
 

 

 

 

 

 

 

Feedback policy  
For compliments, complaints, comments and suggestions 

 

  

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
Applicable to: All Brighter Places and previous Solon or UC customers 
 
Date adopted: 3 Feb 2022 
 
Date of previous review: August 2020 
 
Author/Policy owner: Customer Services Director 

The Customer Services Director is responsible for ensuring that employees are aware of this Policy. 



 

 

 

We will always strive to provide high quality customer-focused service in all 

aspects of our work, however we recognise that we may not always get 

everything right.  We encourage our customers to let us know when this 

happens and we will take this opportunity to put things right and learn from 

our mistakes so we can improve the way we do things.  Those who provide 

us with feedback will be treated fairly and in accordance with this policy and 

associated procedures. 

 

We value all feedback about our services, whether it is a complaint, 

compliment, comment or suggestion. This policy applies to all colleagues, 

contractors and agents acting on behalf of Brighter Places. 
 

 

 

 

Our promise 
To ensure our Feedback Policy and Procedure is: 

 

 

Compliant

Simple

Effective

Accessible

Fair

Transparent

Resourced

Consistent

Generating Learning & Improvement



 

 

1. Definitions 

1.1. What is a complaint? 

Our definition of a complaint, in line with that used by the Housing Ombudsman’s 

Complaint Handling Code (July 2020) is as follows:  

 

‘an expression of dissatisfaction, however made, about the standard of service, 

actions or lack of actions by Brighter Places. This includes its own staff or those 

acting on its behalf, affecting an individual or group of residents’.  

 

The individual or group of residents do not have to use the word ‘complaint’ in order for it 

to be treated as a complaint and can be made verbally or in writing (i.e. email or social 

media or an online feedback form or a letter). 

 

1.2. When isn’t it a complaint? (Exclusions) 
For the purpose of this policy, a complaint shall not be accepted if it has already been 

considered under the feedback policy or if the complaint occurred over 6 months ago 

(unless considered a reoccurrence). 

 

See Section 12 of this policy for a full list of exclusions.  Although excluded items are dealt 

with in accordance with other, more relevant policies and processes, they may still be 

recorded and monitored within our Feedback Management System to ensure efficient and 

effective resolution.   

 

If we fail to deal with an issue through an alternative policy or process, then that failure 

can be raised as a complaint and considered within this policy. Customers will be 

supported to ensure the issues they are raising are appropriately directed.  

 

1.3. Giving a compliment 
A compliment is when an individual or group of residents give feedback that they are 

pleased with the service they have received, or that we have done something well or they 

are satisfied with the way we have acted. We will acknowledge all compliments and make 

sure that the appropriate colleague/s or team/s know about the appreciation.   

 

1.4. Making a comment or suggestion 
A comment or suggestion is when an individual or group of residents give us feedback 

about how we can improve or change something, or ask us to consider new products and 

services. All comments or suggestions will be acknowledged, considered and where 

appropriate, acted upon.  We will always respond to the person who has provided the 

comment or suggestion. 

 



 

 

1.5. Who can provide feedback? 
Anyone who receives a service from Brighter Places or our authorised representatives/ 

contractors acting on our behalf, can make a complaint, give a compliment or make a 

comment or suggestion under this policy. 

 

1.6. How can I provide feedback?  
You can use any of our usual communication methods to give feedback.  

These are: 

• By telephone: 0117 942 4600 

• In person: by visiting the Brighter Places’ office or arranging to meet at an 

alternative location. 

• By email: feedback@brighterplaces.co.uk 

• Through any of the following social media channels: 

o Facebook, Twitter, or LinkedIn 

 

2. Responsibility & our promise 
 

 

• We will make it easy for complaints, compliments, comments and suggestion to 

be made and offer a variety of methods for you and/or groups of residents to 

provide us with feedback. 

• We will provide a dedicated Customer Feedback Co-ordinator to ensure all 

feedback is handled sensitively, fairly and in accordance with this policy. 

• We will listen carefully, taking your complaints, compliments, comments and 

suggestions seriously, recording all the details. 

• We will ensure all staff are aware of this policy and relevant procedures so that 

all feedback is handled as expected and all customers receive the same level of 

service. 

• We will acknowledge all complaints, compliments, comments and suggestions 

at the first point of contact, as they are received.  

• We will keep you informed of progress and regularly update you throughout 

the management of the feedback process, respecting your communication 

preferences.  

• We will tailor our response to accommodate specific communication 

requirements, needs and preferences i.e. translation into different languages, 

larger print or Braille, always using plain language when we communicate. 



