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This booklet tells you about
making a comment or complaint
about bpha’s services and
includes a form you can use to
do this.

Compliments and
comments

Good customer service is important to
us. We'd like to hear if you've had a
really good service from a bpha staff
member or contractor, or you have a
comment about a service.

Have your say

Your comments are most useful if you
can say why you were impressed with
the service. We may be able to use
your experiences to show other staff
the best way to do things. Please use
the form attached to this booklet to
tell us what you think.

Complaints

We do our best to give a good service
but we know that sometimes things
go wrong. We want to hear about
these experiences. It is important
because it means we can say sorry

if our service has not been good
enough. We can also learn from what
happened to do things better in
future and, in certain circumstances,
compensate you.

Some people don't like to complain
because they think they might get

a worse service in future. We'd like

to reassure you that this isnt how
things work at bpha - you will not be
treated differently because you have
complained.

Included in this booklet is a guide to
making a complaint. It tells you what
you can and cannot complain about
and explains how the complaints
process works. There is a lot of
information and if you would like
someone to go through it with you,
please ring and we will be happy to
help. Our contact details are on the
back.

Making a complaint
How to complain

If you would like to make a formal
complaint, you can use the form
attached to this booklet or you can
write to us or send an email. If writing
it down is difficult, you can make your
complaint in person or by telephone.

Ideally, you should contact us
within six weeks of the problem
occurring.

| don't wantto |

make a fuss...
Sometimes you might be a bit
unhappy with something that's
happened but you don't want to
put in a written complaint or ‘get
someone into trouble’. If this is the
case, don't worry, we can deal with
complaints on an informal basis.
You can have a private chat with
a member of staff, for example a
resident services officer, and they
will try to sort things out in a
way that suits you and deals with
the issue. As we take complaints
in writing and by telephone, it's
helpful if you say it is an informal

matter when you contact us.
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What to complain about

You should complain if you have told
us about a serious problem with a
service you received and we have not
put things right.

Here are some examples of what to
complain about:

® We didn't deal with a problem
that you have told us about, for
example poor quality of work

H Rudeness

m Unfair treatment or
discrimination

® Taking an action that was outside
our own policies or the law

W Failure to sort out a problem
within set timescales or provide
a good explanation as to the
reasons
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What not to complain about

There are some issues that we don't
deal with as complaints:

B Aninitial request for a service,
such as a repair

B A request for information or
explanation of a policy or a
decision

® Areport of anti-social behaviour or
neighbour nuisance

Telling us about these issues for the
first time is not a cause for complaint
but you could complain if we did not
deal with your request properly.

It is not a reason to complain if
we have been fair but you are just
unhappy because you did not get
a service or a decision that you
wanted.



The complaints process

Investigating your complaint

(Stage 1)

When we receive your complaint, we
will record the details and give your
complaint a reference number - this
makes sure you and we can track
what has been done about it.
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We will write to you within three
working days to acknowledge that
we have received your complaint, give
you the reference number and tell you
the name of the officer dealing with
your complaint.

We will then look into your complaint
to understand more about what has
happened.

We will aim to let you know the
outcome of this within 10 working
days of our acknowledgement letter.

Some complaints are very complicated
and may take longer to investigate - if
this happens we will let you know
and keep you updated.

Time limits on
complaining and
appealing

We ask you to make complaints
within six weeks.

This is because after a long delay,
it's harder for both you and us

to remember the details of what
happened.

We will still consider complaints
after this, up to a maximum of six

months.
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We may contact you during this
process to get more information from
you that will help us understand what
went wrong.

If we agree with your complaint we
will apologise, try to put it right and,
in certain circumstances, compensate
you.

If we do not agree with your
complaint we will explain why we
have come to this conclusion.
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Legal action and
insurance matters

In some cases, we may involve
our insurers in dealing with your
complaint.

This might be if you suffered an
injury, ill health or damage to your
property which you believed was
due to the negligence of bpha.

To begin with, you can make

your complaint in the usual

way but instead of receiving an
acknowledgement from us, you may
receive it directly from our insurers.

The insurers work to their own
timescales, which they will explain
to you, and they will also give you
the name of a member of their staff
who you can speak to.

Once insurers are involved, bpha
staff cannot discuss any potential
claim with you.

If a maintenance/repair issue is part
of your complaint, we may carry out
remedial works. This does not affect
the outcome of any complaint or
claim.
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Appealing against the

outcome of a complaint

(Stage 2)

If you are unhappy with the
conclusion we have reached about
your complaint you can appeal
against it, preferably within six weeks
of us giving you the decision.

Your appeal will be investigated by a
different member of staff.
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An example of a reason for appealing
would be if you felt that we had not
fully investigated your complaint.

The timescales for Stage 2 appeals are
the same as for Stage 1 complaints

— we will acknowledge your appeal
within three working days and try to
complete our investigation within a
further 10 days.

You will receive the decision from this
investigation in writing.
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Panel review

(Stage 3)

If you remain unhappy with the
outcome of your complaint at Stage 2,
bpha offers a further stage of appeal.

This appeal will be heard by one

of bpha’s Executive Directors and
members of the Customer Services
Committee. (If the complaint relates
to our Foyer it will be members of the
Foyer Management Committee.)

Customer Services )

Committee and Foyer

Management Committee
These committees exist to check
that bpha manages its business
properly and fairly.

