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Contacting us

Customer Services Team
You can also

Gloucester City Homes contact us using
Atlantic Suite

Southgate House our online
Southgate Street reporting forms
Gloucester Please note our
GL1 1UW website is speech
enabled and you
Customer Services Line: 0800 408 2000 can adjust the

Text: 0778 148 2656
Fax: 01452 396599
Minicom: 01452 396161
Email: customer.services@gloscityhomes.co.uk other languages.
Web site: www.gloscityhomes.co.uk

size of the text
and translate it to

Getting our information in other formats

If you would like any part of this document explained, translated or
provided in another format such as large print, audio or Braille, please
contact our Customer Services Team on 0800 408 2000.

Bengali

T S G2 GG S SRR T A BT ST I A e LR bIE
AT 2, STRET T I SRR I RS %+ |

Chinese
A LLEIE R — i ROR, SRE RS B, AR FEE, REFEEEERW
ey, &5 RANTEK R,

Gujarati

%L M 2L Loy 6o sl AL LML HLHAL SIU, Yl Bl dHA e Be -l Al
Al €l dl, UL 531 2R HuS el

Polish
Aby uzyskac ten dokument w innym jezyku lub formacie, albo jezeli potrzebujesz
ustug ttumacza, skontaktuj sie z nami.

Urdu
&b Al IS el s Sa UL aknt Bl s T Uy,

[Translation reads: If you would like this document in another language or format
or require the services of a translator, please contact us.]
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STATUS (Draft / Approved / Updated /

REFERENCE

Archived)

APPROVED Gloscitys76/GCH/ALMO Project/Policies & Procedures/06

Current GCH Policies & Procedures/Access, Customer Care
and User Focus/Compliments, Comments & Complaints/GCH
Customer Compliments, Comments & Complaints Policy &

Procedures - Controlled.doc

Important Notice:
Printed paper copies of this procedure are uncontrolled.
The current version of this procedure is available on the Intranet

Documentation Master Sheet
Amendments to this Document are Detailed Below

Version | Date Comments Date Author | Approved
Number | Amended Approved By
1 21/12/2005 | First Draft GIH
2 23/01/2006 | Second Draft GIH
3 08/02/2006 | Third Draft GIH
4 06/03/2006 | Fourth Draft GIH
5 14/03/2006 | Fifth Draft GIH
6 10/05/2006 | Final version 09/05/2006 | AG Board
7 04/10/2006 | Addition to Monitoring 04/10/2006 | GIH GIH
Section
8 01/07/2007 | Annual revision 18/07/2007 | AP Services &
Operations
Committee
9 22/11/2007 | Standard response letter PDM
added as appendix
10 31/03/2008 | Updated the KD
Ombudsman details
11 24/09/2008 | Updated to reflect LDP
Ombudsman and
Disrepair referrals
12 19/02/2009 | Remove stage 4 — 30/03/2009 | LDP Customer
referral to GCC Forum
22/04/2009 Services &
Operations
Committee
Summary of most recent changes:
Removal of stage 4 of the complaints process — referral to GCC.
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GLOUCESTER CITY HOMES COMPLIMENT, COMMENT AND

COMPLAINTS POLICY

1. Purpose of this policy and procedure

Gloucester City Homes believes in continually improving to achieve and maintain
high quality service & customer care; and value for money.

The purpose of this policy and procedure is to make it easy for customers to:

e compliment our service;
e comment on our service; and

e complain about our service
and easy for members of staff to:

e be commended for their customer care;
e consider where comments could improve the service; and

e put matters right where something has gone wrong.

We want to learn all we can from customers so that we can continually consider
whether our policies, procedures and practice can be improved to provide customers
with services, which meet their needs and expectations.

[Back to Contents]

2. Background information

Across the UK in 2001, people responding to a Mori Survey felt their council did not
investigate complaints fairly (69%), were dissatisfied with the way their council dealt
with a complaint (79%) and thought their council took too long dealing with
complaints (72%). This record is matched in Gloucester. Clearly the perception of
Gloucester’s citizens is that there is a lot of room for improvement

The City Council are required to maintain a system for dealing with complaints, and
keep records of all those dealings as

i. A Key performance indicator which they must report annually to the Office
of the Deputy Prime Minister and the Audit Commission
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i. Evidence for its Cabinet and Scrutiny Panels so that they can examine
how services are performing; and

iii. Evidence to regulators of good customer care, continual learning and
improvement, strong corporate governance and good organisational
health

As part of our Management Agreement we need to support the Council’s policies in
this area and provide our own evidence on how we listen and respond to
compliments, comments and complaints.

