ARNEWAY HOUSING CO-OP LTD

COMPLAINTS POLICY- OFFICE PROCEDURES



Arneway
Ho

ousing Co-operative

Arneway Housing Co-op is
committed to responding to all
Complaints and this policy sets
out the procedures that should
be followed for all tenants and
members who may wish to
make a Compliant against the
Co-op and its Officers.

One of the key driving forves belind a successfl Policy s o ensure that all
the adnainistration procedsures are cargfinll) explained and set out and that
the Forms assoaated with a Policy such as the present Complaints Polizy
has been keept pdated and made avelable within the Co-gp. In the respect
thergfore this docrment is a key doawment for the Co-gp.

The value of this Policy rests in its effective and simple
administration. Members and tenants are encouraged to inform the
Co-op via the Housing Services Manager (HSM) if the Policy is
complicated and difficult to use. This Policy contains all the forms
and explanations that should allow everyone to make a Complaint. If
this is not the case and this applies to you as a uset of Co-op setvices
then please contact the HSM either now as you try and make a
Complaint or later (after to have made the complaint) if you feel
more comfortable. Your confidentiality and respect will be
maintained. The Description of the Policy follows.
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1.0 COMPLAINTS AND APPEALS PROCEDURE]

1.1 Arneway Co-op recognises that many of the decisions, which are made, can have a real
impact on the lives of our members, tenants and applicants for housing. Therefore, the Co-op is
concerned to ensure that all the decisions that are taken are fair and are also reasonable for
everyone. The Co-op is also aware that, even in the best run organisations, mistakes can happen.
For these reasons, the Co-op has a Complaints and Appeals procedure, to allow all
Members/Tenants to have a grievance remedied.

2.0 WHO CAN MAKE A COMPLAINT]

2.1 Anyone living in a property owned or managed by Arneway, or
anyone acting on behalf of and with the consent of an applicant or a

resident of an Arneway property, for example:

1 4
4
L4

Family or friends;

Public representatives such as an MP or local Councillor;

Adyvice agency or organisations such as Citizen Advice Bureau or the One Stop Shops run by
Brent Council;

Tenant representative;

Anyone wishing to receive services from Arneway (for example someone applying for
housing)

3.0 WHAT CAN I COMPLAIN ABOUT?

3.1 In general, you can raise issues about all the important aspects of housing management, such as
repairs, re-housing and rents. You can complain about any act or omission by Arneway Co-op that has
disadvantaged you. This includes for example:

¢ & o o

A failure by Arneway to meet its legal duty as a landlord;

That you feel that Arneway’s policies and practices are unfair or unreasonable;

That you believe Arneway has not interpreted its rules properly or failed to act efficiently;
That you feel a member of staff has behaved improperly or has been discourteous.

4.0 COMPLAINTS, WHICH ARE EXCLUDED|

4.1 There are matters outside the Co-op's control and services which the Local
Authority and Housing Corporation for example provides, that have their own

separate appeals procedures and will not be covered under Arneway’s Complaints Procedure.

4.2 These include:
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¢ Matters covered by central or local government & Housing Corporation policy;

¢ Complaints put forward by Members/Tenants on behalf of residents which have
already been considered by the Co-op under its procedures;

¢ Complaints from staff about personnel matters, including appointments, dismissals,
pay, pensions and discipline which are dealt with under existing personnel
procedures;

¢ Complaints where the Member/Tenant has already taken the matter to court or
tribunal.

5.0 HOW DO I MAKE A COMPLAINT]

5.1 First we suggest that you discuss the matter informally with the Housing
Services Manager who will deal directly with your enquiry, to make sure he is
fully aware of your position, and that you understand any limitations on the Co-op’s ability to
assist. In most case this will be the quickest way to resolve issues, and it will help you to avoid
delays in administering your enquiry or complaint if you take this step first.

5.2 If you wish you could also talk to one of the Management Committee members who will
advise you on the procedure and they will attempt to assist you themselves.

5.3. If your first contact is unsuccessful, you can ask for your points to be considered by the
Secretary of the Management Committee, and you can either ask her to refer you, or contact
them directly by telephone or in writing.

5.4 If this fails to resolve the problem, or your complaint relates to the behaviour, or actions of
any Member of Staff or the Management Committee concerned, you can make a FORMAL
COMPLAINT.

6.0 FIRST STAGE OF THE PROCEDURE

6.1 The first stage in the formal Complaints Procedure is to contact the
Housing Services Manager. We suggest that your complaint should be in
writing, and you can use the COMPLAINTS REPORT FORM (attached
end of this document), if you wish.

at the

6.2 Your Housing Services Manager will help you to complete the form if you wish. However,
if you prefer, you can contact a Member of the Management Committee by telephone, and the
Management Committee Member will make a formal note of your complaint.

