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LVAORAD

Complaints and
Compliments

We know we occasionally make
mistakes. We know you might feel
unhappy about a service we have
provided. When this happens,
making a complaint can help us
solve the problem. By solving the
problem, we can learn from our
mistakes to make sure the same
problem doesn’t happen again.
This will help us to improve

the services we give to all

our residents.

At the same time, when we do
something well, we like to know
about it. This helps us to
understand what you think is a
good standard of service — and it
means that our staff know when
they’ve done a good job.

Dealing with complaints

To make sure we deal with any
complaints fairly and consistently,
we follow a structured procedure.
This leaflet explains how you

can make a complaint and the
stages we follow to sort out

your problem.

You might complain because,
for example, we have:

* not given you a service;

e given you a poor standard
of service;

e not met our service standards;
e not treated you fairly; or

¢ not followed our own policies
or procedures.

If you have a complaint about someone who isn’t one of
our employees or contractors, we will deal with this in a
different way. For example, if you report a noisy neigh-
bour, we would deal with your problem through our anti-
social behaviour and harassment procedure.



Our complaints
service standards

We will:

¢ let you know within three
working days that we have
received your complaint;

e send you a full response within
10 working days of receiving
your complaint;

e apologise to you, explain
what happened and try to
put the situation right as soon
as possible;

e Kkeep you up to date and let you
know if you are entitled to
compensation;

e |earn from our mistakes so they
don’t happen again;

e tell you about any
improvements we make as a
result of your complaint; and

¢ ask you how you felt we
handled your complaint at the
end of the process.

Our service standards

We have agreed each of our
service standards with a group of
residents. The service standards
tell you what level of service you
can expect from us.

A

We will check regularly to see if

we are meeting these service
standards and let you know how we
are doing. If you feel that we are not
meeting these standards, please
phone us on 0300 303 2500.

How to make a
complaint or pay
us a compliment

You can make a complaint or pay
us a compliment in the way that is
easiest for you. You can:

talk to a member of staff, either
on the phone or in person;

write to us using the attached
complaints form; or

email us or contact us through
our website.

We do not deal with the following
under this complaints procedure.

If you ask for a service for the
first time.

If you ask for information for the
first time.

If you have a complaint about
neighbours or antisocial
behaviour. (We deal with

these complaints using
different procedures.)
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Our complaints procedure

Who to contact first when you have a complaint
If we have not provided you with a service or if you are not happy with the service we have provided, you should go back
to the section or person you are dealing with and we will try to sort out the problem straight away.

Happy?

If after going through all three stages of our complaints procedure, you are still not happy, you can contact The Housing
Ombudsman Service. Normally the ombudsman will only deal with your case if you have followed all three stages of
our procedure.

|
L Not happy?
Stage 1
If you are not satisfied after contacting us for the first time about the service you received, you can make a formal complaint
(this means you will be at stage 1 of our complaints procedure). You can make a complaint by phoning us, writing to us,
using our complaints form, emailing us, contacting us through our website, or by speaking to us in person. ® Happy? >
We will pass your complaint to the relevant manager and contact you within three working days to let you know we
have received it. We will then contact you again within 10 working days to let you know what we are going to do about
your complaint.
# Not happy?
Stage 2 \ 4
If you are not happy with the manager’s response, you can contact the Customer Feedback Co-ordinator and ask them to
pass your complaint to one of our directors. A director will review your complaint and decide whether there is more we could ® Happy? > Complqint
have done. settled
We will send you the director’s full response within 10 working days of you asking us to review your complaint. A
L Not happy?
Stage 3
If you are still not happy with the outcome of your complaint after a director has reviewed it, you can ask for a stage 3 panel
to review your case. A member of one of our regional committees and a Swan tenant or leaseholder will hear your appeal.
You may go to the hearing if you want to explain why you are still not happy. Happy?
[ : >
We will arrange and confirm a date for the panel hearing within 15 working days of you asking for a stage 3 review.
The decision that the stage 3 panel make will be our final response to your complaint.
L Not happy?
Happy?
The Housing Ombudsman Service >




A

The Housing We may also ask you
Ombudsman Service equality-monitoring questions as
part of this process (for example,
If, after going through all three by asking what your gender or
stages of the complaints ethnic background is.) This is
procedure, you are still unhappy, so that we can make sure that
you can contact The Housing we are treating everybody in the
Ombudsman Service. community fairly.
Write to:

The Housing Ombudsman
Service

81 Aldwych

London WC2B 4HN

Contact us

If you want to discuss
anything we have
Phone: mentioned in this
0300 111 3000 leaflet, please phone
Normally, the ombudsman will 0300 303 2500.
only deal with your case if you
have followed all three stages
of our complaints procedure.