[Back to Contents]

3. Why do we need a company wide policy?

When we deal with any compliment, comment or complaint we need to be sure
everyone is treated fairly and equally. We must be confident that we are consistent in
the way we respond to customers, no matter where or how they choose to contact
us. From the customers point of view a company wide system ensures that everyone
who wants to compliment us, comment on us or complain about us, knows how to
and that it is clear how we will listen and respond no matter which service point they
choose to contact.

[Back to Contents]

4. What role do staff play?

a) Everyone

We each represent Gloucester City Homes and through our Management Agreement
- Gloucester City Council, so we all need to understand the need for an efficient and
effective, customer friendly compliments, comments and complaints system and how
it must work in practice. By following this new system we should all be positive and
confident when dealing with compliments, comments or complaints we receive and
consequently provide a better service to our customers.

All compliments, comments and complaints must be recorded on our FOCUS IT
system, and regular reports will be produced which analyse the level and type of
compliment, comment and complaint and what action has been taken as a result of
receiving it.

[Back to Contents]
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b) Managers

Training will be provided at all levels of the organisation but key to the success of the
system is the role of each Manager.

If you are a Manager, you are responsible for ensuring all your staff are familiar with
the system and where:

e Compliments are received, the appropriate staff are commended and lessons are
learnt on how services can be improved more generally;

e Comments are received, that we consider how such suggestions could result in
services being improved;

e Complaints are received that we put matters right, offer an apology (and
compensation if appropriate) and through learning from the experience,
continually improve our services.

We need to continually learn from our customers in order to help us meet or exceed
our stated service standards and achieve or surpass our annual performance targets.

[Service Standards and Performance Targets are included in each of our Policy and
Procedure Documents and are reviewed annually to ensure that we achieve top
quartile performance.]

The compliments, comments and complaints system will allow you to ensure each
contact is responded to appropriately.

[Back to Contents]

c) Performance Manager

The Performance Manager will regularly analyse and provide reports on
compliments, comments and complaints to the relevant managers to report to
Gloucester City Homes’ Executive Management Team and Board of Management,
the City Council and our Tenants Forum, Leaseholder Forum and various resident
groups.

The Performance Manager will also ensure that summary information on
compliments, comments and complaints, the lessons learnt and the actions taken to
improve our services is widely published on our website and in staff and customer
newsletters.

[Back to Contents]
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d) Executive Management Team and the Board of Management

The Executive Management Team and the Board of Management will consider and
approve (in consultation with the City Council and the Tenants Forum) changes to
policies, standards, targets and procedures where major changes require formal
approval.

However smaller changes, which will quickly improve services, will be implemented
and where appropriate, retrospectively referred to the City Council and Tenants
Forum for scrutiny and if necessary any amendment.

[Back to Contents]

e) City Council, Tenants Forum and Leasehold Forum

From time to time more fundamental changes to policies and procedures may prove
necessary to improve services. The City Council, Tenants Forum and Leasehold
Forum will give consideration to these changes and decide whether to support or
amend.

The aim here is to ensure that where small changes can be made to improve
services that this is done without delay and where larger more fundamental changes
are necessary that this is considered as quickly as possible through Gloucester City
Homes and Gloucester City Council’s joint arrangements.

This will enable our customers to help shape future housing and related services and
help us improve the quality of life for our customers.

[Back to Contents]

5. How can customers compliment, comment or complain?

a) Access to our service

We want to make it as easy as possible for customers and we understand that they
may need to do this in a variety of different ways.

We will therefore take compliments, comments or complaints made in person, over
the phone, by text, in writing, by e-mail, by website feedback and by other customer
feedback (customer satisfaction forms, focus groups, customer events, resident
groups etc), in English, Braille or other community language.

Compliments, Comments or Complaints can be made either by the customer or by
someone acting on their behalf such as a relative, friend, Councillor, member of
parliament or member of staff from another agency, statutory or voluntary.

