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1. Policy statement

At People First Housing Association we aim to provide a high level of service and to help us achieve this we welcome feedback from people that use our services. All feedback will be viewed positively and seen as providing vital intelligence on our performance, culture, and reputation and as a means of being able to improve our services. 

Where customers are happy with the service, we encourage them to voice their appreciation to our staff and will record all compliments and share these with staff. We also welcome suggestions that could enhance our services and will implement where feasible.

Equally where customers are dissatisfied, we encourage them to voice this and if we are not able to resolve immediately with the agreement of the customer, we will facilitate access to the complaint’s procedure. 

People First recognises that effective complaint handling enables customers to be heard and understood and for issues to be resolved quickly. We will ensure at all times that customers are dealt with professionally and fairly, and that each complaint is fully investigated within a reasonable time frame before the situation becomes worse. Our primary focus is on putting problems right where the service has failed. We 
will also handle any issues arising from customers concerns/complaints to enable ongoing cooperative partnerships and assist us to continually improve the quality of our services. 


2. Key Definitions 

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 an individual resident or group of residents. The word ‘complaint’ does not have to be used for it to be treated as such and requires a formal response. (The Housing Ombudsman’s Complaint Handling Code, 2024). 
This definition extends to others to whom we provide a service or come into contact with. 

Complainant: is anyone who voices dissatisfaction or concerns with the services we deliver, whether it be the individual themselves who has experienced the dissatisfaction, or a third party submitting the complaint on their behalf.

Compliment is an expression of satisfaction about the standard of service we provide.

Customer/s: means residents/tenants, service users, applicants for services and others who come into contact with our services. 

Feedback: includes compliments, suggestions, service requests and complaints.

Manager/s: means service/departmental managers/heads.

Officer: means housing officer and community support workers.

Service request: is a request from a customer requiring action to be taken to put something right, they are not complaints, but the customer should be given the choice to make a complaint and a complaint should be raised when a customer raises dissatisfaction with the response to their service request. For guidance on how to decide whether the approach is a service request, or a complaint see appendix 1.

Staff: References to staff means any staff member, volunteer or other person undertaking work for People First. 

Stage 1 complaint: the first stage of the complaints process for use when a customer is dissatisfied with a service request. Usually dealt with by the service manager.

Stage 2 complaint: the second stage of the complaints process for use when the customer is unhappy with the response to their stage 1 complaint. Usually dealt with by the Chief Executive or Operations Director in their absence.


3. Service Standards 

Adopt an approach to complaints that is clear, simple, and accessible that offers assistance as appropriate and ensures that complaints are resolved promptly, politely and fairly. 
· Ensure our approach is non-judgemental and considers the individual needs of customers. 
· Acknowledge when something has gone wrong and set out the actions on how we put right. 
· Ensure customers are not treated differently when they make a complaint.
· Expect staff to be friendly, courteous, professional, and reliable at all times. 
· Accept feedback verbally (in person or via telephone) in writing (a letter or e-mail, or by any other method of the complainant’s choice. 
· Accept complaints made by advocates authorised to act on the customer’s behalf.
· Provide an acknowledgement of a complaint within 5 working days with an outline of our understanding of the complaint and desired outcomes.
· Provide a formal response to complaints within 10 working days for stage 1 complaints and 20 working days for stage 2 from the date a complaint is acknowledged and in the case an extension is required, clearly state the timeframe and ‘good’ reasons for this. 
· Respect individual rights to privacy and confidentiality.
· Publish information about complaints each year, including their number, nature, outcomes, and performance against timescales, in newsletters and on the website. 
· Publish the complaints policy widely on our website and in welcome packs.
· Monitor performance in complaint handling and learn from feedback to continually improve our services. 
· Keep customers informed about how complaints have been used to improve services.
· Report to the Board on the outcome of complaints every six months or sooner as appropriate.
· Take a collaborative approach to resolving complaints and collective responsibility, acting at all times within the professional standards of the Chartered Institute of Housing (appendix 2).
· Only exclude a complaint in exceptional circumstances as outlined in the Unacceptable Customer Behaviour Policy (appendix 6).

4. Equality and Diversity

The association will demonstrate regard for the provisions of the Equality Act 2010 and our duty to eliminate discrimination to all those with protected characteristics (on grounds of: age, disability, gender reassignment, marriage or civil partnership, pregnancy or maternity, race, religion or belief, sex and sexual orientation) when dealing with complaints. 

Staff should adopt an objective and individualised approach to dealing with complaints to ensure that no one is disadvantaged or treated less favourably as a result of a protected characteristic or making a complaint. 

We will make reasonable adjustments to ensure our complaints procedures are accessible so that complainants don’t face difficulty contacting us. For example, by offering appropriate help to make a complaint, using different methods of communication, providing written communication in large print, or translation services where possible. 

We will also demonstrate regard for the provisions of the Equality Act 2010 when dealing with complaints, if it becomes necessary to place restrictions on a customer’s contact due to unacceptable behaviour and ensure these are appropriate to their needs. We anticipate such cases being an exception and last resort. 

Complaints will be monitored against the diversity strands cited in the Equality and Diversity Policy (where there is no risk of an individual complainant being identified given our small size) to ensure fair treatment. 

5. Value for Money 

People First is committed to ensuring that any issues identified by our customers are resolved quickly and effectively before they become worse and that any learning arising from such issues is used to improve our service delivery and avoid reoccurrence. This will also contribute to value for money in service provision. 
Additionally in certain circumstances to enable us to provide value for money in complaint handling, in line with the Housing Ombudsman Service’s guidelines for managing unacceptable complainant behaviour (see section 9.2.3.5 for guidance on what is considered unacceptable and how we will approach these situations and our policy on unacceptable behaviour appendix 6) we may restrict access to our complaints service where valid to do so. For example, if the complainant’s behaviour is unreasonably demanding and affects staff’s ability to do their work and provide a service to others, we may need to restrict a person’s contact with People First to effectively manage staff resources. We envisage such cases being a rarity and will only implement such measures as a last resort. 

Furthermore, in general, a complaint is unlikely to be considered, if the issue occurred over twelve months ago (not pertaining to safeguarding or health and safety issues), legal proceedings have started, or matters have previously been considered under the complaints policy. 

6. Scope

This policy aims to support the right of all our customers to be heard, understood, and respected and covers complaints and other feedback about the services provided by People First, the conduct of staff and others who work on our behalf or about the service standards.  It sets out how to make a complaint and progress it through People First’s internal complaints procedure and what they can and should expect when they make a complaint. 

We may follow a different procedure if another policy is more appropriate. For example, if the complaint relates to a child protection issue, we will follow our safeguarding and child protection procedures or if the complaint relates to antisocial behaviour of another tenant our Antisocial Behaviour and Hate Incidents procedure. We will advise customers if this is the case.

7. Related policies and procedures

The following policies and procedures should also be considered when applying this policy: 
· Safeguarding and Child Protection 
· Safeguarding Adults
· Anti-Social Behaviour and Hate Incidents
· Data Protection and Confidentiality
· Equality and Diversity
· Client Inclusion and Involvement
· Tenant Participation
· Whistleblowing 

8. Responsibility

Board

· Appointing a member (complaints lead/board member responsible for complaints) to have lead responsibility for complaints and support a positive complaint handling culture.
· Discussing and responding to the annual complaints’ performance and service improvement report for publication.

