
professional agency for example; Citizens Advice Bureau, a 3rd party  support 
worker or social worker.  
 
Family members, friends or a personal carer of the customer will not be 
considered, the designated person must be a member of a professional agency. 
The designated person may mediate between Mount Green and the customer to 
try and agree a mutually acceptable resolution.  
 

 Housing Ombudsman  
 
The customer can refer their complaint to the Housing Ombudsman Service 
once 8 weeks has lapsed following the completion of our internal procedure. A 
designated person may refer to the Housing Ombudsman sooner if they feel 
our policies and procedures have not been followed.   

Housing Ombudsman Service  
Tel: 0300 111 3000 
Email: info@housing-ombudsman.org.uk 
Post: Housing Ombudsman Service, PO Box 152, Liverpool, L33 7WQ 
 

 Outcomes   
 
At any stage complaints may be upheld, partially upheld or not upheld and this 
will be clearly communicated in any outcome letter. At all stages our objective 
is to find a positive resolution, although there will be times when the customer’s 
desired outcome is simply not possible or reasonable. Where a complaint is 
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upheld then a service improvement may be identified and this will be discussed 
at the monthly management complaints meeting. 
 

 Closing Complaints 

Complaints will be closed if no request for a review panel has been received by 
the deadline. Further complaints, even if of a similar nature, will be treated as 
new complaints unless the complaint is due to the fact we have not completed 
the agreed actions in the outcome letter. Closed complaints will not be re-
opened.   
   

 Compensation   

We recognise that occasionally we may fail to meet acceptable standards of 
service which may result in loss, damage or inconvenience to our customers and 
in these circumstances compensation may be appropriate. For more 
information, please see our Compensation Policy.    
   

 Unreasonable Complaints  
 
We reserve the right to refuse to investigate complaints that are repeated or of 
a frivolous nature. This decision will be taken by the Operations Director. A staff 
member may identify a habitual complainant by the quantity of unfounded, 
unreasonable or repetitious complaints submitted. Repeated complaints about 
the same service will not be investigated formally however we will always 
endeavour to resolve any problems our customers’ encounter from the service 
we provide and encourage customers’ to talk to us if they are not happy. We will 
carry out investigations outside of the complaints process and will not dismiss 
or ignore these complaints. 

4.10  We may use our Unacceptable Behaviour Policy when a customer’s actions or 
behaviours are deemed to be unreasonable. We will always try to find a way to 
work with customers before reaching this stage, but very occasionally may have 
to use this policy in order to ensure the safety and wellbeing of our staff. The 
following are examples of when this policy might be used in terms of complaints:  

 

• The customer is using threatening or offensive language or behaviour.   

• There is nothing further Mount Green Housing Association can reasonably 

do to assist.    

• The complainant continues to raise the same or a closely related complaint 

even after the complaint process has been fully exhausted.   

• The resources needed to deal effectively with the complaint are 

disproportionate to the benefit of the outcome sought.    
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 Legal Action    

At any stage the Executive Team or Board may take legal advice and consider 
the use of injunctions or other legal remedy, if it is assessed that a serial or 
persistent complainant is causing harassment or is considered to be a threat to 
staff.  

  

 Monitoring   

 A customer complaint is a fantastic opportunity to learn about what or how we 
need to improve our service. We therefore want to learn from every complaint 
and to capture and share the things that we learn so that everyone can improve.   
   

 In order to do this we will record and monitor every complaint including details 
such as what the complaint was about, how it was resolved, how quickly it was 
resolved and what we learnt. We will produce an annual summary of lessons 
learnt and service improvements made.    
   

 We will contact customers after they have complained to find out about their 
experience of the process and we will seek to learn from this feedback and to 
change our processes and approach to reflect customer’s views.   
   

 We will carry out monthly complaint review meetings in order to continuously 
look at how we can improve our services as well as monitor actions relating to 
complaints. 

 
 The scrutiny panel will review a sample of complaints bi-annually to ensure we 

handle complaints fairly and can demonstrate learning from complaints. 

 Performance regarding complaint handling will be reported quarterly to the 
Board and promoted in resident communications. 

 

 Equality and Diversity  
 

 For Mount Green, diversity is about respecting people’s individual differences 
and ensuring that all people that come into contact with us have access to the 
same high standards of behaviour and service.    
   

 We are committed to ensuring that no resident will be treated less favourably 
because of their age, disability, gender reassignment, marriage and civil 
partnership, pregnancy and maternity, race, religion and belief, sex or sexual 
orientation.    
   

 We will provide customers with any support they need throughout their 

complaint, this could include translating information or providing an interpreter if their 

first language is not English. We will also communicate with customers in the way that 

suits them wherever possible.  