[Back to Contents]
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b) Help from an advocate, translator or independent agency

The member of staff first receiving the compliment, comment or complaint should
consider putting the customer in touch with an independent agency that can help
them, if they have special needs or if the matter cannot be resolved immediately by
the Company. No one should be excluded from the system because of difficulties
they may have in representing themselves.

Staff should also check whether we have all the necessary diversity information so
that it is possible for us to divide compliments, comments and complaints by age,
ethnicity, disability, nationality, sexual orientation and / or religious belief and are able
to tailor our response and services to the particular needs of the customer.

[Back to Contents]

6. Who is a customer?

Our definition of a customer is:

e Anyone in receipt of our services e.g. tenant, leaseholder, lifeline user etc; and /
or

e Anyone affected by our services e.g. owner-occupier, councillor, partner etc.

[Back to Contents]

7. What is a compliment?

Our definition of a compliment is:

An expression of satisfaction, respect or admiration by one or more customers about
Gloucester City Homes’ or a member of staff’s, or a partner’s:

e action, or

e standard of a service; or

e the policy we are applying

An example of this would be “your repairs service is excellent” or “here is a box of
chocolates for your warden for looking after my mother so well”

[Back to Contents]
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8. What is a comment?

Our definition of a comment is:

A neutral expression by one or more customers about Gloucester City Homes’ or a
member of staff’s, or a partner’s:

e action, or

e lack of action, or

e standard of a service; or
e the policy we are applying

An example of this would be “could you consider expanding your gardening service
to cover young single mothers”.

This acts as a catch all for comments received which are not clearly either a
compliment or a complaint.

[Back to Contents]

9. What is a complaint?

Our definition of a complaint is:

An expression of dissatisfaction by one or more customers about Gloucester City
Homes’ or a member of staff’s, or a partner’s:

e action, or
e |ack of action, or
e standard of a service; or

e the policy we are applying

This includes referrals from the Ombudsman or the receipt of an Early
Notification Letter or Letter of Claim in Disrepair cases

We do not treat the following as complaints:
e Initial requests for service

e Initial reports of faults and defects, unless they concern work that we or our
partners have already carried out

¢ Requests for information or an explanation of Council policy

Page 9
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The aim is not to exclude matters by this definition, but to deal effectively and
appropriately with real expressions of dissatisfaction that require a proper
explanation and response from us.

[Back to Contents]

10. What are our service standards?

a) Compliments:

e Thank the customer for their compliment within 24 hours

e Consider whether the complimented service or behaviour can be used to help
improve other services generally or specifically within 48 hours

e Consult staff and customer groups on possible options for change within 20
working days.

e Refer new policy, procedure, standard etc. to relevant decision making body i.e.
Line Manager, Executive Management Team, Board of Management, The
Council, within 20 working days.

¢ Implement new policy, procedure, standard etc. within 20 working days of
approval or other date agreed with customers and the decision making body.

e Informing the customer and the customer groups within one day of a decision
being made to amend current policies etc and within one day of the amendment
being implemented, thanking them for helping to improve our service.

e Publicise the change in policy etc via a variety of formats eg handbook, booklet,
website, newsletter etc within 20 working days.

[Back to Contents]

b) Comments:

e Thank the customer for their comments within 24 hours

e Consider whether the comments on service or behaviour can be used to help
improve other services generally or specifically within 48 hours

e Consult staff and customer groups on possible options for change within 20
working days.

e Refer new policy, procedure, standard etc. to relevant decision making body i.e.
Line Manager Executive Management Team, Board of Management, The
Council, within 20 working days.

e Implement new policy, procedure, standard etc. with 20 days of approval or other
date agreed with customers and decision making body.

Page 10
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e Informing the customer and the customer groups within one day of a decision
being made to amend current policies etc and within one day of the amendment

being implemented, thanking them for helping to improve our service.

e Publicise the change in policy etc via a variety of formats e.g. handbook, booklet,
website, newsletter etc. within 20 working days.

[Back to Contents]

c) Complaints:
Stage 1

¢ To resolve the customer’s concerns at the first point of contact even if the
customer does not want to make a formal complaint.