Complaints Lead/Board Member responsible for complaints

· Ensuring the board receives regular information on complaints that provides insight on the Association’s complaint handling performance.
Chief Executive (or Operations Director in their absence):
· Investigating Stage 2 complaints.
· Informing the Chair and Complaints Lead promptly if a complaint handling is likely to fall outside the timescales set in this policy and as determined by the Ombudsman’s Complaint Handling Code.
· Notifying the Chair and Complaints Lead promptly of any complaint handling failure order from the Ombudsman.
Operations Director
· Compiling for the board an annual complaints performance and service improvement report for scrutiny and challenge, including an annual self-assessment against the Housing Ombudsman’s Complaints Handling Code (this could be sooner i.e., following a significant restructure, merger and/or change in procedures or if requested by the ombudsman following an investigation).
· Overseeing and assisting the Complaints Officer to ensure the association complies with the Complaints handling code and reports to the Board biannually as detailed in section 10 of this report. 
· Ensuring the outcome of the annual self-assessment is provided to managers for distribution to customers along with the service improvement report and the Boards response to the report.
· Ensuring the policy is kept accurate, up-to-date and in-line with current legislation.
· Providing information to the Complaints Lead on complaints to enable them to perform their role, including the findings and outcomes of any Housing Ombudsman’s investigations and progress made in complying with orders relating to severe maladministration findings as applicable.
· Informing the Ombudsman and customers (via the association’s website) if the association is unable to comply with the Code due to exceptional circumstances such as a cyber security incident, including a timescale for returning to compliance.
· Liaising with the Housing Ombudsman in relation to any investigations or enquiries and delegating as necessary the compilation of information pursuant to these. 
BSU HR Officer:
· Acting as the ‘Complaints Officer’ and taking responsibility with the Operations Director for complaint handling to ensure complaints receive the necessary attention, including:
· Logging (including any reasonable adjustments and or disabilities), allocating (as necessary), monitoring and ensuring all complaints are dealt with in accordance with timescales. 
· Notifying the Chief Executive/Operations Director of any complaints that are unlikely to meet the timeframes for response after extension.
· Reporting to the board biannually on the volume, categories, and outcomes of complaints and service requests alongside performance in meeting target times for responses as set out in section 10.
· Seeking feedback in relation to the complaint handling to encourage a positive complaint and learning culture.
· In consultation with service mangers sending out complaint closure letters one month following a complaint and seeking equality data where this information is not available. 
All Managers:  
· Ensuring they and their staff understand and comply with the policy and undertake regular training.
· Considering suggestions and ensuring implementation where suitable/feasible.
· Communicating compliments received to front line staff and the Chief Executive/Operations Director.
· Ensuring details of all complaints and those excluded are passed to the Complaints Officer (if they are not the recipient) for logging, monitoring, and reporting to the Board.
· Ensuring the policy is published in newsletters and on the website in an accessible format and easily locatable along with the Housing Ombudsman Complaints Handling Code and details of how to contact the Ombudsman.
· Distributing the self-assessment against the Ombudsman’s Complaint Handling Code, the service improvement plan and the boards response and details of all feedback in particular the volume and type of complaints, performance against targets and any service improvements in the annual report to customers and tenant panel/scrutiny group.
· Ensuring complaints are dealt with promptly and courteously, putting problems right where the service has failed.
· Informing the Complaints Officer promptly if a complaint is likely to require an extension within the timeframes set out in this policy and if it is likely to take longer than the target timescales to resolve. The Chief Executive/Operations Director should also be informed in the latter case.
· Ensuring details of any reasonable adjustments made and or any disabilities of complainants are provided to the Complaints Officer for logging.
· Assessing any themes or trends in complaints to identify potential systemic issues, serious risks or policies and procedures that require revision to bring about service improvement. Notifying the Complaints Officer of any changes in service delivery arising from a complaint.
· Sharing issues that arise from complaints with staff and any learning and or changes required.
· Ensuring themes or trends inform staff/contractor training. 
· Ensuring other feedback (service requests, compliments and suggestions) are logged by staff and monitored and reviewed biannually. Reviews should be presented to the Complaints Officer for inclusion in the board reports in May and December each year.

All Staff:
· Working collaboratively and cooperating with colleagues, teams, and departments towards resolving complaints.
· Taking collective responsibility for any shortfalls identified through complaints, rather than blaming others.
· Acting within the CIH Professional Standards for engaging with complaints (appendix 1).
· Familiarising themselves with this policy and attending training as required.
· Advising customers about the policy.
· Dealing with customer concerns/service requests promptly with their agreement to avoid issues becoming complaints.
· Logging and maintaining accurate records of other feedback (service requests, compliments and suggestions).
· Accepting all feedback (complaints, service requests, compliments, and suggestions) and bringing to the attention of their Line Manager on receipt.
· Promoting a positive complaint handling culture to ensure effectiveness in resolving complaints.

9. Procedure

The procedure for handling complaints, service requests and other feedback is outlined in the flowcharts (Appendix 2). Complaints and service requests are also outlined in more detail below.  

9.1 Ensuring accessibility
Complaints, service requests and other feedback may be made verbally by phone or in person, in writing, (by letter or e-mail), or by any other method of the customer’s choice. A feedback form is available if desired (appendix 5). Reasonable adjustments should be made to ensure accessibility to the complaints process. Any such adjustments must be recorded as well as any disabilities disclosed. 
A customer does not have to use the word ‘complaint’ for it to be treated as such. Whenever a customer expresses dissatisfaction landlords must give them the choice to make a complaint. 
Complaints may be submitted via a third party or representative and must be handled in line with this complaints policy. All complainants should have the opportunity to have a representative deal with their complaint on their behalf and to be represented at any meeting.  
Complaints can be received up to 12 months after an issue has occurred and exceptionally more than 12 months depending on the individual circumstances (see complaint exclusions below, section 9.2.3.5).
9.2 Internal complaints/service requests 
In most cases expressions of dissatisfaction will fall into the category of service request or complaint, but feedback may also be expressed during a survey. The process for dealing with such feedback is described below:
9.2.1 Service requests
Anyone making a service request should be given the choice to make a complaint. If the customer is happy to proceed on the basis of a service request the Officer will address immediately. 
In most cases a service request will be obvious, for example where a contractor failed to attend an appointment, the Officer should contact the contractor to reschedule liaising with the customer on timing. Guidance on service requests is provided in appendix 2.
A complaint must be raised when the resident expresses dissatisfaction with the response to their service request, even if the handling of the service request remains ongoing. Efforts to address the service request must continue despite the complaint.
The Officer should keep a record of all service requests and the action taken and these should be monitored by the manager as set out in responsibilities above.
9.2.2 Expressions of dissatisfaction made during a survey
An expression of dissatisfaction with services made through a survey is not defined as a complaint, although wherever possible the person completing the survey should be made aware of how they can pursue a complaint if they wish to. Details of how to complain should be provided where wider feedback on services is being sought.
9.2.3 Complaints 
· In line with the Housing Ombudsman’s Complaint Handling Code, we have adopted a two-stage process to facilitate a speedier resolution to complaints and simplify the process.
· Whenever a complaint comes in this should be forwarded to the Complaints Officer for logging and the appropriate complaint handler (i.e., the service manager for stage 1 and the CE for stage 2) if they are not the recipient. 
· In the absence of the appropriate complaint handler the complaint should be forwarded directly to the Complaints Officer for allocation to the next most appropriate person. 
· All initial complaints will be treated as stage 1 and dealt with by the service Manager who will ensure that the dissatisfaction expressed meets the definition of a complaint (as set out in this policy and in compliance with the Complaints Handling Code) in accordance with the procedure below. 
· A complaint must be accepted unless there are valid reasons not to do so (see section 9.2.3.5 below). If a decision is reached not to accept a complaint the reasoning must be documented so that this can be evidenced. Complaints must be considered on their merits.
· The Complaints Officer must be kept up to date on the progress of complaints and advised of any necessary extensions or if the timeframes are unlikely to be met. They should also be advised of any complaints not accepted and the reasons for this. 