Members include residents and
responsible persons from the
community, including councillors

and business people.
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You should tell us that you want to
request a panel review, again within
six weeks, and we will acknowledge
your request in writing within three
days.

We will also give you more detailed
information about how the panel
hearing works.

The panel will aim to meet within
two months. You do not have to

but it is in your interests to
attend this hearing, when you will
have the chance to explain to the
panel members why you think your
complaint has not been dealt with
properly.

They will also hear from bpha staff.
You can bring a friend to support you
at this hearing.

Appeals to the panel must be based
on the original complaint only - you
will not be able to bring in new or
related issues at this stage.

If there is another issue, you will need
to make a separate complaint.

The panel will make a decision within
10 working days and tell you what
they have decided in writing.

This is the final stage of appeal that
bpha offers.

On very rare occasions we may be
unable to agree to a panel hearing.

This could be where we have taken
and followed legal advice and we
believe it is not within our power to
change what we have done.

If this should happen we will tell you
in writing.

Your right to appeal further

If you feel that bpha has still not
resolved your complaint, there are
some independent organisations who
you can appeal to.

The Housing or Financial Ombudsman
will investigate cases where you feel
that a decision we made means you
were treated unfairly in some way.

They will only take your
complaint if you have been
through bpha’s process first.

Housing Ombudsman Service

81 Aldwych

London. WC2B 4HN

www.ihos.org.uk

Email: info@housing-ombudsman.org.uk
Tel: 0845 7125 973

Minicom: 020 7404 7092

The Financial Ombudsman Service
South Quay Plaza

183 Marsh Wall

London. E14 9SR
www.financial-ombudsman.org.uk

Email: complaint.info@financial-ombudsman.org.uk
Tel: 0845 080 1800

Or alternatively contact:

Tenant Services Authority
Enquiries Team

1 Park Lane

Leeds. LS3 1EP
www.tenantservicesauthority.org
Email: enquiries@tsa.gsx.gov.uk
Tel: 0845 230 7000

Which )
ombudsman?

If you're not sure which ombudsman
to contact, please contact them direct
and they will tell you which one
applies to your enquiry. In most cases
it will be the housing ombudsman so
I['s best to ring them first,
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Complaints about

services provided through
Supporting People

Some of our services are funded

by Supporting People and if your
complaint relates to one of these
services, you may raise it with them at
any time.

Your services are provided by
Supporting People if you have an
agreed support plan.

Supporting People contacts

Bedfordshire

Supporting People Team

County Hall, Cauldwell Street

Bedford

Tel: 01234 228439

Email: sp.generalenquiries@bedscc.gov.uk

Northamptonshire

Supporting People Team

PO Box 225, John Dryden House
Northampton, NN4 7BR

Tel: 01604 236525

(
My compliment/comment/complaint is:

4 )
My compliment/comment/complaint is:
. J
Please continue on a separate sheet if needed.
(- . . . )
For complaints, what would you like us to do to resolve the issue?
. J
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Monitoring Form )

This part of the form is voluntary - it's your decision whether or not you fill it in. We ask
for this information because we want to make sure that we are serving all groups in
the community and it helps us to check this. It is not part of your complaint and will not
affect the outcome but it may help us to respond appropriately.

Gender What is your religion Asian and Asian British
L] Female [ IMale or belief? L1 Indian

My age is: | | L] Pakistani

[116-24 [125-44 What is your ethnicity? [ Bangladeshi
[145-59 []60-74  \yhite L1 Asian other (please state
L) 75+ L] British [ Irish |

How would you prefer ] European (please state)

?
us to contact you ) (| White other (please state)
(] Phone/mobile | |

Gypsy/Traveller
[ ] Roma [ lrish
L] Travelling show people

L] Letter

L] Email Mixed L] New/other (please state)
Do you have any |:| Wh!te and Black |

special requirements? = Carllbbean [ Chinese

L] Large print %Eggnand Black L] Any other ethnic group

[ ] Braille

(please state)

[ | White and Asian

]
Other (please StatE) |:| Mixed other (please state) |

| | | | Which of these
best describes your
sexuality?

[ Heterosexual
(attracted to the opposite sex)

Do you or anyone
in your household
consider themselves to
have a disability?

Black or Black British
[ | Caribbean
[ ] African

(Compliments, comments and complaints form

Remember we will be happy to assist if you want help filling in this form.
Please return to: bpha, Horne Lane, Bedford, MK40 1NY

Name |

Address |

Phone/mobile number |

| Date | |

Email |

L] Yes [ INo [ Black other (please state) L] Gay man
If yes, what type of | | L] Lt":-‘Sblaﬂ
disability is this? L Bisexual
\- J

\_ J
( . . . . N
For complaints and appeals, please also fill out this section

Have you already raised this complaint informally? If so, and if you can remember,

please tell us who you spoke to.

Is this a

[ ] first or new complaint (Stage 1)

(| appeal (Stage 2)

[ second appeal (Stage 3)

If it is an appeal please give your complaint reference number if you have it.

If this is a complaint, it will help us to investigate thoroughly if you can give as much
information as possible, including dates and names. Please call 01234 791000 if you
would like help with this. If this is an appeal, you do not need to give details of the
complaint again but you should say why you are not happy with the outcome of your
complaint. y

Have your say

Have your say

Have your say

For a large print, audio
or Braille version,
please call 01234 791080
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Per aiuto a capire questo
documento, telefona
01234 791084

For help to understand this

please ring 01234 791089
Bengali, Punjabi, Urdu, Italian
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