¢ Acknowledge the contact within 1 working day

e Provide a full response to the complainant within 5 working days (20 days in
disrepair cases and 12 weeks in Ombudsman referrals); unless the complaint is
of a very complicated nature and / or involves other agencies whose complaints
standards make it impossible to reply with 5 days. In which case the complainant
should be contacted and a new date for a full reply agreed with the complainant,
and confirmed in writing.

e In Disrepair cases and Ombudsman referral cases, an event must be added
to the matter in Focus at least every 5 working days giving details of the
status of the matter e.g. awaiting inspection, awaiting further information,
referred to legal services, etc

e Where compensation is appropriate (See Compensation Policy), this should be
offered in the full reply and paid / delivered within 5 working days of the
complainants acceptance.

e Consider whether the complaint can be used to help improve other services
generally or a service specifically, within 2 working days

e Consult staff and customer groups on possible options for change within 20
working days.

e Refer new policy, procedure, standard etc. to relevant decision making body i.e.
Executive Management Team, Board of Management, The Council, within 20
working days.

e Implement new policy, procedure, standard etc. with 20 days of approval or other
date agreed with customers and decision making body.

e Informing the customer and the customer groups within one day of a decision
being made to amend current policies etc and within one day of the amendment
being implemented, thanking them for helping to improve our service.

e Publicise the change in policy etc via a variety of formats e.g. handbook, booklet,
website, newsletter etc. within 20 working days.

[Back to Contents]
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Stage 2

If the person making the complaint is not happy with the response they receive at
stage 1, they can ask the relevant Director to reconsider the complaint, with the same

response targets as outlined in stage 1.

Stage 3

If the person making the complaint is not happy with the response they receive at
stage 2, they can ask for the complaint to be considered by the Chief Executive who
will, at her/his discretion, either investigate the complaint in person, or ask another
senior officer who has not previously been involved in the complaint to carry out an
independent investigation. The same response targets as outlined in stage 1 apply.

Stage 4

If the person making the complaint is still unhappy and it is a supporting people
complaint they can ask for the complaint to be considered by Gloucestershire County
Council.

Gloucestershire County Council
Supporting People Team
Community & Adult Care Directorate
Bearland Wing

Shire Hall

Gloucester

GL1 2TR

United Kingdom

Tel: 01452 426548

Fax: 01452 427064

Email: spgloucestershire@gloucestershire.gov.uk

Stage 5

If the person making the complaint is still not satisfied after stage 4, they can contact
the Local Government Ombudsman who will investigate the complaint on their
behalf.

Contact details:

Local Government Ombudsman

The Oaks No 2, Westwood Way

Westwood Business Park

Coventry CV4 8JB

Tel: 0845 602 1983

Fax: 024 7682 0001

Website: www.lgo.org.uk click on “how to complain”.

[Back to Contents]
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11. Persistent or vexatious complaints

Persistent or vexatious complaints may be made very occasionally, where the
customer will not accept the matter is concluded despite having their complaint
investigated or may repetitively make substantially similar complaints. If a member of
staff feels that a complaint has become ‘vexatious’ they can ask the Chief Executive
to decide whether to write to the customer to explain that the procedure has been
exhausted and no further action will be taken.

[Back to Contents]

12. Special Situations

Complaints received for Disrepair cases or Ombudsman referrals should be
reported to the relevant Director who will appoint an appropriate officer to
respond. This officer should be identified to the Customer Services manager.

Complaints about Managers should be reported to the relevant Director.
Complaints about Directors should be reported directly to the Chief Executive.

Complaints about the Chief Executive or Board Members should be reported to the
Chairman of the Board of Management.

Complaints about the Chair of the Board of Management should be reported to the
Company Secretary who is obliged to notify the Chair of the Audit Committee of the
complaint

Complaints about the conduct of a Board Member Councillor, but in their role as a
Councillor should be referred to the Council’s Client Manager who may refer the
matter to the Head of Legal Services, to the Council's Standards Committee, or direct
to the Standards Board for England.

Complaints of financial impropriety should be reported to the Finance Manager, but if
the complaint concerns the Finance Manager, then to the Chair of the Audit
Committee.

Allegations of criminal behaviour require special care. Staff must ensure that they
deal with any allegations in a way, which would not later hamper an investigation by
the Police. The safest course is to report such information to the Chief Executive,
who will take legal advice, which may include consulting the Police before taking any
action in response to the allegation.

The Board of Management should be alerted, at the earliest opportunity, about
complaints involving any kind of alleged unlawful action by the Council or anyone
else, which affects the organisation.

Page 13
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A complaint may lead to disciplinary proceedings against a member of staff. Any
such disciplinary action would be taken according to the company’s disciplinary
procedure.