9.2.3.1 Timeframes for complaint handling
· In most cases stage 1 complaints can be resolved promptly (well within the timeframes) without the need for an investigation with an explanation, apology and resolution provided shortly after receipt. 
· Every effort should be made to respond to a complaint (stage 1 and 2) as early as possible and when the answer is known, not when outstanding actions to address the complaint are completed. Outstanding actions must be tracked and actioned promptly with appropriate updates provided to the complainant. 
· In some cases, due to the complexity of the complaint an investigation may be required and that this could mean that the maximum time allowed to respond as set out below may be needed. The vulnerability and potential risk to the complainant should always be considered and the timeframes for responding should only be extended with good reason (see guidance below on good reasons).
· Delays in responding to a complaint outside the timeframes below (as determined by the Ombudsman) should only occur in very limited circumstances. 
· Any delays must be communicated to the complainant along with the reasons for this and they must also be provided with the contact details of the Ombudsman Officer. Where the complaint response is outside the timeframes the complaint handler must also agree suitable intervals for keeping the complainant informed.
Acknowledgement 
· An acknowledgement of both stage 1 and stage 2 complaints must be sent out within 5 days of receipt or escalation. This must outline our understanding of the complaint (the complaint definition), what outcomes the complainant is seeking, the timeframes for response and clarify any areas outside the Association’s responsibility. Clarification from the complainant may be sought until a full definition of the complaint is agreed to. Where it appears, the outcomes being sought are unrealistic or unreasonable this should be addressed so that expectations are managed from the outset.
Formal response
A formal response detailing the complaint resolution must be sent or provided to the complainant:
· Stage 1 complaints – within 10 working days of acknowledgement. With good reason this may be extended by a further 10 days.
· Stage 2 complaints – within 20 working days of acknowledgement of the complaint being progressed/escalated and may be extended with good reason a further 20 working days.  
Good reason for extension of response timescales include:
· where delays are due to waiting for information from the complainant or another third party, or
· where delays are due to booking a mutually convenient meeting with the complainant; or
· where there are extenuating factors, i.e., the complexity of the case means that more time is needed to conduct the investigation or given our small size staff absence impacts on our ability to respond within the usual timeframe. In all cases the complainant will be advised of any delays in resolving a complaint and adjusted timeframes will be provided. 
9.2.3.2 General principles for complaint resolution 
The complaint handler must consider all complaints and conduct any necessary investigations in an impartial manner, seeking sufficient, reliable information from all involved parties so that fair and appropriate findings and recommendations can be made

· The complaint handler must:
· deal with complaints on their merits
· act independently and have an open mind
· give the customer a fair chance to set out their position
· take measures to address any actual or perceived conflict of interest
· consider all information and evidence carefully
· keep the complaint confidential as far as possible, with information only disclosed if necessary to properly investigate the matter
· address all the points raised in the complaint definition and provide clear reasons for any decisions 
· provide a response to the complainant when the answer is known not when the outstanding actions required to address the issue are completed
· track outstanding actions and, action promptly providing appropriate updates to the customer
· Where complainants raise additional complaints during the investigation, these will be incorporated into the response if they are related to the original complaint and the response has not been issued. Where the response has been issued or the complaint is unrelated or would unreasonably delay the response, the new issues should be logged as a new complaint.
· Communication with the complainant should not generally identify individual members of staff or contractors as their actions are undertaken on behalf of the landlord.
· If the complaint handler decides not to accept a complaint, a detailed explanation must be provided to the complainant setting out the reasons why the matter is not suitable for the complaints process and their right to take that decision to the Ombudsman. If the Ombudsman does not agree that the exclusion has been fairly applied, the Ombudsman may instruct People First to take on the complaint.
9.2.3.3 Feeding back on complaints
The complaint handler should carefully consider the best way of feeding back to the complainant.  There could be a mixture of verbal and written feedback:
· Verbal feedback should be used to negotiate an appropriate outcome for the complainant and to provide updates.  A record must be kept of any conversations with the complainant.  If the complainant would prefer to correspond solely in writing, their wishes should be followed.
· Where appropriate, the complainant should be visited or met at the office (provided they are comfortable with meeting face-to-face).
· There should be a written response at the end of each stage.  If the complainant has literacy problems, the letter should also be explained verbally in a way that the complainant understands.
· The written response at the end of each stage must confirm:
· the complaint stage
· the complaint definition (agreed to at the point of acknowledgement)
· address all points raised in the complaint 
· the decision on the complaint
· the reasons for any decisions made
· the details of any remedy offered to put things right and by when
· details of any outstanding actions
· details of how to escalate the matter to the next stage if the complainant is dissatisfied with the response
· [bookmark: _bookmark10]if this was the final stage details of how to escalate the matter to the Housing Ombudsman Service if the complainant remains dissatisfied
It could also include:
· apology
· acknowledgement of where things have gone wrong
· provision of an explanation, reasons, or assistance
· taking action if there has been delay
· reconsideration of a change in a decision
· amendment to a record
· provision of a financial remedy
· changes to policies, procedures, or practices.

· Any remedy offered should reflect the impact on the resident as a result of any fault identified and be agreed with the complainant as appropriate. Complaint handlers should refer to the Complaint Remedies Policy which has been informed by the guidance issued by the Ombudsman. 
· The remedy must clearly set out what will happen and by when in agreement with the complainant. Any remedy proposed must be followed through to completion.

