	 Amber Housing Policy & Procedures 

EA1– Complaints, Comments & Feedback 


	1.    Policy Introduction


Our policy is to provide a good standard of service and to we welcome your feedback for constant improvement. 

We define a complaint as when we are told or become aware that a person using our service is unhappy  with something that we have done, or not done, and we have not put things right.  We will:

· Listen to a person or to the person who may support them

· Learn from any errors or mistakes we make and seek to improve our services.

We recognise that sometimes things can go wrong.  We aim to resolve all complaints quickly, effectively and, wherever possible, to the full satisfaction of anyone who has made a complaint to us.

We will also do our best to deal with anonymous complaints, since these may highlight a problem with the way our services are perceived. 
	2.    Procedure


We need to know when things go wrong so that we can begin to put them right. We want to hear from anyone who is unhappy with a service that we have provided.

We will accept a complaint via any route or mechanism that a person wishing to make a complaint feels most comfortable in using.  Complaints can be sent to us at any time.  You should try to let us know you are unhappy by complaining to us as soon as possible.  

We will:
· Provide a contact phone number for anyone wishing to make enquiries. 
· Treat complaints seriously.
· Deal with complaints impartially, objectively and professionally.

· Respond to complaints quickly.
· Not penalise or victimise anyone who has made a complaint.
· Apologise when we have got things wrong.
· Give explanations which are clear and easy to understand.
What should you do if you want to complain?

Stage One
· Talk to the person that you normally deal with in Amber Housing which could be our Quality & Compliance Manager or look us up on our website www.amberhousing.co.uk 

· Our Quality & Compliance Manager (will aim to deal with your complaint within 5 working days of receiving it. If it is going to take us longer, we will let you know.

· If our Quality & Compliance Manager (is not able to resolve your problem he/she will inform his manager and provide you with the contact details so that you may escalate your complaint.

Stage Two
The Chief Executive will confirm to the person who has complained that their complaint has been brought to his/her attention, within 5 working days of receipt.

The Chief Executive will review the complaint and how it has been handled to this stage and may need to contact others involved in the service area of complaint to gain a full understanding of the circumstances that has resulted in the complaint.  This stage may take 10 working days from the date that it is received by the Chief Executive. The Chief Executive will after reviewing the complaint either:

· Agree with the complaint and agree that something went wrong.  A proposal will be made to the complainant on how the problem can be satisfactorily resolved.

· Partly agree with the complaint.  This means that we don’t agree with the main points of the complaint but do agree with some of it
· Not agree that something went wrong but will attempt to explain the situation and seek a solution with the person who complained complainant

· If you are still unhappy with the outcome of your complaint then the Chief Executive will inform the Chairman of Amber Housing who will contact you about your complaint and decide on how it will be resolved.  

Unresolved Complaints - Who can you go to if you are still not satisfied?

If you are still unhappy with our response to your complaint you can seek further help from the Citizens Advice Bureau, solicitor, local councillor or your MP

	3.    Feedback on Amber Housing’s Services


We welcome your views, both positive and negative, on any part of our service. So if you wish to contact us do so by either speaking to your support provider and you or they can contact us direct in writing at:

Amber Housing Limited, Unit 9, Bourne Court, Unity Trading Estate, Southend Road, Woodford Green, IG8 8HD
Or call 0207 866 2328 or email us at: info@amberhousing.org.uk
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