
 

 
 
Complaints and feedback policy and procedure  

 

1 Introduction 

Worthing Homes is focused on delivering an excellent customer experience; we value all 
the feedback we receive from our customers and are committed to addressing all 
complaints fairly and non-discriminatively. We endeavour to actively use all feedback to 
learn from past experiences and introduce service improvements to benefit our 
customers.  

2 Purpose 

This policy outlines how a resident or customer can make a complaint or provide us with 
a general comment or compliment. The procedure describes how a complaint should be 
dealt with and what our customers can expect from us when they provide feedback.   

3 Complaints 

A complaint is the result of an issue or concern the customer has about our service 
therefore our complaints policy and procedure focus on problem solving and seeking a 
resolution with the customer. We will work with the customer throughout the process 
to find out what steps they would like us to take to fix the issue.  

3.1   A customer may make a complaint in any of the following ways; 

 In person 

 On the phone 

 In writing 

 Via our website 

 By email 
 

We will treat complaints on social media as expressions of dissatisfaction and respond        
to all feedback via our social media outlets. 

 
3.2   Worthing Homes reserves the right to refuse to investigate complaints that are 

repeated or of a frivolous nature. This decision will be taken by a head of service. 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. 
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3.3   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 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 a head of service. 

 
3.4  An expression of dissatisfaction will not be recorded as a complaint however we will 

respond to all issues the customer brings to our attention with the emphasis on problem 
solving. An expression of dissatisfaction may take several forms but may broadly be 
described as a customer stating they are not happy with a service provided or have an 
issue with their home or neighbourhood. If a customer states they wish to make a 
complaint then the complaints procedure will be followed. 

 
3.5  We will try to learn from expressions of dissatisfaction, especially when there are trends 

of dissatisfaction, wherever possible. 
 
3.6  The Complaints Procedure is reserved for Worthing Homes’ customers and members              

of the public.  It is possible, however, that an investigation following a complaint may 
reveal a need for the disciplinary procedure to be invoked. In that case, a manager 
independent of the complaints investigation will act as investigating officer and follow 
the disciplinary process outlined. 

 
3.7  We recognise that some of our customers are vulnerable. If a resident would like 

assistance in making a complaint they, or a person on their behalf can make this request 
to a member of the customer services team who can talk them through their complaint 
on the phone. Alternatively they will arrange an appointment for a member of the 
neighbourhood team to take details from them in person. The customer services officer 
should ensure the person taking the details is not involved in the complaint in any way. 

4 Complaints Procedure     

4.1 First Response 

1. When a complaint is made by phone the customer services team will try to resolve the 
complaint during the call. If they are unable to do so the team member will seek advice 
from the customer services team leader or a manager to confirm what solutions we can 
offer the customer and provide a response within 2 working days.  

2. If a customer makes a complaint via email, letter or through our website a member of 
the customer services team will contact the customer by 5pm the next working day to 
acknowledge the complaint and clarify the details. The team member will try to resolve 
the complaint during this phone call.  If it is not possible to provide a solution 
immediately the team member will seek advice and call the customer with a response 
within 2 working days; explaining the steps we will take to fix the issue and confirm any 
service improvements we have identified for the future. 

3. All complaints resolved at first contact will be logged on the housing management 
system (Paloma) by the team member who dealt with it and service improvements 
passed to the relevant manager and to the customer data analyst to share on the staff 
forum. 

4.2 Formal investigation 
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If the customer is not satisfied with the response they may escalate their complaint, 
requesting a formal investigation. The team member will ask the customer to confirm 
the reason for their complaint which can be any of the following;  

 

 Worthing Homes has breached its obligations in the terms of the tenancy agreement by 
failing to provide a service  

 The service provided was not of an acceptable standard  

 The customer has experienced loss, damage or undue hardship as a result of a service 
failure.  

 

4. The complaint must be regarding a service provided by Worthing Homes. 

5. Worthing Homes recognises we provide a service to the community and any member of 
the public may make a complaint to us providing it fits within any of the above 
categories. 

6. The customer services team member will explain the complaints policy and pass the 
details of the complaint to the corporate administrator who will log the complaint 
formally on Paloma, and send the acknowledgement letter or email within 2 working 
days to the resident. We will respond to written complaints by letter, all other methods 
of complaint will be responded to by email.  

7. The corporate administrator will forward the complaint to managers on a rolling 
rotation.  

8. The corporate administrator will send a weekly email to all managers with outstanding 
complaints. The email will also be sent to the customer services manager who will be 
responsible for ensuring complaints are dealt with within the required timescale. 

9. The manager will arrange to visit the customer to confirm details of the complaint, 
identify the problem that triggered the complaint and agree the points they will 
investigate. They must respond to each point agreed during this visit. They will confirm 
whether the customer would prefer the response by letter or by email. If the customer 
declines a visit the manager will confirm the details in a phone call.  

10. The investigating manager must aim to send a response within 10 working days. If they 
are not able to respond within this timeframe they must contact the customer and 
provide a date when they will send a formal response. This must not exceed 15 working 
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days from when the complaint was registered. The manager must provide a reason as to 
why the complaint is taking longer than the expected time to investigate. 