9.2.3.4 Following a complaint 
· If having followed stage 1 all or part of the issues remain unresolved or the customer feels they have received an unsatisfactory outcome, then the complaint should be escalated to stage 2 and will be dealt with by the Chief Executive or Operations Director (in their absence) using the above procedure. 
· In general, all escalations will be allowed to proceed, complainants are not required to explain their reasons, but exceptionally we may exclude stage 2 complaints where they fall in the exclusions categories as outlined in 9.2.3.5 below. 
· Complaints will only be escalated to stage 2 when they have completed stage 1 and will be considered by a different person.
· Complainants will be contacted within one month of using the service to formally close the complaint and ascertain (1) their satisfaction with the service and (2) equality and diversity information where not known. Where it is considered that closing the complaint in this manner would cause undue upset to the complainant, the final stage may be omitted, but the reason for doing so must be clearly recorded.
· An accurate record of all complaints and their outcomes must be kept on our system by the Complaints Officer. The record will include the name of the complainant, the nature and stage of the complaint, date complaint received, date acknowledged, date formally responded to, the results of any investigations and action(s) taken, all correspondence and information (i.e., survey reports) given to the complainant including a copy of the acknowledgement and response. The complaint handler must ensure all such information is provided to the Complaints Officer for logging and reporting.
· Details of the complaint will be retained for our records and may be viewed by our regulators during any inspections in line with our data protection and confidentiality policy. 
· The service manager should consider if any service improvements can be made as a result of any learning from the complaint and confirm details of action taken.
9.2.3.5 Complaint exclusions
A complaint must be accepted unless there are valid reasons not to do so. The individual circumstances of each complaint will be considered before the application of an exclusion. 
A compliant is unlikely to be considered or escalated where:
· The issue giving rise to the complaint occurred over 12 months ago (unless there are good reasons to apply discretion outside this time limit and there are no other grounds for exclusion).
· Legal proceedings have started (i.e., a claim form or particulars of a claim have been filed at court).
· Matters have been previously considered under the complaints policy.
Where a complaint is excluded the reasons for doing so must be provided and the complainant advised of their right to take that decision to the Ombudsman. The Ombudsman may advise that the complaint should be taken on if they disagree with the exclusion.
A record of any exclusions should be kept so that this can be evidenced. 

Unacceptable complainant behaviour 
We accept that people can act out of character in times of trouble or distress.  We do not view behaviour as unacceptable just because someone is forceful or determined.  In fact, we accept that being persistent can be a positive advantage when pursuing a complaint.  
However, the actions of complainants who are aggressive or abusive, unreasonably demanding, or persistent may result in unreasonable demands on or unacceptable behaviour towards People First staff.  Aggressive or abusive behaviour includes threats of physical violence, personal verbal abuse, derogatory remarks, and rudeness. Unreasonable demands include insisting on speaking with a particular member of staff, continual phone calls, emails, or letters. Unreasonable persistence includes persistent refusal to accept a decision made in relation to a complaint or explanations about what the association can do. We aim to manage such behaviour by following the Housing Ombudsman managing unacceptable behaviour guidance and have adopted their policy (see Appendix 6). In practice what this means is that where we find such behaviour adversely impacts on staff’s ability to do their work and provide a service to others, we may need to restrict the contact the complainant has with People First in order to manage this. We anticipate that very few complainants will be subject to such controls and how we manage such situations will depend on the nature and extent of the problem.
9.3 External complaints procedure
 
If having exhausted the internal procedure the complainant feels the matter has not been resolved to their satisfaction, then they have the right to raise the matter with an external regulator (i.e., The Housing Ombudsman in the case of residents/tenants or the service commissioner in the case of community support service users, please see appendix 7 for contact details). Please note that in general external regulatory bodies/commissioners will not accept a complaint until the complainant has exhausted the internal procedure. 
10. Monitoring 

Managers are responsible for informing the Complaints Officer of any complaints on receipt and throughout the complaint handling process. Copies of all correspondence should be kept both in the complainant’s file and in the centralised complaints file held by the Complaints Officer including any survey reports. They will also provide a review of other feedback biannually as outlined in responsibilities. 

The Complaints Officer will log all complaints (as described in 9.2.3.4 above), monitoring them on a weekly basis to ensure they are being handled within the timeframes specified in the policy and alerting the chief executive or operations director if the timeframes are unlikely to be met.

The Complaints Officer with the support of the Operations Director will provide a report to Board every six months (to be included with the compliance board paper) and managers will ensure feedback is publicised through newsletters and the website annually.  The report should include:

· The number of complaints and service requests received
· Performance against timeframes within the policy for complaint handling
· Satisfaction with the complaint handling service
· The nature of the complaints
· The business area the complaints relate to
· The outcome of the complaints
· Details of any complaints not accepted/excluded and the reasons for this
· Reviews of issues and trends arising from complaint handling
· How feedback has been used to improve the services People First provides
· Any investigations by the Ombudsman and findings of non-compliance
· Details of any other feedback from customers (service requests, compliments and suggestions. 
When compiling the reports, care should be taken to ensure that the anonymity and confidentiality of complainants is protected.

11. Acknowledgements

The Housing Ombudsman’s Service Complaint Handling Code, 2024 has informed this policy and our approach and includes direct sections taken from the code which must be adhered to. We have also adopted the Housing Ombudsman’s policy on managing unacceptable behaviour, incorporating their guidance as applicable. 
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Appendix 1Complaints, and Other Customer Feedback Procedure

	

Inform Director and CE

Forward to service manager if not recipient
Inform staff member(s)
Inform Service Manager to assess
Assess and implement if feasible

Include in service newsletter

Email details 
to the service manager /CE or Complaints Officer in their absence




to log
Officer actions, logs and advises service manager
END

Forward to officer if not the recipient if immediate action can be taken (see examples)
Biannually review and send report to Complaints Officer
Assess 
Type
Stage 1/Stage 2 Procedure

Feedback received
Send written response
Suggestion
Compliment
Complaint[image: ]
Service request[image: ]
Follow ASB and Hate Incident Policy
ASB


Service request or complaint? – flow charts and case studies (taken from Housing Ombudsman Complaints Handling Code)

Example 1
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Case study A – Resident calls to report contractor has not arrived at the agreed time
Ms B calls her landlord to report that the contractor that was due to attend her property that morning has not arrived. Ms B is not happy as she had taken the morning off work for the appointment. The call handler checks the system but is unable to explain to Ms B why the contractor did not arrive. The call handler asks Ms B if they can try and contact the contractor and call her back within the next hour. Ms B agrees. The call handler speaks to the contractor who explains they were held up at another job that took longer than expected. The call handler calls Ms B, explains the situation, and apologises. The call handler offers Ms B another appointment at a time that suits Ms B, and Ms B is satisfied with the explanation and resolution.
This is an example of a ‘there and then’ situation where the resident may be dissatisfied with the service provided on that morning, but the landlord is able to quickly resolve the issue to the resident’s satisfaction with minimal further enquiries. Whilst this does not need logging as a complaint, the landlord should keep a record of the call and should consider if there is any learning (i.e., should the landlord have been informed the contractor was delayed so it could alert Ms B and any other affected residents)
Alternative scenario
Ms B calls her landlord to report that the contractor that was due to attend her property that morning has not arrived. Ms B is not happy as she had taken the morning off work for the appointment. The call handler checks the system but cannot see an appointment for Ms B that day. Ms B is adamant she had an appointment that morning and explains she received a text message from the landlord with the date and timeframe. The call handler is unable to explain to Ms B why there was no appointment on the system and offers its apologies. The call handler also arranges another appointment and advises Ms B that it has opened a complaint on her behalf.
Whilst the landlord can offer Ms B another appointment, it is unable to adequately explain why Ms B was told a contractor would attend that morning when there is no appointment on its systems. The landlord will need to investigate why this has happened, which could involve interrogating the system and speaking with other departments. Whilst Ms B may have been satisfied with a further appointment, a positive complaints handling culture would explore why this has happened to try to put it right for the resident and to learn from any mistakes.

