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Note to residents
There is a 2-page “Guide for Residents” in appendix 1 of this document. 
That is the best starting point for interpretation of this policy.

Overview and Scope

Green Bridge Community Housing is committed to providing high-quality services and working in an open, fair and accountable way that promotes trust and respect.
We value all feedback from residents, service users, stakeholders, professionals and members of the public. Feedback helps us to recognise good practice, identify areas for improvement and ensure that concerns are responded to appropriately.

This policy outlines Green Bridge Community Housing’s approach to comments, compliments and complaints, including how complaints will be managed fairly, consistently and in line with the requirements of the Housing Ombudsman Complaint Handling Code.

Green Bridge Community Housing operates a single complaints process for all complainants. However, external escalation rights following completion of the complaints process may differ depending on the complainant's relationship with Green Bridge Community Housing and the relevant accommodation or service arrangements.

Green Bridge Community Housing aims to ensure that complaints are acknowledged promptly, investigated fairly and resolved wherever reasonably possible. We are committed to learning from complaints and using outcomes to improve our services, systems and practices.  Compliments are also welcomed and recorded to recognise good practice and positive service delivery.

This policy applies to complaints relating to Green Bridge Community Housing services, staff, volunteers, contractors and partner organisations delivering services on behalf of Green Bridge Community Housing. Where complaints relate to accommodation or services delivered in partnership with other organisations, escalation routes may vary depending on the relevant housing or service arrangement.

References throughout this policy to Green Bridge Community Housing include, where applicable, partnership working arrangements with relevant housing providers, registered social landlords or licensing organisations involved in the delivery or oversight of accommodation and services.

Our Aims

Green Bridge Community Housing aims to ensure that:
· Comments, compliments, complaints and suggestions are welcomed and encouraged.
· Making a complaint is straightforward and accessible.
· Residents are supported to raise concerns where needed.
· Complaints are handled fairly, consistently and in a timely manner.
· Complaints are treated as an opportunity to resolve concerns and improve services.
· All complainants are treated with respect, professionalism and sensitivity.
· Complaints are responded to appropriately, including through explanations, apologies, actions or service improvements where necessary.
· Lessons learned from complaints are identified, recorded and used to improve services and working practices.
· Complainants are informed of the relevant escalation routes available to them.
· The organisation complies with the requirements of the Housing Ombudsman Complaint Handling Code and relevant regulatory expectations.
· This policy is reviewed annually and updated where required.






Definitions

A comment is a verbal or written remark expressing an opinion, observation or suggestion.
A compliment is an expression of satisfaction regarding the standard of service, support or assistance provided by Green Bridge Community Housing or those acting on its behalf.
A complaint is an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by Green Bridge Community Housing, its staff, volunteers, contractors or those acting on its behalf, affecting an individual or group of individuals.
A service request is a request for action to be taken to address or resolve an issue. A service request will not normally be treated as a complaint unless the individual expresses dissatisfaction with the response to the request or the way the matter has been handled.
For the purposes of this policy, complaints may be made by residents, service users, applicants, former residents, representatives, professionals, stakeholders, neighbours and members of the public, unless otherwise stated.
References to residents within this policy relate to individuals receiving accommodation or services from Green Bridge Community Housing. Where provisions apply differently to other complainants, this is explained within the relevant section.
The term Green Bridge Community Housing staff refers to employees, agency staff, volunteers and contractors working on behalf of Green Bridge Community Housing.
The term partner organisation refers to any external organisation delivering accommodation or services in partnership with, on behalf of, or alongside Green Bridge Community Housing.

Comments and Compliments

Comments and compliments are welcomed and may be submitted using the contact details provided in Appendix 1.
All compliments received will be acknowledged where appropriate, recorded and shared with the relevant manager or team to recognise good practice and positive service delivery.



