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Complaints, Compliments and Comments policy statement

Home Group aims to deliver the best services possible to customers and stakeholders, and positively
encourages feedback in the form of complaints, compliments or comments. This information is
extremely valuable as it can tell us how well we are doing and how we can improve our services.



https://www.homegroup.org.uk/contact-us/compliments-and-complaints/complaints-process
mailto:policy@homegroup.org.uk
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We want to make it as simple and straightforward as possible for customers and stakeholders to provide
positive and negative feedback to us. When we receive feedback, we ensure we deal with matters which
are raised both promptly, politely and in the right way.

Our goal is to provide excellent services, and we hope that customers will rarely have grounds to
complain. However, when things do go wrong, we treat complaints seriously and make every effort to
work with our customers and stakeholders to understand their issues and resolve complaints to their
satisfaction.

We recognise the importance of involving customers in reviewing and scrutinising complaints and have a
variety of mechanisms in place to do this.

This policy also sets out our approach to discretionary compensation. Maintaining good relations with
our customers is important and there may be occasions where it is appropriate for us to make good will
gestures.

Policy scope

This policy reflects best practice and our ‘Building homes, independence and aspirations’ Strategy. We
recognise the needs of a diverse population and act within the scope of our Equity Diversity Inclusion and
Belonging Policy and the Equality Act 2010.

This policy also helps us deliver key elements of our customer promise which are:
To provide a safe place to live;

To deliver a reliable repairs service;

To care about you;

To help our communities to grow;

To tell you where your money goes;

To work together with customers and partners

This policy conforms to the principles set out by the appropriate Ombudsman Services mentioned below.
It complies with Government prescribed standards, legislative and regulatory requirements at the time of
publishing, including but not limited to:

Regulator of Social Housing

Housing Ombudsman Service, including the Complaints Handing Code
Local Government Ombudsman Service

Energy Ombudsman

New Homes Ombudsman

Building Safety Regulator

Consumer Protection Act

Localism Act 2011

Health and Social Care Act 2008 (Regulated Activities) Regulations 2014
Equality Act 2010

Scottish Social Housing Charter

Scottish Public Services Ombudsman (SPSO) model complaints handling process

We expect all colleagues, board/committee members, involved customers, volunteers, third-party agents
and others directly involved in delivering Home Group’s business activities to adhere to the principles set
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out in this policy. It should be used with the supporting documents and procedures which support the
policy standards.

Our approach to related issues such as whistleblowing, anti-fraud and bribery, tackling anti-social
behaviour, harassment and safeguarding are explained in our other policies and associated resources.
We recognise the difference between a service request and a complaint. Matters that meet our definition
of a complaint (as set out in section 4 of this policy) will be dealt with under this policy and associated
procedures, even where another process is being followed. For example, a complaint about Home
Group’s failure to deal effectively with a report of Anti-social behaviour, should be dealt with under the
provisions of this policy, as well as the original report being simultaneously dealt with under Home
Group’s Tackling Anti-Social Behaviour policy and procedures.

There may also be circumstances where we need to handle complaints differently if complainants are
behaving in a way we consider to be unacceptable. In these situations, we follow ‘Managing unacceptable
behaviour’ procedures in line with our Person-centred Service Delivery policy.

We reserve the right to exclude matters that would otherwise meet our definition of a complaint from
being handled under this policy in the circumstances set out below

e The issue giving rise to the complaint has exceeded the relevant time limit.

e Legal proceedings have started. This is defined as details of the claim, such as the Claim Form and

Particulars of Claim, having been filed at court.

e The same matter has previously been considered under the complaints policy.
Statutory compensation in relation to Right to Repair, Home Loss and Disturbance Payments, Right to
Compensation for home improvements and delays to Right to Buy sales is outlined in our Statutory
Compensation compliance note.

Standards

Standard 1: Taking a positive approach

We welcome the opinions of our customers and actively encourage and support customers and other
stakeholders to give feedback on the services we provide whether negative or positive. Where possible
we deal with complaints at the first point of contact. We take a positive attitude and acknowledge all
complaints, compliments and comments within the timescales set out in our procedures. We promote
equality and diversity and treat customers and stakeholders with respect and professionalism at all
times.

We work in line with Child Friendly Complaints Handling Principles when we handle and investigate
complaints from or involving children, in a way that respects their rights under the United Nations
Convention on the Rights of the Child (the UNCRC).

Standard 2: Communication and Customer Involvement

We are open and transparent and provide a range of options for customers and stakeholders to give us
feedback. This includes face-to-face contact, via telephone, email, or through the website. Issues raised
through social media will be followed up and further details collected. We make every effort to
communicate in ways our customers and stakeholders prefer. We take account of protected
characteristics when communicating and where appropriate we make reasonable adjustments to our
approach in line with our Person-centred Service Delivery policy.
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When investigating a complaint, we will give customers a named contact who is responsible for keeping
them informed of progress, any problems encountered in completing investigations and will write to
them on the resolution of that individual complaint.