Case study B – Resident calls to report a repair
Mr D calls the landlord to report a leak from one of his radiators. Mr D says the radiator has been leaking for a few months, but it has recently got worse. Although it has been leaking for a few months, this is the first time Mr D has contacted his landlord about it.
This is a service request and should be handled in accordance with the landlord’s repairs policy.
Alternative scenario A
Mr D calls the landlord regarding a leak from one of his radiators. Mr D says the radiator has been leaking for a few months and has recently got worse. Mr D tells the call handler that he has reported the leak several times and he was told each time that someone would come out to inspect the radiator, but he has never had an appointment, and no one has been out so far. He explains that his carpet underneath the radiator is starting to smell damp because of the leak. The call handler can see that Mr D has reported the issue several times but is unable to explain why it was never followed up. The call handler arranges an appointment for Mr D and opens a complaint case for Mr D.
Whilst this is a service request, it is also clear from the information that this repair has been reported several times before and the landlord has not acted on the report, which is potentially a breach of its repairs policy. Although Mr D has not specifically said he wants to make a complaint, there has been a failure in the landlord’s service that should be investigated and put right. The landlord should also explore any learning opportunities.
Alternative scenario B
Mr D calls the landlord regarding a leak from one of his radiators. Mr D says the radiator has been leaking for a few months and has recently got worse. Mr D tells the call handler that he has reported the leak several times and each time someone comes out they tell him they will do a temporary repair but that he needs a new radiator. Mr D tells the call handler he has been repeatedly told that the contractor will raise a job for a new radiator to be fitted but he has never heard anything. Mr D says he feels like he is going round in circles and that he thinks the landlord is trying to save money by not fitting a new radiator. The call handler checks the repair notes and can see that previous contractors have recommended a new radiator is fitted.
The call handler raises a job for a new radiator and opens a complaint case for Mr D.
Although the resident has not asked to make a complaint, it is clear from the conversation that he is dissatisfied with the level of service he has received from the landlord. It is also clear that something is not working as it should do within the landlord’s process, which should be investigated as part of the complaint.


Case Study C – Resident calls to report noise nuisance/ASB
Mr A calls his landlord to report that his neighbour has been playing music at an excessive volume late into the night, which has stopped him and his family from being able to sleep. Mr A says this has been affecting his work and his children’s school. He tells the landlord that he has tried speaking to his neighbour about it, but the neighbour was aggressive and abusive to him. Mr A would like the landlord to do something about the noise.
This is a report of noise nuisance / ASB. The landlord should explain the ASB procedure to Mr A and clearly outline what the next steps are. The landlord should follow its ASB policy in responding to this allegation.
Two months later Mr A calls his landlord again. He explains that the loud music has continued, and the neighbour has escalated to being abusive and aggressive whenever they see each other. Mr A tells his landlord that this is impacting on his mental health, and he is worried that it could escalate further. Mr A tells his landlord that he has reported some instances to the police, and he has filled in the diary sheets as the landlord has asked. The landlord confirms it will add this new information to Mr A’s case file. The landlord contacts Mr A and provides an update on the ASB case, confirming it has spoken with the neighbour and is engaging with the police in relation to Mr A’s reports. Mr A agrees to continue reporting issues as per the landlord’s request.
Although the neighbour’s behaviour is escalating, the landlord continues to work with Mr A and to investigate the allegations in accordance with its policy. It is providing updates to Mr A and is working with other local agencies (i.e. the police) to resolve the matter.
Alternative scenario
Two months after his initial report, Mr A calls his landlord. He explains that the loud music has continued, and the neighbour has escalated to being abusive and aggressive whenever they see each other. Mr A tells his landlord that he has reported some instances to the police, and he has filled in the diary sheets as the landlord has asked but he has not heard anything from the landlord since his initial report. Mr A tells the landlord that he has done everything asked of him, but the landlord has not done anything and has left him and his family to live in fear of his neighbour. Mr A tells his landlord that this is impacting on his mental health, and he is worried that it could escalate further.
The landlord has not responded to Mr A’s initial report of ASB, therefore as well as following up on the reports of ASB as per the ASB policy, the landlord should also open a complaint case to look at its handling of Mr A’s reports of ASB.











Complaints, and Other Customer Feedback: Stage 1 Complaints Procedure




Resolve the complaint or carry out an investigation and visit/meet complainant (if appropriate)


Write to the complainant explaining why excluded in line with policy, provide Ombudsman contact details
Advise the complainant of and provide details of Ombudsman
Within 10 working days of acknowledgement unless extended

If unable to meet timeframes, write to complainant agree contact intervals, explain why and provide Ombudsman contact details. Service manager to notify CO and CE



Complaint accepted

Acknowledge in writing, define the complaint, outcomes, (in consultation with the complainant if not clear) and timeframes for response. 

Response
address all issues and detail outcomes/remedies
Follow stage 2 procedure  
Manager implements changes as appropriate and publicises. Advises CO of changes
Complaints Officer Sends closure letter 28 days after complaint, collects equality data
Within 5 working days
Email details to Service Manager or Complaints Officer in their absence 
If complaint sent direct to Service Manager, they must provide details to the Complaints Officer for logging and monitoring. 


Complaint excluded
Extension up to 10 working days with good reason. Provide complainant with timeframe, reasons, and Ombudsman contact details. Advise CO



Notify CO and pass correspondence including any survey reports add copy to customer file
Escalate to Stage 2 if complainant requests this or still unhappy.
Complainant dissatisfied with response.
Complainant happy with response.
Complaint received

Complaints, and Other Customer Feedback: Stage 2 Procedure


Manager implements changes as appropriate and publicises, notifies the CO
Allocate to service manager to prepare response for review by CE/OD prior to submission to Ombudsman
OD/CE actions any findings/instructions from Ombudsman
End
CO in consultation with the complaint handler sends out closure Letter
Housing Ombudsman contacts People First – refer to the OD/CE, handler advises Complaint Lead, Chair and the CO

Write to the complainant explaining why complaint excluded in line with policy. Provide Ombudsman contact details reasons, timeframes, and Ombudsman contact details
 details
n contact details

Within 20 working days

If unable to meet timeframes write to the complainant, agree contact intervals, advise on reason and provide Ombudsman contact details. Notify CO, Complaint Lead and Chair
Extension of up to 20 working days with good reason provide complainant with reasons, timeframes, and Ombudsman contact details
Acknowledge, in writing, define complaint, outcomes (in consultation with complainant if unclear) and timeframes
Complaint excluded
Complaint accepted
Resolve complaint or carry out investigation and visit/meet if appropriate
Send written response
Address all issues and detail outcomes/remedies
Keep paperwork on complainant’s file, sending copies to of all correspondence to CO for logging
Refer complainant to Housing Ombudsman/support service commissioner
Complainant not satisfied.
Escalate complaint to CE or OD in absence 
Inform Complaints Officer for logging and monitoring.
Within 5 working days