Complaints: Named individuals and their roles

The following roles have responsibilities in relation to complaints handling within Green Bridge Community Housing:

	Role/Job Title
	Responsibility

	Complaints Officer
	Responsible for the administration of complaints, including complaint logging, acknowledgements, record keeping, monitoring, coordination and formal complaint correspondence. The Complaints Officer will allocate complaints to the appropriate manager depending on the service area or department relevant to the complaint.

	Manager Responsible for Stage 1 Complaint Handling
	Responsible for investigating Stage 1 complaints relating to their service area or department, including communication with the complainant, investigation of concerns raised, decision-making, remedies and operational resolution where appropriate.

	Manager Responsible for Complaint Escalation – Stage 2 Complaint Handling
	Responsible for reviewing and responding to Stage 2 complaints. The Stage 2 reviewer will not be the same person who investigated the complaint at Stage 1. 

For YMCA-linked accommodation or services, Stage 2 complaints may be escalated to YMCA in accordance with partnership arrangements. 

For accommodation or services delivered in partnership with other registered social landlords or housing providers, Stage 2 complaints may be escalated in accordance with partnership arrangements.

For Green Bridge Community Housing-managed accommodation or services, Stage 2 complaints will normally be reviewed internally by a different or more senior manager.

	Member Responsible for Complaints
	Responsible for oversight of complaints handling, monitoring themes and trends, promoting learning outcomes and supporting compliance with complaints handling requirements. 

For Green Bridge Community Housing this responsibility is overseen operationally by the Head of Support Services and Compliance. 

For YMCA-linked accommodation or services, governance oversight may also involve YMCA North Tyneside’s Chair of Trustees acting as the Member Responsible for Complaints. 

For accommodation or services delivered in partnership with other registered social landlords or housing providers, oversight arrangements will operate in accordance with the relevant organisation’s governance and complaints handling framework where applicable.



Stage 1 and Stage 2 Complaint Handling

Stage 1 complaints will be investigated and responded to by the relevant complaint handler within Green Bridge Community Housing.
Where a complainant remains dissatisfied following the Stage 1 response, they may request escalation to Stage 2 in accordance with the relevant accommodation or service arrangement.


Housing Ombudsman Complaint Handling Code

Green Bridge Community Housing is committed to handling complaints in accordance with the requirements of the Housing Ombudsman Complaint Handling Code.
The following section explains how Green Bridge Community Housing aims to ensure compliance with the principles and expectations set out within the Complaint Handling Code.

Definition of a Complaint
1. A complainant does not need to use the word “complaint” for a concern or expression of dissatisfaction to be treated as a complaint. Whenever an individual expresses dissatisfaction, Green Bridge Community Housing will provide them with the opportunity to raise a complaint.
2. Complaints submitted by a third party or representative will be handled in accordance with this policy and procedure.
3. Green Bridge Community Housing recognises the difference between a service request and a complaint. A service request is a request for action to be taken to resolve an issue, whereas a complaint is an expression of dissatisfaction regarding the service provided or the handling of the matter.
4. A complaint may be raised where an individual remains dissatisfied with the response to a service request, even if the service request remains ongoing.
5. Green Bridge Community Housing will continue to take appropriate action in relation to a service request whilst any associated complaint is being investigated.
6. Feedback or dissatisfaction expressed through surveys will not automatically be treated as a complaint. However, where appropriate, individuals will be informed of how to access the complaints process.

Exclusions
7. Green Bridge Community Housing will consider each complaint on its own merits and will not apply a blanket approach to excluding complaints.
8. Complaints will normally be accepted unless there is a valid reason not to do so. Valid reasons may include:
a. The issue occurred more than 12 months prior to the complaint being raised, or more than 12 months since the complainant became aware of the issue.
b. Legal proceedings have commenced in relation to the matter. Legal proceedings are defined as the filing of a Claim Form and Particulars of Claim at court.
c. The matter has previously been fully considered under the complaints procedure.
9. Where Green Bridge Community Housing decides not to accept a complaint, the complainant will be provided with a clear explanation outlining the reasons for the decision and information regarding any available external escalation route applicable to their complaint.
10. Green Bridge Community Housing will comply with any determination made by the Housing Ombudsman Service regarding whether a complaint should have been accepted under the complaints procedure.