 

 

3. Complaint resolution process 

Brighter Places has a two-stage complaint resolution process. Wherever possible, frontline 

colleagues and managers responsible for service delivery will be empowered to resolve any 

Expressions of Dissatisfaction.  Where this is not possible or agreeable, customers will be 

supported to make a formal complaint, following our two-stage process as detailed below: 

 

3.1. Stage 1. This review stage provides the opportunity for investigation, 

understanding and dialogue between colleagues and the complainant, whilst 

aiming to resolve the issue/s at the earliest opportunity.  Once you tell us you wish 

to make a formal complaint we will: 

 

Acknowledge  

• We will acknowledge your complaint as soon as possible and no later than 

within 3 workings days.  

Allocate 

• Our dedicated Customer Feedback Co-ordinator will: 

o Contact you to discuss the complaint in full, establish the facts, 

capture the background details of the situation and provide you 

with a fair opportunity to set out your position and the resolution 

you are seeking. 

o Provide you with a unique reference number to help us both keep 

track of the complaint.  

o Allocate your complaint to a relevant manager and provide you 

with details of who will be dealing with your Stage One complaint.  

o Check if any reasonable adjustments are required to support you 

during the complaints process. 

o Agree contact during the investigation and reconfirm the expected 

response time or agree a reasonable extension of up to ten working 

days, should your complaint be more difficult to investigate, require 

actions or external partners to support the investigation, or to fit 

around your availability. 

Review:  

• The complaint will be passed to the relevant manager who will: 

o Conduct an unbiased, empathetic and thorough investigation of the 

complaint. 



 

 

o Make direct contact with you by phone or arrange a meeting in 

person, at a suitable location.  

▪ In the case of property complaints, a site visit is likely to be 

an important part of the review process. 

▪ We will make three attempts to contact you at different days 

over a one-week period. If we haven’t been able to make 

contact, we will write to you, giving you a further ten working 

days to respond. If we haven’t heard from you by the end of 

this period, we will suspend your complaint until further 

notice.  

o Keep you informed of progress at regular intervals – to be agreed 

with you. 

o Give you an opportunity to comment on any adverse findings 

before any decision is made. 

 

Respond with a decision:  

• The manager will: 

o Inform you of their decision and confirm this in writing within ten 

working days of the complaint being acknowledged. 

o Where future work is required to resolve a complaint, an agreed 

schedule will be provided so you can monitor progress.  

o Update the Customer Feedback Co-ordinator, providing details of 

the decision, the rationale and all relevant documents to ensure the 

records of the customer’s feedback is accurate and up-to-date. 

o Advise you how to escalate your complaint if you’re unhappy with 

the decision. 

o Our response will also highlight areas where the complaint has been 

used to improve, review or change services for the benefit of all our 

customers. 

 

If you’re dissatisfied with the outcome of Stage One you can request an escalation 

to Stage Two within 15 days, letting us know why you feel the matter has not been 

satisfactorily resolved. If works or actions are yet to be undertaken, you have the 

right to request progression to Stage Two within 15 days after those works or 

actions have been completed, if you remain unsatisfied. 

 



 

 

3.2. Stage 2. A management review aims to investigate the facts and outcomes so 

far, determine action and engage the complainant to work towards a solution 

that they are satisfied with. This is the second stage of our Complaint Resolution 

Process which will be handled by a relevant Senior Manager or Director.  Once 

we have received your request to escalate to Stage Two we will: 

 

• Acknowledge your request within 3 workings days and ensure all the details 

you provide us with have been accurately recorded before escalating to a 

Senior Manager/ Director who will carry out the Stage Two management 

review. 

 

• Review your complaint:  

 

o You will be contacted by the Senior Manager/ Director who is 

carrying out the Stage Two management review to discuss your 

complaint in full and check the reasons for escalation, giving you a 

fair opportunity to set out your position and establish the resolution 

you are seeking.  This may include a meeting in person at a suitable 

location to establish the facts and to fully understand the impact the 

issue is having for you and any members of your household. 

▪ We will make three attempts to contact you at different days 

over a one-week period. If we haven’t been able to make 

contact, we will write to you, giving you a further ten working 

days to respond. If we haven’t heard from you by the end of 

this period we will suspend your complaint until further 

notice.  

o The Senior Manager/ Director will conduct a thorough and 

independent review of the Stage One findings. 

o We will agree contact intervals and communication preferences to 

keep you informed during the review and reconfirm the review 

timescale or agree a reasonable extension of up to ten working 

days to enable a thorough review to be carried out, including any 

arrangements we have agreed with you to secure a meeting. 

o We will lead an unbiased and thorough review of the complaint, 

engaging the expertise of other colleagues. 

o We will give you an opportunity to comment on any adverse 

findings before any decision is made. 