Stage 1 exhausted


Appendix 2 
CIH Professional Standards 

Integrity

Responsibility 
Recognise and take responsibility for your actions and mistakes and contribute to putting things right

Role-model
Visibly and consistently be a role-model for professional principles and values

Challenge behaviour
Challenge behaviours and attitudes that are inconsistent with your professional values

Honesty
Demonstrate transparency and honesty in your decision-making and communication

Know your limits
Acknowledge your own emotional and professional limits and ask for support or help when necessary

Attitude
Strive to treat everyone fairly, promptly, effectively, and sensitively

Inclusive 

Unconscious bias
Address your own behaviours and assumptions (unconscious bias) in how you work

Perspective
Recognise, value, and draw on a wide range of perspectives to ensure that you deliver the best service

Inclusive
Demonstrate sensitivity to the customs, cultures, and beliefs of others

Collaboration
Build collaborative relationships across organisation boundaries, cultures, and other disciplines

Challenge
Have a zero-tolerance approach towards inappropriate, offensive, or discriminatory behaviour

Holistic 
Promote diversity of views and experiences, ensuring you understand variations and listen to all relevant voices

Ethical 

Professional boundaries
Understand the importance of setting and keeping healthy professional boundaries

Ethical working practices
Understand what ethical working practice means in the context of both your role and your organisation

Ethical perspectives
Make responsible decisions by considering different ethical perspectives and finding the best possible way forward

Role model
Be a role model and promote ethical leadership and professional principles and values across your organisation and the wider housing profession

Conflict of interest
Ensure that your private, personal, political, and financial interests do not conflict with your professional duties

Professional judgement
Use your professional reasoning and judgment to make decisions

Knowledgeable

Breadth and depth
Understand the breadth and depth of knowledge and skills you need to do your job

Contextual understanding 
Understand the bigger picture to set your role in context

Currency 
Keep up to date, stay aware of current issues, trends, and changes in best practice

Self-aware
Demonstrate awareness of your own strengths, areas for development and the limits of your ability and expertise

Reflection 
Assess and commit to your continuing professional development and reflective learning

Sharing 
Share your knowledge, skills, and expertise freely with others

Skilled

Customer service
Pioneer and champion excellent customer service

Resilience
Understand what factors affect resilience in yourself and others

Change
Create change and actively support others to embrace and take the opportunities that change presents

Technology 
Make the best use of technology where this enhances the quality and effectiveness of services provided

Influence 
Be able to influence and negotiate to achieve positive outcomes

Problem-solving
Solve problems, be flexible, adaptable and respond to situations creatively, in the moment

Advocate

Reputation
Enhance the reputation of the housing profession

Stigma
Understand the impact of your language, behaviour, and conduct on the broader image of rented housing, negative stereotyping, and stigma

Public pride
Generate a sense of public pride in the importance and value of rented housing as a positive housing choice

Ambassador
Act as an ambassador for the wider profession by maximising the positive impact you make on individuals and communities

Community
Create a sense of community with a clear set of values and social purpose

Leadership

Achievement
Drive positive outcomes for people, organisations, and communities


Innovation
Pursue opportunities to test insight, develop new approaches and innovate

Vision
Take a broader external view, forecast trends and issues, have a future focus
Authenticity
Be self-aware and critically reflective and have a desire to keep learning

Collaboration
Work effectively with others inside and outside your organisation

Ownership
Take responsibility for your mistakes, learn from them, and demonstrate ownership for the actions to put things right
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People First Housing Association

Office 	         Windrush Millennium Centre, 
                            Room 2:3, 
                            70 Alexandra Road, 
                            Moss Side 
                            M16 7WD

Telephone 		0161 235 6900

Web 			www.pfha.co.uk

E-mail 		admin@pfha.co.uk (this is a confidential email address with limited access for our Complaints Officer)

People First Housing Association is registered under the Cooperative and Community Benefit Societies Act 2014, Registration Number 27746R. It has charitable status and aims to promote equality of access to all services.

We want to ensure the complaints process is open to all. If you require any reasonable adjustments, e.g., support in making a complaint or information in large print or audio or translation services please contact the admin team.
Appendix 3
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Complaints Policy 

People First aims to provide a high level of service. To help us do this we welcome feedback. Complaints are viewed positively as a means of being able to improve services. Our primary focus is on putting problems right where the service has failed. Customers will not be treated differently because they make a complaint.

What is covered by this policy?

If you have contact with our services, you can use this policy to complain about anything we do or don’t do or anyone working on our behalf (for example, if you are dissatisfied about the services, provided by our staff, contractors, or anyone else or their conduct). 

We suggest you use this policy where we cannot with your agreement deal with any issues you have there and then via a service request.

If you are a tenant and you have a complaint about a third party, e.g., your neighbours, this will be dealt with in line with our Antisocial Behaviour and Hate Incident Policy.
We also have a suggestions scheme for people who don’t have a specific ‘complaint’ but would like to suggest improvements to our services. Please see our separate leaflet “Compliments and Suggestions” for details or speak to a staff member. 

If you have a complaint

You can express your complaint in any way you choose in writing (letter or e-mail), by phone, or in person. Our feedback form – which you should find with this leaflet – may be of help in organising your thoughts. You may ask someone else to make a complaint on your behalf such as an advocate, family member or friend and they can be present at any meetings.

Please address complaints to or ask for our Complaints Officer and they will ensure they are dealt with by the correct person.

There are 2 stages to People First’s complaint procedure. 

· Stage 1 complaints: will be dealt with by the service manager/head and is aimed at a first complaint
· Stage 2 complaints: will be dealt with by the Chief executive or Operations Director in their absence when you are not happy with the response at stage 1

Stage 1 

When you make a complaint, you should receive an acknowledgment within 5 working days of doing so setting out our understanding of the complaint, the outcomes, and timescales for a response. We may contact you to confirm our understanding of the complaint if we feel this is necessary.

In most cases you will receive a full response within 10 working days of the acknowledgement of your complaint. Sometimes, however, it may not be possible to meet this deadline and we may need to extend the response time by up to 10 working days (making a total of 20 working days from acknowledgement). 

If we have to extend the response time, we will not do this without good reason and will give you a clear timeframe of how long the complaint will take to handle and the reasons for this. 

You may request an escalation of your complaint to stage 2 or contact the Housing Ombudsman (tenants) or Service Commissioner (support users) if you are unhappy with the delay.

If you remain dissatisfied after the response

If you are unhappy with the response to your complaint and have not already requested escalation to stage 2 then the complaint can be escalated, or you may contact the Ombudsman if you feel it is taking too long. 

Stage 2 

As for stage 1 you will receive an acknowledgement within 5 days of the escalation request and an outline of our understanding of the complaint, the outcomes and timeframes for a response. We may contact you to confirm the details of the complaint.