Accessibility and Awareness
11. Green Bridge Community Housing will meet its duties under the Equality Act 2010 and will consider reasonable adjustments required to support individuals accessing the complaints process.
12. Complaints may be raised through any reasonable communication channel and with any member of staff.
13. Green Bridge Community Housing staff working with residents or service users will receive appropriate guidance and awareness regarding the complaints process and how complaints should be handled or escalated.
14. Where services are delivered in partnership with external organisations, Green Bridge Community Housing will work collaboratively to ensure complaints are managed appropriately and in accordance with relevant arrangements.
15. Green Bridge Community Housing recognises that a high number of complaints may indicate that the complaints process is accessible and well publicised.
16. Equally, low complaint volumes may be reviewed to ensure that individuals are aware of their right to raise concerns and access the complaints process.
17. This policy will be made available in an accessible format, including via the Green Bridge Community Housing website where applicable.
18. The policy outlines a two-stage complaints process and includes information regarding complaint timescales, internal escalation routes and any relevant external escalation routes where applicable.
19. Green Bridge Community Housing will promote awareness of the complaints process, including information relating to the Housing Ombudsman Complaint Handling Code.
20. Individuals may appoint a representative to raise or manage a complaint on their behalf and may be accompanied or represented at any meeting relating to their complaint where appropriate.
21. Green Bridge Community Housing will provide information regarding the appropriate external escalation route available to the complainant, where applicable.
Complaint Handling Staff
22. Green Bridge Community Housing will appoint a Complaints Officer responsible for the administration and coordination of complaints handling, including liaison with relevant managers and external bodies where required. This role may be carried out alongside other duties.
23. The Complaints Officer will work alongside managers responsible for investigating complaints and will have access to staff and information required to support the effective administration and coordination of complaints.
24. Green Bridge Community Housing is committed to promoting a positive complaints handling culture and recognises complaints as an opportunity for learning and service improvement. Appropriate resources, guidance and support will be provided to those involved in complaints handling where reasonably practicable.
The Complaint Handling Process
25. This policy sets out Green Bridge Community Housing’s approach to handling complaints and applies to all complaints managed under the complaints process.
26. Individuals will not be treated unfairly or disadvantaged as a result of making a complaint.
27. Green Bridge Community Housing operates a two-stage complaints process consisting of Stage 1 and Stage 2. Stage 2 is the final stage of the internal complaints process. There are no additional internal complaint stages beyond Stage 2.
28. Where complaint handling responsibilities involve a partner organisation or external provider, any review or response provided will form part of the two-stage complaints process and will not constitute an additional complaint stage.
29. Green Bridge Community Housing will work collaboratively with partner organisations involved in complaints handling to ensure compliance with relevant complaints handling requirements where applicable.
30. When a complaint is acknowledged at Stage 1 or escalated to Stage 2, Green Bridge Community Housing will confirm its understanding of the complaint and the outcome being sought by the complainant. Clarification may be requested where any aspect of the complaint is unclear.
31. Complaint responses will clearly explain which organisation or service area is responsible for responding to the complaint and, where applicable, the relevant escalation arrangements.
32. Complaints will be considered fairly, independently and on their merits at each stage of the process. Complaint handlers will consider all relevant information and evidence, provide complainants with the opportunity to explain their concerns and take reasonable steps to address any actual or perceived conflicts of interest.
33. Where a complaint response cannot be provided within the timescales set out within this policy, the complainant will be informed of the reason for the delay, the revised timescale for response and the contact details of the Housing Ombudsman Service where applicable.
34. Green Bridge Community Housing will record and review any reasonable adjustments agreed in relation to complaints handling and will consider any additional support needs disclosed by the complainant.
35. Green Bridge Community Housing will not refuse to escalate a complaint through the complaints process without valid reason in accordance with the exclusions section of this policy.
36. A full record of the complaint will be maintained, including the original complaint, dates, correspondence, evidence, actions taken and complaint outcomes at each stage.
37. Green Bridge Community Housing may seek to resolve complaints at any stage of the process where appropriate, without the need for further escalation.
38. Green Bridge Community Housing will maintain appropriate procedures for managing unreasonable or unacceptable behaviour in relation to complaints handling.
39. Any restrictions applied in relation to unacceptable behaviour will be proportionate, evidence-based, regularly reviewed and applied with due regard to the Equality Act 2010.