6.3 We will respond to your complaint in writing and will aim to reply within two weeks. If it
will take significantly longer than this to reply, we will write and advise you of the reasons for
the delay and when you can expect a full reply.

6.4 If you wish, you are entitled to a personal interview with Housing Services Manager, and a

friend or member of your family can accompany you. You will need to provide details of your
complaint in writing, in advance of the meeting.
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7.0 CHAIR OF THE MANAGEMENT COMMITTEE]

7.1 If you remain dissatisfied with this formal reply, you can write to Arneway’s Chair of the
Management Committee setting out your objections to the Housing Services Manager’s
decision. The Chair will consider your complaint personally and will
respond in writing, normally within 14 days. == O

7.2 The Chair may propose the use of mediation or arbitration by an

independent outside body, if the nature of the complaint makes this a

suitable option.

7.3 The Chair will normally only consider complaints that have already been reviewed by the
Housing Services Manager. If this has not happened, the complaint will be referred back to the
Housing Services Manager or to a Member of the Management Committee for action.

18.0 APPEAL: MANAGEMENT COMMITTEE

8.1 If you still believe that your complaint has not been settled fully, a final appeal can be made
to the Co-op’s Committee of Management. You can write to the Secretary of the Management
Committee and mark your envelope “ Private & Confidential to be only opened by the
Secretary™.

8.2 The Secretary will bring your correspondence to the attention of the Committee who will
ensure that all relevant information is available.

8.3 Depending on the nature of the appeal and the degree of urgency, the Management
Committee will either:

¢ Respond directly to you;

¢ Refer the matter to the tenant representatives on the Management Committee for
comment before reaching a decision or

¢ Convene a formal panel of Committee and Tenant Members to consider the
complaint, and if appropriate receive direct representation from you.

9.0 REMEDY FOR COMPLAINTS;|

9.1 If you want to make a complaint, it is important that you make sure )
you state clearly what solution or redress you are looking for.

9.2 In exceptional circumstances, financial compensation may be
available, for example where you have temporarily lost amenities in your flat, or you have
suffered actual financial loss arising from our error.

9.3 Arneway Co-op will record and review all complaints to try to ensure that we change
% internal systems that are inappropriate or not working properly.
—=

i
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10.0 WHAT IF I AM STILL DISSATISFIED?

10.1 We prefer that you complain direct to us first, so that we can try to
solve any problems. We believe that normally this will be the quickest and
most effective way of resolving matters. Arneway is a” Registered Social .
Landlord”, and its activities are subject to the supervision of the Housing Corporatlon If you
have exhausted our Complaints Procedure, but are still dissatisfied, you can complain to the

INDEPENDENT HOUSING OMBUDSMAN LIMITED

OMBUDSMAN SERVICE

3" FLOOR NORMAN HOUSE

105-109 STRAND

LONDON WC2R 0AA Tel: (020-7836-3630)

10.2 The Housing Ombudsman will try to resolve most complaints informally, but where this
proves impossible, will either propose mediation/arbitration, or start a formal investigation.

10.3 Arneway Co-op supports the Housing Ombudsman’s role, and is committed to full co-
operation with the Ombudsman Service.

10.4. The Ombudsman will not normally accept a complaint until all stages of Arneway Co-
op’s internal Complaints Procedure have been completed.

10.5 Alternatively, you can consult a solicitor or seek advice at an Advice Centre (such as
Citizen Advice Bureau or Law Centre) if you feel the Co-op has failed to fulfil its legal duty. A
Citizen Advice Bureau might be able to help you write a letter of complaint. In the case of
repair problems, you can seek help from the Environmental Health Department at Brent
Council.

10.6 You have the right to lodge complaints of discrimination against Arneway in the County
Court on the grounds of race or gender and under the protection from Harassment Act 1997.
You must lodge your complaint within 6 (six) months of the event-giving rise to the complaint.

11.0 WHERE DO I COMPLAIN;|

11.1 You can make contact at the following address: = |

Housing Services Manager
Arneway Housing Co-op Ltd
The Designworks

Park Parade

Harlesden.

London NW10 4HT

(Tel/Fax: 020-8965-5537)

Signed:

Date:
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-COMPLAINTS /ENQUIRY FORN)

Complaint number:

120  Complaints Form:

12.1 If you have a complaint or enquiry about any aspect of the service
provided by Arneway which has not been resolved, please complete and
return this form to the Housing Services Manager who will ensure that it
receives prompt.

12.2 Your Name:

12.3 Your Address:

12.4 Telephone Numbers:

Day Number:

Evening Number:

Mobile Number:

Details of Complaint:
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COMPLAINTS /ENQUIRY FORIVI

What action have you taken so far to resolve this matter?
Include all those to whom you have spoken to about this matter.

What action would you like Arneway to take regarding your
complaint/enquiry?

Signed/Dated by Complainant:
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