You should get a formal response to your complaint within 20 working days of the acknowledgment. If that is not possible, we may extend the response time by up to 20 working days (making a total of 40 working days) but only with good reason. 

You may contact the Housing Ombudsman or Service Commissioner if you are unhappy with this delay.

If you are still dissatisfied after your stage 2 response you can contact the Housing Ombudsman or Service Commissioner and ask them to review our response. 
External appeal to the Housing Ombudsman Service 
Tenants can contact the Housing Ombudsman at any stage, but you must normally have been though the two stages of People First’s procedure unless we are not responding to your complaint or there are unreasonable delays.
Contact details for the Housing Ombudsman:

Tel: 0300 111 3000
Email: info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk
Address: Housing Ombudsman, PO Box 1484, Unit D, Preston PR2 0ET

External appeal to the Service Commissioner

Community Support Service users can contact the commissioner at any stage, but you must normally have been though the two stages of People First’s procedure unless we are not responding to your complaint or there are unreasonable delays.
Address: Manchester Health and Care Commissioning, Manchester City Council, Town Hall Extension, PO Box 532, Town Hall,
Manchester M60 2LA

Service standards

We aim to provide the highest level of service possible. To ensure we do this, we have service standards which set out what you can expect from us: 

· Adopt an approach to complaints that is clear, simple, and accessible that offers assistance as appropriate and ensures that complaints are resolved promptly, politely, and fairly. 
· Ensure our approach is non-judgemental and considers the individual needs of customers. 
· Acknowledge when something has gone wrong and set out the actions on how we will put right. 
· Expect staff to be friendly, courteous, professional, and reliable at all times. 
· Respect individual rights to privacy and confidentiality.
· Keep customers informed about how complaints have been used to improve services.
· Publish information about complaints each year, including their number, nature, outcomes, and performance against timescales, in newsletters and on the website. 
· Publish the complaints policy widely on our website and in welcome packs.
· Monitor performance in complaint handling and learn from feedback to continually improve our services. 
· Only exclude a complaint in exceptional circumstances as outlined in our Unacceptable Customer Behaviour Policy.


People First Housing Association

Office 	         Windrush Millennium Centre, 
                            Room 2:3, 
                            70 Alexandra Road, 
                            Moss Side 
                            M16 7WD

Telephone 		0161 235 6900

Web 			www.pfha.co.uk

E-mail 		admin@pfha.co.uk

People First Housing Association is registered under the Cooperative and Community Benefit Societies Act 2014, Registration Number 27746R. It has charitable status and aims to promote equality of access to all services.

This leaflet is available in other languages, larger print and audio. Please contact the admin team at head office if you would like to know more.
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Compliments & Suggestions Policy

People First Housing Association aims to provide a high level of service. To help us achieve this we welcome feedback from the people who use our services. Compliments and suggestions are both viewed positively as a means of being able to improve and maintain good services. Our primary focus is on improvement.
What is covered by this Policy?
You can use this policy to make suggestions about how People First can improve. You can make suggestions about the services, delivered by our staff, contractors, or anyone else who works on our behalf. The suggestions policy is open to anyone who comes into contact with People First, including tenants, service users and applicants.
You can also use this policy to compliment our staff or anyone else who works on our behalf. We have a separate complaints policy if you have a specific complaint about someone or a service that was provided by us. Please see our separate leaflet “Complaints Policy” for details.

If you have a Suggestion
The first thing you should do is to contact a member of staff. You can express your suggestion in any way you choose: in writing (letter, email), by phone, or in person. Our feedback form – which you should find with this leaflet – might help you organise your thoughts. 
Your suggestions will be passed to a member of staff who is qualified to assess these. It could be a Service Manager or someone else in the organisation. They will consider whether your suggestions are workable and feasible.
Once they have assessed your suggestion, they will write back to you to let you know the outcome:
· If the suggestion is workable and feasible and can be implemented quickly, they will make improvements promptly and let you know what they have done.
· If the suggestion is workable and feasible but needs more thought (or more resources), they will take this forward and update you on progress.
· If your suggestion cannot be implemented, they will write back to you and let you know why.
If your suggestion is implemented, it will be included in the six-monthly report which goes to People First’s Board of Management. The report details services that have been improved as a result of customer feedback. We will also publicise in our service newsletters.

If you have a compliment
The best thing to do is to contact a member of staff. You can compliment staff in any way you choose: in writing (letter or email) by phone, or in person.
Staff are asked to keep their manager informed about any compliments they receive: If managers are aware of things that are going well, they know what aspects of the service are working and need maintaining.
If you compliment a member of staff through their manager, it is their manager’s responsibility to let the staff member know they have done a good job. Compliments help good staff continue delivering excellent services. They are important to us.

Service Standards
We aim to provide the highest level of service possible. To ensure we do this, we have service standards which set out what you can expect from us:
· We aim to give you feedback on your suggestion within one week. If the suggestion takes time to implement, we will keep you informed of progress.
· We will keep customers informed about how their feedback has been used to improve things.
· We will respect individual rights to privacy and confidentiality.
· We will publicise any changes made as a result of a suggestion.
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[image: Blue text on a white background

Description automatically generated with low confidence]
Feedback Form    	     	 
People First accepts feedback in many ways: in writing (letter or email), by phone, or in person. This form is intended to help you organise your thoughts, but you do not have to use it to be heard. It has been designed with complaints, compliments, and suggestions in mind, but you can use it for anything. If you choose to complete a form, please return it to The Complaints Officer, People First Housing Association, Windrush Millennium Centre, Room 2:3, 70 Alexandra Road, Moss Side, M16 7WD. You can also call us on 0161 235 6900 or e-mail us confidentially via admin@pfha.co.uk.

Your name: 

Home address: 
Preferred contact method (e.g., phone, writing, e-mail): 
Phone number(s): 					E-mail address:
Your feedback (Continue on separate sheet if necessary)









What would you like us to do about your feedback?





Your signature:						    	Date:

Appendix 6
People First Policy on unacceptable customer behaviour number of cases where the actions of individuals become unacceptable because they involve abuse of 
Purpose
People First believe that our customers have a right to be heard, understood, and respected and we work hard to be open, consistent and accessible to everyone. As a service provider we acknowledge our obligations towards our customers, but we must balance this with the duty to protect our employees. 
Occasionally, the behaviour or actions of individuals using our services makes it very difficult for us to deal with their complaint. In a small number of cases the actions of individuals become unacceptable because they involve abuse of our staff or our process.
When this happens, we must take action to protect the health and wellbeing of our staff who have a right to do their jobs without fear of being abused or harassed. We also need to consider the impact of the behaviour on our ability to do our work and provide a service to others since these situations can be challenging for staff and can take an unreasonable amount of time and resources.
This policy explains how we will approach these situations. It applies to all areas of our work and to all methods of contact including telephone, face-to-face, letters, e-mails, social media, and other digital channels.
Actions People First considers as unacceptable
We understand that people can act out of character in times of trouble or distress. There may have been upsetting or distressing circumstances leading up to a customer approaching the association to make a complaint. 
Whilst we recognise that being assertive or determined is not unacceptable, behaviour may become unacceptable if it is so demanding or persistent that it places unreasonable demands on our service and in so doing prevents staff from carrying out their duties effectively impacting on the service offered to others.
People First will not tolerate unacceptable behaviour nor actions that result in unacceptable behaviour, such behaviours are described in this guidance and the approach People First could take to deal with them.
Aggressive or abusive behaviour
We understand that many customers are often upset and angry about the issues they have raised in their complaint. If that anger escalates into aggression towards People First staff, we consider that unacceptable. Any violence or abuse towards staff will not be tolerated.
Violence is not restricted to acts of aggression that may result in physical harm. It also includes behaviour or language (whether verbal or written) that may cause staff to feel offended, afraid, threatened or abused.
We will judge each situation individually and appreciate individuals who come to us may be upset. While we accept that those who contact us may feel angry, it is not acceptable to shout or swear at People First staff.
Unacceptable language is that which:
· is offensive, derogatory or patronising,
· is discriminatory in any way, including racist, sexist, homophobic or transphobic comments; or
· makes serious allegations that individuals have committed criminal, corrupt or perverse conduct without any evidence.