Complaints – Stage 1
40. Green Bridge Community Housing aims to resolve complaints as early and effectively as possible. Some complaints may be resolved promptly through explanation, discussion, apology or early resolution, while others may require further investigation depending on the nature and complexity of the complaint.
41. Complaints will be acknowledged, defined and logged at Stage 1 within 5 working days of the complaint being received.
42. A full Stage 1 complaint response will normally be provided within 10 working days of the complaint being acknowledged.
43. Where a complaint is particularly complex, an extension of up to 10 additional working days may be applied where necessary. Where this occurs, Green Bridge Community Housing will explain the reason for the extension, provide an updated response timescale and include the contact details of the Housing Ombudsman Service where applicable.
44. A complaint response will be issued once the findings and outcome of the complaint investigation are known. Any outstanding actions identified as part of the complaint response will continue to be monitored and progressed following the response where necessary.
45. Complaint responses will address all aspects of the complaint identified within the complaint definition and will provide clear reasons for decisions made, with reference to relevant policy, procedure, legislation or good practice where appropriate.
46. Where additional concerns are raised during the investigation of a Stage 1 complaint, these may be incorporated into the existing complaint where they are related and where doing so would not unreasonably delay the response.
47. Where additional concerns are unrelated to the original complaint, are raised after the Stage 1 response has been issued, or would significantly delay the complaint response, they may be logged separately as a new complaint.
48. At the conclusion of Stage 1, Green Bridge Community Housing will confirm the following in writing using clear and plain language:
a. The complaint stage.
b. The complaint definition.
c. The decision reached in relation to the complaint.
d. The reasons for any decisions made.
e. Details of any remedy, action or resolution offered.
f. Details of any outstanding actions where applicable.
g. Information regarding how the complainant may request escalation to Stage 2 if they remain dissatisfied with the response.

Where complaints relate to accommodation or services delivered in partnership with another organisation, the Stage 1 response will clarify the relevant Stage 2 escalation arrangements where applicable.

Complaints – Stage 2
49. Where a complainant remains dissatisfied with all or part of the Stage 1 response, they may request escalation of the complaint to Stage 2.
50. Stage 2 is the final stage of Green Bridge Community Housing’s internal complaints process.
51. Requests for Stage 2 escalation will be acknowledged, defined and logged within 5 working days of the escalation request being received.
52. Complainants are not required to explain their reasons for requesting escalation to Stage 2. However, Green Bridge Community Housing may seek clarification regarding any outstanding concerns to ensure the complaint is fully understood and appropriately reviewed.
53. The person reviewing the complaint at Stage 2 will not be the same person who investigated or responded to the complaint at Stage 1.
54. A final Stage 2 response will normally be provided within 20 working days of the complaint being acknowledged at Stage 2.
55. Where a complaint is particularly complex, an extension of up to 20 additional working days may be applied where necessary. Where this occurs, Green Bridge Community Housing will explain the reason for the extension, provide an updated response timescale and include the contact details of the Housing Ombudsman Service where applicable.
56. A complaint response will be issued once the findings and outcome of the complaint review are known. Any outstanding actions identified as part of the complaint response will continue to be monitored and progressed following the response where necessary.
57. Stage 2 responses will address all aspects of the complaint identified within the complaint definition and will provide clear reasons for decisions made, with reference to relevant policy, procedure, legislation or good practice where appropriate.
58. At the conclusion of Stage 2, Green Bridge Community Housing will confirm the following in writing using clear and plain language:
a. The complaint stage.
b. The complaint definition.
c. The decision reached in relation to the complaint.
d. The reasons for any decisions made.
e. Details of any remedy, action or resolution offered.
f. Details of any outstanding actions where applicable.
g. Information regarding any available external escalation route applicable to the complainant, where relevant.
59. For complaints relating to YMCA-linked accommodation or services, Stage 2 complaints will be reviewed and responded to by YMCA in accordance with partnership arrangements. 
60. For complaints relating to accommodation or services delivered in partnership with other organisations, Stage 2 escalation arrangements will be communicated within the Stage 1 response where applicable.

