Homes for Change Complaints Procedure 2012

This procedure is for use if you have:

(a) a complaint relating to the management of Homes for Change.

In cases of complaints relating to working groups (including maintenance, repairs and contractors) you should write to the working group coordinator (or to the maintenance group in the case of repairs)  to try and resolve the issue before raising your complaint with the committee. OR


(b) a complaint relating to nuisance or anti-social behaviour.


If you have a complaint to do with another member, visitor, lodger or tenant of the co-op you 
should, wherever possible, start by talking it over with the individual concerned to try and 
agree a solution informally.  


If a complaint involves activities of a criminal nature you must also contact the police.

Formal Complaint to the Committee

Submitting a Formal Complaint to the Committee

If the matter is serious and/or you wish to raise the matter formally you should set out the complaint in writing (no longer than 2 sides of A4 paper).   The complaint should be as simple and clear as possible and stick to the facts (avoiding language which is insulting or abusive).  As well as details of your complaint, it should include whether you have tried to resolve it informally, and what you would like done to put things right.  

All complaint letters must then be submitted either by letter to;

Homes for Change Committee (marked Private & Confidential), Unit 25; 41 Old Birley Street, 

Hulme,  Manchester M15 5RE 

Or by email to;  committeemembers@homesforchange.co.uk 

Posts on Yell will not be treated as a formal notice of a complaint and will not be acknowledged or otherwise dealt with by the Committee.  

The committee will not consider anonymous complaints. All complaints are treated in confidence and there should not be any reason to make an anonymous complaint.

Committee Meeting

The Committee will acknowledge receipt of your complaint in writing (or by email if the complaint is received that way) within 7 days.  It will then deal with your complaint at the next scheduled Committee Meeting under the closed session.  Only members of the Committee will be present at the time your complaint is discussed.  If your problem is of a particularly urgent nature we may convene an emergency Committee Meeting to deal with it. The vast majority of complaints are successfully dealt with at the first committee meeting following the complaint.

Investigation 

If appropriate, two members of the committee will be assigned to investigate your complaint.  They will meet both with you and, if appropriate, the person who you have raised the complaint about, or working group co-coordinator if appropriate, or any witnesses so that all of the facts can be gathered.  

There shall be a presumption of innocence until the facts about any complaint have been established.

Outcome

The Committee shall write to you and others being complained about as soon as possible after agreeing their recommendation.  Serious anti-social behaviour complaints may be taken to the City Council ASBAT team, which has helped us in the past deal with anti-social behaviour. 

Appeal 

If you are not happy with the response you receive you have the right to appeal at the closed session of a General Meeting.  If you wish to appeal you should write to the Committee at the address above or by email (committeemembers@homesforchange.co.uk) stating again what your complaint is, why you are not happy with the response received, and the outcome you desire.  The appeal will be heard in the closed session of the next scheduled General Meeting and the chairperson will write to you with its decision.  

The GM may only accept or reject an appeal.  If the appeal is accepted, the committee must re-consider its decision and propose a new course of action at the next committee meeting.  

Complaining to the Ombudsman

Once you have gone through all the stages of this complaints procedure, and if you are still not satisfied, you can bring your case to the Housing Ombudsman.   Details of how to complain to the ombudsman can be found at: www.housing-ombudsman.org.uk
Supplementary complaints policy

Conflict of Interests

Committee members, or ordinary members on appeal, with a conflict of interest in hearing a complaint may absent themselves from any proceedings dealing with that complaint.

Important notes on the Co-operative taking legal action

If you think the co-operative should take legal action against another tenant on your behalf, the Co-operative must have enough evidence (written statements), photographs where appropriate, and witnesses who are prepared to testify in court to warrant legal action; otherwise this course of action may be costly and unsatisfactory for all concerned. 

In such cases the Committee will seek professional legal advice before commencing legal action. 

For complaints involving criminal acts you must also contact the police and wherever possible pursue a conviction

Confidentiality

Whilst a complaint is being investigated the Complainant's name and circumstances will not be divulged any more than is necessary by the Committee.  However where complaints involve another individual it may be difficult to investigate without talking to that member and letting them know the details of your complaint letter so that they have a chance to respond.  If the complainant asks the Co-operative not to do so that will be respected as far as possible but it is likely that no action can be taken to tackle the issue.

There are some things, which the Co-operative may not be able to discuss or give information about. For example it would be wrong of the Co-operative to discuss someone else’s application for housing but it would be able to discuss the allocation policy and how it operates generally.

Review of policy

We will undertake an annual review of this procedure.  Changes in legislation will be incorporated within the policy and procedure as they arise.

Publication of this procedure

This procedure will appear in the Tenants Handbook for new tenants, on the Homes for Change website, and will be permanently displayed on the notice board outside the Homes for Change office.
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