 

 

 

• Respond with a decision:  

o We will inform you of the findings of this review and confirm this in 

writing within 20 working days of the Stage Two complaint being 

acknowledged (this can be extended by a further 10 working days 

with a good reason and an explanation to the complainant). 

o Where future work is required, we will endeavour to provide an 

agreed schedule so you can monitor progress. This will explain 

when you can expect action to take place. Completion of this work 

will be monitored and followed-up by the Senior Manager/ Director 

leading the Stage Two management review. 

o We will provide you with advice and support on how to escalate 

your complaint to the Housing Ombudsman if you are unhappy 

with the final decision. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

      



 

 

4. Complaints Performance 

When we reach the end of the complaints process, we will send a satisfaction form to you 

allowing 15 days for you to respond. We will consider the complaint closed if we haven’t 

heard from you during this time. Monitoring how well we are handling complaints allows 

us to make improvements and report performance to our Board and customers. 

Significant levels of customer complaints in relation to a particular service or contractor 

may result in a policy or service review.  

5. Colleague Complaints 

Complaints received about specific colleagues will be review by an appropriate senior 

manager and may, if found to be justified, be progressed via Brighter Places’ internal 

disciplinary procedures. In the majority of cases it is likely that training will be provided 

along with an assessment of whether issues are systemic or isolated. Any systemic issues 

identified will be reviewed by the relevant service director to progress improvements. 

 

If a complaint is progressed via Disciplinary Procedures, you will be informed about this 

but no further information will be shared as we have a duty to operate in accordance with 

the Data Protection Act 2018. 

 

6. Designated Persons and the Housing Ombudsman Service 

 

Once a Stage Two management review has been completed, if you are still unhappy 

about how we have dealt with your complaint you can refer it to the Housing 

Ombudsman eight (8) weeks after receiving our final response.  If you do not wish to wait 

eight weeks you can request to have your complaint reviewed by a Designated Person. A 

designated person can be an MP, a local councillor or a Tenant Panel (if one exists), 

however the ‘Designated Person’ does not have authority over the association.  

 

The Designated Person will help resolve the complaint in one of two ways; they can either 

try to resolve the complaint themselves or they can refer the complaint straight to the 

Housing Ombudsman. They may also decline doing either. Customers can access further 

information relating to Designated Persons via the Housing Ombudsman’s website: 

https://www.housing-ombudsman.org.uk/residents/designated-person-information/ 

 

https://www.housing-ombudsman.org.uk/residents/designated-person-information/


 

 

Customers can contact the Housing Ombudsman at any time to seek their guidance in 

making a complaint and during the complaint process. However, the Ombudsman will 

only accept a case for adjudication, directly from a customer without referral to a 

Designated Person, if 8 weeks have passed from the date of the final response. 

 

The Housing Ombudsman will then carry out a full investigation asking us to provide 

information to help them make their decision. At the end of the investigation they will 

write to you and us, setting out their decision and giving an explanations of how they 

reached it. They will then recommend how the problem should be resolved. 

 

Customers may contact the Housing Ombudsman in the following ways: 

Housing Ombudsman Service 
PO Box 152 
Liverpool 
L33 7WQ 
Email: info@housing-ombudsman.org.uk 
Telephone: 0300 111 3000 
Website: www.housing-ombudsman.org.uk 
 
 

7. Unreasonable Complainant Behaviour 

Sometimes, people make repeated complaints about the same thing even after we’ve 

carried out a review and implemented a resolution, or make unreasonable demands, or 

behave in a manner which we feel is unacceptable.  

When this occurs, we need to make a decision about how we handle these complaints. 

We may treat this as Unreasonable Complainant Behaviour and apply a restriction 

accordingly. 

We consider people are behaving unreasonably when they: 

• Make repeated complaints on similar issues that have been previously considered 

or repeatedly change the substance of their complaint. 

• Make unreasonable demands upon staff in terms of what is expected, asking for 

timescales that cannot be achieved, insisting on only speaking to one member of 

staff, or the number of letters/e-mails/phone calls made risks creating an excessive 

workload that would negatively impact on staff time to the disadvantage of other 

residents.  

• Make threats, use derogatory remarks, are rude, use language that makes staff feel 

threatened or afraid, use inflammatory or unsubstantiated statements. 

 

http://www.housing-ombudsman.org.uk/


 

 

We will manage unreasonable actions by residents by using one or more of the following 

restrictions (this list is not exhaustive): 

• Placing limits on the number and duration of contacts with staff per week or 
month. 

• Offering a restricted time slot for necessary calls. 
• Limiting the complainant to only contacting us using a channel of our choice. 
• Requiring the complainant to communicate only with one named member of staff. 
• Requiring any personal contacts to take place in the presence of a witness and in a 

suitable location. 
• Refusing to register and process further complaints about the same matter. 