We may decide that comments aimed not at us but at third parties are also unacceptable because of the effect that listening or reading them may have on our staff. Examples include rudeness, offensive comments, derogatory remarks, making inflammatory statements, or raising unsubstantiated allegations concerning these third parties.
Threats against staff will be taken very seriously and if staff feel scared or threatened at any point during a conversation with a customer, the interaction may be ended at any time. We may also report such incidents to the police depending on the circumstances.
Unreasonable demands
A demand becomes unacceptable when it starts to (or when complying with the demand would) impact substantially on the work of People First.
Examples of this behaviour include:
· repeatedly demanding response within an unreasonable timescale,
· insisting on seeing or speaking to a particular member of staff, when that is not possible,
· repeatedly changing the substance of a complaint or raising unrelated concerns.

An example of such impact would be that the demand takes up an excessive amount of staff time and in doing so disadvantages other customers and the service we deliver.
Unreasonable levels of contact
Sometimes the volume and duration of contact made to our service by an individual causes problems. This can occur over a short period, for example, a number of calls in one day or hour.
It may occur over the lifespan of a complaint when a customer repeatedly makes long telephone calls to us or inundates us with copies of information that has been sent already or that is irrelevant to the complaint.
We consider that the level of contact has become unacceptable when the amount of time spent talking to a customer on the telephone, or responding to, reviewing and filing texts, emails or written correspondence impacts on our ability to deal with that complaint, or with the business of People First.
Harassment 
Staff have the right to carry out their duties free from harassment or threats of harassment. We ask all customers to respect that staff are delivering services and communication decisions on behalf of People First and therefore this may not reflect their own views or preferences.
Examples of behaviours we consider to be harassment against our staff include:
· recording telephone discussions and publishing the information online such as through YouTube, Vimeo or Twitter;
· contacting staff using their personal details or social media presence such as Facebook, Twitter or LinkedIn;
· publishing personal, sensitive or private information about staff online or other public domains such as noticeboards or newsletters.

Unacceptable or excessive demands
A demand becomes unacceptable when it starts to (or when complying with the demand would) impact substantially on the work of People First.
Examples of this behaviour include:
· repeatedly demanding a response within a timescale outside of those detailed in our complaints policy,
· insisting on, or refusing to, speak to a particular member of staff, when that is not possible,
· repeatedly changing the substance of a complaint or raising unrelated concerns,
· making repeated and unnecessary contact during the course of us dealing with a complaint or carrying out an investigation,
· refusing to accept a decision where explanations for the decision have been provided.

An example of such impact would be that the demand takes up an excessive amount of staff time and in doing so disadvantages other customers and the service we provide to them.
Unacceptable and persistence levels of contact
Sometimes the volume and duration of contact made to our service by an individual causes problems. This can occur over a short period or over the lifespan of a complaint.
We consider that the level of contact has become unacceptable when the amount of time spent talking to a customer on the telephone, or responding to, reviewing and filing emails or written correspondence impacts on our ability to deal with that complaint, or with other association business.
Unacceptable or persistent levels of contact include:
· Continuous contact while we are in the process of considering a matter,
· Repeated telephone calls over a short period, for example, a high number calls in one day or week,
· Lengthy telephone calls repeating the same points of discussion,
· High volumes of information provided by text, email or post referencing the same issues,
· unnecessarily or excessive copying us into emails to other parties.

Refusal to co-operate
When we are looking at a complaint, we will need to ask the individual who has complained to work with us. This can include agreeing with us:
· the complaint we will look at,
· to provide us with further information, evidence or comments on request, or
· help us by summarising their concerns.

Sometimes, an individual repeatedly refuses to co-operate, and this makes it difficult for us to proceed. We will always seek to assist someone if they have a specific, genuine difficulty complying with a request.
However, we consider it is unacceptable to bring a complaint to us and then not respond to clear and appropriate requests by staff.
Reasonable adjustments
We understand that some customers may find it difficult for them to express themselves or communicate clearly, especially when they are anxious or upset. In order to do this, we ask that customers explain what adjustments they’re looking for and how this will ensure they can access People First’s complaints service.
We will always consider making reasonable adjustments for a customer if we are asked to do so. Examples of adjustments we can consider are:
· we could consider using different methods of communication;
· providing written communication in large print, coloured text, or in translation;
· giving clear warnings if conversations become unproductive and allowing customers the opportunity to modify their behaviour before ending a call.

However, we do not expect our staff to accept being subjected to aggressive, offensive, threatening or abusive actions, language or behaviour.
We may still use this policy if there are actions or behaviours which are having a negative effect on our staff or our work even where a reasonable adjustment has been made.
Actions we may take
When we experience behaviour or demands which are unacceptable, we may consider taking more formal action. The actions we will consider can include the following:
· Warning the customer about their behaviour and requesting that the customer modifies their behaviour in future contact with us.
· Appointing a specific point of contact for the customer at People First.
· Communicating only in writing or via a representative.
· Deciding not to investigate a complaint on the basis that it has been pursued in a way that is unacceptable.
· Stopping all communication with a customer.
· Restricting or limiting contact with People First to certain times of the day or a number of times in a week/month.
· In exceptional circumstances, notify relevant public authorities.
· Where it is decided that formal action must be taken to manage someone’s behaviour (for example, declining to investigate or escalate a complaint), we will inform them of the decision in writing. A note will be placed on our records to this effect.
Customers have the right to appeal a decision to take formal action and they will be informed how to do this in a formal letter outlining the reasons and action to be taken.
Any decision will also be reviewed in line with our policy on issuing caution notices set out in the health and safety policy. 
(We have adopted the Housing Ombudsman’s policy on managing unacceptable behaviour policy with amendments)
ting
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For tenants, external appeals should be addressed to:

The Housing Ombudsman Service
PO Box 1484
Unit D
Preston
PR2 0ET
Email: info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk

Tel: 0300 111 3000

Community Support Service Users should contact:

Manchester Health and Care Commissioning
Manchester City Council
Town Hall Extension
PO Box 532
Town Hall
Manchester
M60 2LA
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