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A Guide for Residents

How to Make a Comment, Compliment or Complaint
If you would like to make a comment, compliment or complaint, please contact a member of staff such as your support worker. You can do this in person, by telephone, email, text message or by any other appropriate method of communication.

Alternatively, you can contact Customer Relations directly:
Email: customer.relations@greenbridgehousing.org
Write to:
Customer Relations
Green Bridge Community Housing
72–76 Clun Street
Sheffield
S4 7JS
Telephone: 0114 4372405

Complaint or Service Request?
A service request is a request for action to be taken to resolve an issue.

For example:
If your toilet stops working and you request a repair, this would normally be treated as a service request.

However, if you have previously reported the issue and remain dissatisfied with the response or the delay in resolving the matter, you may wish to make a complaint.

Making a Complaint – What to Expect

Green Bridge Community Housing operates a two-stage complaints process.
We aim to resolve most complaints at Stage 1 wherever possible.
Stage 1
· Complaints can be made using the contact details provided above.
· Please provide as much information as possible about your concerns.
· Your complaint will normally be acknowledged within 5 working days.
· We will investigate your complaint and aim to provide a full response within 10 working days of acknowledging the complaint.
· In some cases, additional time may be required depending on the complexity of the complaint. If this happens, we will explain the reason for the delay and keep you updated.
If you remain dissatisfied following the Stage 1 response, you may request escalation to Stage 2.

Stage 2
· Stage 2 is the final stage of Green Bridge Community Housing’s internal complaints process.
· Your complaint will be reviewed by a different or more senior person who was not involved in the Stage 1 response.
· We will normally acknowledge Stage 2 requests within 5 working days.
· We aim to provide a final response within 20 working days of acknowledging the Stage 2 complaint.

For YMCA-linked accommodation or services, Stage 2 complaints may be reviewed by YMCA in accordance with partnership arrangements.
Where complaints relate to accommodation or services delivered in partnership with another organisation, escalation arrangements will be explained within the Stage 1 response where applicable.
If you remain dissatisfied following completion of Stage 2, you may contact the Housing Ombudsman Service.

Where to Find the Comments, Compliments and Complaints Policy

The Comments, Compliments and Complaints Policy is available:
· on request from staff;
· from the Green Bridge Community Housing office; and
· on the Green Bridge Community Housing website.

Support staff can also provide further information or explain the complaints process in more detail if required.  We will treat all complaints seriously and handle them fairly and confidentially.
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