 

A housing manager will contact the resident to try to reach an understanding before 
deciding whether unreasonable behaviour restrictions need to be applied. We aim to 
avoid this wherever possible. The housing manager will seek the guidance of the 
Customer Services Director or another director in their absence if an appeal against any 
decision to apply a restriction is made. 

 

If a decision is taken to apply restricted access, we will use an appropriate method of 

communication (usually in writing) with the customer to explain: 

• why the decision has been taken. 

• how the customer may contact the organisation during the period of  

 restriction. 

• how long any limits will last; and 

• what the customer can do to have the decision reviewed. 

 

When a restriction on access is imposed, a specified review date of three months will be 

implemented. Limits should be lifted, and relationships returned to normal unless there are 

good grounds to extend them. If limits are to continue, we will explain our reasons and 

state when the limits will next be reviewed. 

8. Equality and Diversity 

We will abide by all the legal requirements relating to equality and diversity, e.g. Equalities 

Act 2010 and will ensure that reasonable adjustments are made as and when required. We 

are committed to ensuring our communities and workplace are diverse, equal, and 

inclusive places where everyone feels a sense of belonging and opportunity to succeed. 

9. GDPR (General Data Protection Regulation) 

As registered providers of social housing, we recognise the importance of sensitive and 

lawful handling of data which is in line with the rights and expectations of our residents, 

suppliers and other stakeholders. We hold and use information that is called non-sensitive 



 

 

data, which we usually collect as part of your tenancy. This includes your name, address, 

age, contact details, next of kin and people that live with you including your children. 

We also hold information that is sensitive data (special category information) to provide an 

equal and diverse service to meet individual needs. For example we might know your 

ethnicity, religion, health details and sexual orientation. 

Such data will be processed in accordance with our Data Protection Policy. 

10. Monitoring and Review  

A report will be provided annually to the Board exploring complaints trends, details of 

compensation agreed, a summary of the outcomes and changes implemented as a result 

of complaints received.  

We will: 

• Use complaints to guide service improvement where appropriate. 

• Provide regular updates about feedback to all staff highlighting learning 

opportunities and outstanding colleague performance regarding the 

handling of feedback. 

• Monitor and review complaints, reporting our performance in dealing with 

complaints to our Board (i.e. Annual Report) and our residents by publishing 

information relating to complaints on a quarterly basis (i.e. the Resident 

Panel, newsletters, social media and/or website). 

• Train our colleagues to deal with complaints efficiently and within the 

timescales contained within the policy. 

• Involve residents and/or the Engagement Panel in any periodic review and 

ongoing learning from customer feedback to ensure the Feedback Policy and 

Procedures are fit for purpose, objective and outcome focused. 

• Regularly complete the Housing Ombudsman Service self-assessment i.e. 

annually or provide a self-assessment following a continuous improvement 

review changes the policy or the approach to handling complaints. 

11. Review of Policy 

This Policy is due for review by April 2023. The effectiveness of this Policy will be constantly 

monitored and may be updated before this date or should there be any changes to 

relevant legislation or statutory guidelines.   

 

 



 

 

12. Exclusions 

The following list of exclusions cover issues where more suitable policies and/ 
or procedures are in place to respond to the issue being raised. This list is not 
exhaustive and upon receipt of a complaint, we will review the concerns being 
raised and confirm if there is a more suitable process.  Customers will be 
supported to ensure the issues they are raising are appropriately directed. 
 

• Safeguarding referrals. These will be handled in accordance with our Adult 

and/ or Child Safeguarding policies. 

• Disrepair Claims. These will be handled in accordance with our Disrepair policy.  

• Where legal proceedings have commenced and continuing would not be 

appropriate.  

• Requests for compensation. These will be handled in accordance with our 

Compensation Policy.  

• Where a settlement for compensation has been reached. These will be 

handled in accordance with our Compensation Policy.  

• A complaint which relates to alleged failure to comply with the General Data 

Protection Regulation (GDPR). These are managed by our Data Protection 

Officer in line with the Data Protection Act 2018. Dissatisfaction with the 

handling of these specific requests can be escalated to the Information 

Commissioner’s Office. 

• Claims made against Brighter Places’ Business Insurance cover.  

• The first request for a service or for information, for example a first report of 

antisocial behaviour or a request for explanation of a service charge. 

• A complaint about the conduct and behaviour of another resident, such as a 

neighbour dispute. This would be handled in accordance with our Housing 

Management policies. If a customer is unhappy with this service, this can be 

accepted as a complaint.  

• When it relates to services not provided by Brighter Places or partners acting 

on its behalf. 

• Where the Unreasonable Complainant Behaviour restrictions have been 

applied.  

 

 