Putting Things Right
61. Where a complaint is upheld, or where Green Bridge Community Housing identifies that service standards have fallen below expectations, appropriate action will be taken to put things right where reasonably practicable.
62. Actions taken to resolve complaints may include, but are not limited to:

a. Providing an apology.
b. Acknowledging where service failures or mistakes have occurred.
c. Providing an explanation or clarification.
d. Taking practical action to resolve the issue.
e. Reviewing or amending decisions.
f. Correcting records or adding clarifying information where appropriate.
g. Reviewing or improving policies, procedures or working practices.
h. Providing an appropriate financial remedy where applicable.

63. Any remedy offered will take account of the individual circumstances of the complaint, the impact on the complainant and relevant guidance issued by the Housing Ombudsman Service where applicable.
64. Where actions or remedies are agreed, Green Bridge Community Housing will take reasonable steps to ensure these are monitored and completed within an appropriate timescale.

Scrutiny, Oversight, Learning and Improvement
65. Green Bridge Community Housing is committed to learning from complaints and using complaint outcomes to improve services, systems and working practices where appropriate.
66. Complaints will be monitored to identify themes, trends, recurring issues and opportunities for service improvement.
67. Green Bridge Community Housing will maintain oversight of complaint handling performance, including complaint volumes, response times, outcomes and learning actions where appropriate.
68. Information relating to complaints handling and service improvement may be reported to senior management, partner organisations or governance representatives where required.
69. Green Bridge Community Housing will promote a positive complaints handling culture and recognises complaints as a valuable source of feedback and organisational learning.
70. Where complaints identify service failures, risks, procedural weaknesses or areas for improvement, appropriate action will be considered to improve service delivery and reduce the likelihood of similar issues recurring.
71. Green Bridge Community Housing will cooperate with the Housing Ombudsman Service and comply with relevant complaint handling requirements, recommendations and determinations where applicable.
72. Green Bridge Community Housing may produce periodic reports, reviews or self-assessments relating to complaints handling performance and compliance where required.
73. Where accommodation or services are delivered in partnership with another organisation, Green Bridge Community Housing will work collaboratively to support effective complaint handling, learning and service improvement.
74. Complaints information and learning outcomes may be shared internally with relevant managers, staff teams or governance representatives to support continuous improvement and promote good practice.


Confidentiality
Green Bridge Community Housing will handle complaints sensitively and, wherever reasonably practicable, maintain appropriate confidentiality for all parties involved.
Information relating to complaints will only be shared with individuals who require access to the information for the purpose of investigating, managing or resolving the complaint, or where there is a legal, safeguarding or regulatory obligation to do so.
In some circumstances, it may not be possible to maintain complete confidentiality due to the nature of the complaint or the need to investigate the concerns raised. Where appropriate, this will be explained to the complainant.
Any person who is the subject of a complaint will not be responsible for independently reviewing or determining the outcome of that complaint.

2

image1.emf









image2.png
Your bridge to a future.