You can also contact us
through our website at
www.swan.org.uk or at:
Cu§tome_r complaints Head Office
satisfaction survey

When we have dealt with your Pilgrim House
complaint we may ask you to fill in High Street, Billericay
a customer complaints satisfaction Essex CM12 9XY.
questionnaire. This is so that we
can monitor how satisfied
customers are with how we deal Swan Housing Association

with complaints and so we can Cygnet House South
continue to improve our service. 10 Chrisp Street

London E14 6LL.

Swan Housing Association

Or visit our London office at:




Available in other formats and languages

English
This information tells you about complaints and feedback. If you would like to
receive this in your own language, please contact us on 0300 303 2500.

French

Ces informations traitent de complaints and feedback (réclamations

et suggestions). Pour les recevoir dans votre propre langue, veuillez nous
contacter au 0300 303 2500

Polish

Niniejsze informacje dotyczg tematu complaints and feedback (,Reklamacje
i komentarze”). Aby otrzymac je we wtasnym jezyku, zgtos sie do nas pod numer
0300 303 2500

Somali

Macluumaadkaan wuxuu kuu sheegayaa wax ku saabsan complaints and
feedback (“Cabashada iyo soo Jawaab-celis”). Haddii aad jeceshahay inaad
kani ku hesho lugaddaada, fadlan nagala soo xiriir 0300 303 2500

Bengali
O3 S FI9ICE complaints and feedback (SfStls @3k »fefem)” 7 Kaw

T ZCCZ | ST G5 oA S Sce BI2cE S 0300 303 2500-9
C9NCNS] e

Punjabi
feg Ar=adt 3u& complaints and feedback (faaTfest Wz yItuwel) g9

?ﬂﬁwlﬁgﬁmwmwh?wmawmrmwm
0300 303 2500 I AU Jd

Arabic
i€ ) (4l 5 (5 JS))7) complaints and feedback ) il glaall o2a i3

0300 303 2500 i )l e Ly JLai¥) s clial i cilaslaall 038 le Jpaanll 3 58

Urdu
2k =S (“orad ) ©UK2”) complaints and feedback ' T @leslae 4

= 08 ol o =y US ol (e 0 () ! DTS- S Sy e
o s S abayl, 3 0300 303 2500

If you would like a copy of this document  (crysa .

i i i Mark 1
in large print, Braille or on CD please ll%zs K
call 0300 303 2500. Pl Cogieh Campaign

September 2010
www.swan.org.uk 7406
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Our complaints and compliments form

Please fill in this form and send it to the Customer Feedback
Co-ordinator at:

Head Office, Swan Housing Association, Pilgrim House
High Street, Billericay, Essex CM12 9XY

Il want to: make a complaint pay a compliment

Your details

Name:

Address and postcode:

Daytime phone number:

Details of your complaint or compliment

Please use the space below to explain the problem or to explain why
you want to pay us a compliment. If you are complaining, please give
dates and details of who you have already spoken to about the problem
(if this applies).

If you are complaining, how would you like us to sort out
your complaint?

Please sign below.
Signed: Date: / /
Monitoring equality

We want to make sure that all our customers are treated fairly and
equally. To help us to do this, please tell us the following information.

1 Are you a disabled person? Yes No

2 If you have ticked ‘Yes’, how would you describe your disability?
(Tick all that apply to you.)

| have a hearing problem.

| have a speech or language problem.

| have a mobility problem (difficulty getting around).
| have a sight problem. | have a learning disability.
| use a wheelchair. | have a mental-health condition.

| have a long-term illness or condition.

(such as cancer, diabetes or epilepsy) | am dyslexic.

Other (please tell us below)

JEs|I8A0 PanuUOD

3 How old are you? years

4 Are you:

male? female? transgender?

5 Areyou:

Heterosexual (straight)? lesbian? gay? bisexual?

Tick here if you prefer not to say.

6 What is your ethnic group?

A White

English Irish Scottish Welsh
Traveller from an Irish background Eastern European

Other ( ase tell us below)

B Mixed ethnic background
White and Black Caribbean
White and Asian Other

White and Black African

ease tell us below)

C Asian or Asian British
Indian Pakistani Bangladeshi Korean

Viethamese Chinese Other (please tell us below)

D Black or Black British

Caribbean African Somali Other (please tell us below)

E Other ethnic group

Romany Gypsy Other group not listed above  (please tell us)

7 What is your religion?

Christianity Sikhism Buddhism Hinduism
Islam Judaism | do not follow a religion.
| prefer not to say. Other (please tell us below)