Any disciplinary behaviour should be treated separately to the complaint. It is not
normally acceptable to delay providing a remedy for the customer until after
disciplinary proceedings have been completed. In exceptional circumstances, advice
should be taken from the Personnel Manager.

Some complaints may be complex because they relate to the actions of the company
and some other body, for example an organisation with which the company has a
‘partnership’ arrangement. In such cases the complaint must be dealt with under the
procedure set out in the company's ‘Partnership’ documents. Where appropriate,
there should be a joint investigation of complaints and a protocol setting out guidance
on any complaint.

[Back to Contents]

13. Publicising the Policy

The Policy will be:
e Adopted Company wide;

e Promoted via a poster and / or leaflet in all public places such as the company’s
offices, sheltered housing schemes and other public venues with the permission
of the organisation’s concerned e.g. libraries and day centres;

e Presented as Printed Information, and will clearly describe the system and
include a copy of the Customer Compliment, Comment and Complaint form;

e Available in at least the five most commonly used community languages and also
produced in Braille, large type, on audio tape and CD-Rom

¢ Available at Partnership organisations such as the Citizens’ Advice Bureaux
(CAB), charities, amenity groups, law centres or solicitors, who will be
encouraged to promote awareness of the company’s procedure;

e Available as an on-line complaint form on the company’s website.

[Back to Contents]
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14. Compensation

Where appropriate the remedy under the complaints system should fit the harm or
injustice caused to the complainant. Section 92 of the Local Government Act 2000
gives councils a general power to pay compensation or take other remedial action.
Whilst money is not the only, or necessarily the best remedy in every case,
complainants should be asked to say what they think would be a reasonable and fair
outcome. See Gloucester City Homes Compensation Policy.

[Back to Contents]

15. Confidentiality

In the majority of cases the identity of the person, making a complaint or on whose
behalf the complaint is being made, would normally be made known to those who
need to consider the complaint. This will be the officer dealing with the complaint, the
line manager, and in cases of escalation, the senior investigating manager. This
information would not be revealed to any other person or made public by the
company unless there is good reason and is duly recorded e.g. information required
to be released under the Freedom of Information Act. The Complaints Officer
(Customer Services Manager) must be kept informed throughout the process.

Care will be taken to maintain confidentiality where particular circumstances demand
(e.g. information about third parties).

It may not be possible to preserve confidentiality in some circumstances, for
example, where relevant legislation applies or allegations are made which involve the
conduct of third parties. The complainants must be advised about this should the
situation arise.

Should a member of staff be the subject of a formal complaint then their line manager
may inform them. The decision to inform them will be based on advice from the
company’s Personnel Manager but will also depend on the nature of the case and
the stage the complaint has reached.

[Back to Contents]
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16. Monitoring & Evaluation

The effectiveness of the compliments, comments and complaints system will be monitored
in five main ways by:

1. Daily monitoring and chasing by our Customer Services Team to ensure responses are
within target times

2. Regular internal audits by our Performance Manager to ensure that they have been
resolved to the customers satisfaction

3. Undertaking a regular on-going customer satisfaction survey;

4. Monthly analysis and reporting of compliments, comments & complaints to our
Executive management Team and Board; and

5. Conducting a regular review of the lessons learnt and subsequent action taken.

These research methods will obtain useful information on the range of compliments,
comments and complaints and the background of customers in terms of their gender,
ethnicity, age and disability.

The types of questions, which will be addressed in the customer survey will include:

e Were staff helpful?
e Were staff polite?

e Did we acknowledge receipt of the compliment / comment / complaint with 1 working
day?

e Did we give a full reply with 5 working days or if another target time was agreed within
that target time?

e Did we answer the compliment, comment or complaint?

e Did we collect enough information to enable a fair conclusion to be drawn?
e Atthe end of each stage, were you told what to do if not satisfied?

e If something went wrong, was action taken to try to put things right?

e Were there any wider lessons and, if there were, were you told what actions would be
taken?

e Have you seen any evidence that such actions have been implemented?

e Overall are you satisfied with the way we handled your compliment / comment /
complaint and if not, why not?

[Back to Contents]

Page 16
Date of Issue: 31.03.2009



	Customer Services Team
	Stage 2
	Stage 3
	Stage 4
	Stage 5