11. If an inspection is required the customer will be expected to provide access within 5 
working days allowing time for a response to be written.  

12. In their response the manager should offer a resolution to the complaint and aim to 
identify at least one service improvement. They will pass service improvements to the 
customer data analyst to share on the staff forum. 

13. Before the response is sent the complaint must be reviewed and signed by the 
manager's head of service. A copy should also be sent to the relevant department head 
that the complaint relates to. 

14. Once the response has been sent the manager will record the response together with a 
list of actions and service improvements. The complaint will remain open for 21 working 
days during which time the customer may request a review. 

15. The designated manager will be responsible for ensuring all actions are completed 
within the promised timescale and updating the complaints document once they are 
concluded. This will be reviewed on at least a monthly basis by the customer services 
manager. 

16. If no review is requested within 21 working days the complaint will be closed. The 
customer will then be contacted by the customer data analyst for feedback and 
customer care. 

 

4.3 Complaint Review 

 

1. The customer may request a review of their complaint. The request will be passed to a 

head of service who will contact the customer directly by 5pm the next working day and 

arrange to visit to ascertain why they require a review. The customer will be expected to 

demonstrate why a review is appropriate for one of the following reasons; 

 

 The complaint was not fully investigated  

 We did not follow our policies and procedures  

 One of the agreed points was not addressed in the response. 
 

2. If a review is deemed appropriate from the reasons outlined the head of service will 

examine the investigation and provide a response within 10 working days – the same 

procedure will be followed as with the initial complaint.  

 

3. If the reviewing manager identifies any issues with the initial investigation they will 

ensure a further and complete investigation is carried out. This may affect the resolution 

offered to the customer however new outcomes should only be offered if shortcomings 

were identified in the initial investigation. It is not the reviewing manager's role to 

recommend a more satisfactory outcome for the customer if the first investigation is 

considered adequate. 
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4. The review will not dismiss unhappiness with the outcome but will not address this in 

the review. The customer data analyst as the customer care contact will look at 

customer unhappiness and will try to address this where possible. 

5   Following a complaint 

 
       Designated persons 

 

1. The customer may request the intervention of a designated person either after the formal 

response to their complaint or after a review has been carried out. A designated person 

must be agreed by WH and must be one of the following; a Councillor or MP, a 

representative from a professional agency for example; CAB, registered support worker, 

social worker or alternatively a member of our residents’ panel. 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 or body or a member of the residents’ panel. 

 

2. The designated person may mediate between Worthing Homes and the customer to try 

and agree a mutually acceptable resolution; alternatively if a member of the residents’ 

panel they may review the investigation – the review is to identify whether the initial 

investigation was adequate, they may not make recommendations for a different 

outcome; only for a further investigation.  

 

      Customer feedback and care 

 

1. The customer data analyst will contact all customers who have been through the 

complaints process to obtain feedback on the handling of the complaint. 

 

2. The purpose of customer care is to look after customers who were unhappy with the 

outcome of their complaint. We may not be able to provide a response the customer is 

happy with but it is important we listen to their views and understand why they are 

unhappy. We may identify further service improvements at this stage or a way we can 

improve the customer's experience. We will aim to leave the customer feeling that we 

have listened to them and taken their complaint seriously. 

 

3. The customer data analyst may decide not to contact a customer if they and the manager 

who investigated the complaint agree it would be detrimental to the customer or cause 

them further upset. 

6     Ombudsman 

If a complaint is taken to the Housing Ombudsman they will contact us for further   

information. The Housing Ombudsman will write to us confirming the outcome of any 
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investigation carried out. The outcome must be logged on the complaint file and any 

recommended service improvements identified carried out. 

7      Compensation 

Compensation for loss or damage to personal property may be offered at any stage of 

the complaints process or if financial loss has occurred due to a service failure. The staff 

member dealing with a compensation request should consult the Ex Gratia Payments 

policy to ensure an offer of compensation is appropriate. Evidence and receipts must be 

provided. Compensation should not be offered by way of an apology. 

8  Compliments and general feedback 

1. A customer may pass a compliment or general feedback to Worthing Homes in the same 

forms in which they can make a complaint. 

 

2. Compliments or general feedback will be logged by the corporate administrator who will 

pass the details to the individual or team and their manager and to the customer data 

analyst to share on the staff forum. 

 

3. The manager will consider whether any service improvements can be derived from the 

compliment or feedback and implement these as appropriate. If service improvements 

are identified these will be passed to the customer data analyst to share on the staff 

forum 

9      Equality and diversity 

We ensure equality in relation to complaints and customer feedback and in 
accordance with all relevant legislation and our single equality scheme. 

10 Responsibility 

The Head of Customer Services is responsible for the effective implementation of this 
policy. 

11    Review 

Worthing Homes will review this policy every 2 years or when appropriate to do so. 
The review should include feedback from customers’. 

Revised October 2016 

 
 

 
  
  

 