We will organise regular workshops for involved customers to scrutinise complaints to ensure
compliance with procedures and to provide recommendations for improvement.

We publish this policy on the Home Group website.
Standard 3: Confidentiality

We handle information in line with our Information Security Policy, Data Protection Policy, associated
resources and Data Protection legislation. Customer information is shared with third parties only where
this is required for the investigation or resolution of the complaint.

We ensure that our treatment of customers will not change because they have complained.

Standard 4: Timely and effective complaint handling

We systematically record and thoroughly and impartially investigate all complaints. We take complaints
seriously and try to establish what has happened and what the customer would like to see happen in
order to reach a satisfactory resolution. We respond fairly, politely, in a timely manner and in
accordance with legislation, regulation and appropriate Ombudsman Services. Timescales for responding
to complaints within scope of the Housing Ombudsman service and the Scottish Public Services
Ombudman are set out in the appendices of this policy (appendix 1 and 2 respectively).

Where we are not able to find a resolution to a complaint we inform customers how they can esclate
their complaint to the next stage in line with our complaints handling procedures.

Where we decline to escalate a complaint we will write to the customer explaining our reasons for this as
well as the customer’s right to approach the relevant Ombudsman or other external body if they remain
dissatisfied.

Home Group remains responsible for handling and resolving complaints about services delivered on our
behalf by housing partnerships, managing agents, contractors and other third parties. We will manage
these complaints in line with this policy and the Housing Ombudsman's Complaint Handling Code,
working with partner organisations where needed. Customers will not be required to pursue separate
complaints processes, and we will coordinate complaints involving multiple organisations to provide a
clear, fair and timely response. This will be reviewed where applicable.

Standard 5: Learning from Complaints, Compliments and Comments

We maintain records of all complaints and compliments we receive. We actively seek customer feedback
and use this information to learn, celebrate, measure, monitor and benchmark performance to identify
trends and re-occurring issues. We use this knowledge to improve our policies, procedures and quality
of our services.

We regularly report on our performance to customers and other stakeholders.
Standard 6: Signposting complaints to external bodies
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We support the right of customers to complain to external bodies after exhausting our complaints
handling process, if they remain dissatisfied. We signpost customers to external agencies or groups so
they are fully informed and supported with their options.

Standard 7: Putting things right

Where something has gone wrong, we must acknowledge this and set out the actions we have already
taken, or intend to take, to put things right.

Any remedy that is offered should reflect the extent of any and all service failures, and the level of
detriment caused to the complainant as a result.

This may include:
e apologising
e providing an explanation, assistance or reasons
e taking action if there has been a delay
e reconsidering or changing a decision
e updating a record
e changing policies, procedures or practices where required.

Completion of all agreed actions are recorded and subject to appropriate monitoring and reporting to
ensure accountability and timely delivery of service. We regularly review outcomes to ensure that any
remedies offered are fair, consistent and evidence-based, while remaining reasonable and proportionate
to the circumstances of each case. In determining remedies, we take account of individual customer
needs and vulnerabilities, including considerations aligned to the Priority Services Register (PSR)
principles, ensuring that customers are treated equitably and that outcomes are tailored where
appropriate to achieve a fair resolution.

There may be occasions where it is fitting for us to make a good will gesture or to award compensation.
Discretionary compensation payments by Home Group are not automatic, even when it is clear mistakes
have been made. Offers of compensation are approved in line with our guidance. Compensation is used
to offset against any rent, service charges or other housing related debt owed to us except in exceptional
circumstances, including those described in Housing Ombudsman guidance on remedies. Customers are
able to escalate their complaint to the appropriate external body, where they are dissatisfied, after
exhausting our complaints handling process, even if they have accepted a compensation payment.

Where a contractor fails on its duty and agrees that compensation is due, it is the responsibility of the
contractor to agree an appropriate level of compensation with the customer. We will support the
customer and liaise with the contractor to arrange this.

Injury or damage to personal belongings, property or homes are dealt with as insurance claims. We
reserve the right to re-direct insurance claims to third parties (contractors) as appropriate.

Standard 8: Value for money

The more efficiently we resolve complaints and the quicker appropriate responses are given, the better
for both Home Group and the customer.

Dealing with complaints effectively and to the customer’s satisfaction may have a positive impact on
customer retention.

Learning from complaints, compliments and comments not only helps shape and improve our working

practices, it helps us get it right first time, contributing to value for money.
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Key definitions

Word / phrase Definition
Child Friendly Complaints These principles underpin how to handle and investigate complaints from or involving
Handling Principles children, in a way that respects their rights under the United Nations Convention on the
Rights of the Child (the UNCRC). The principles are
e Foreveryone under 18
e Focused on Children’s Best Interests
e Trusting and Inclusive
e Centred on Children’s Voices
e Kind and Supportive
e Private and Confidential
e Knowing About Rights
Click here for more details
Complaint We use the definition of a complaint adopted by the relevant ombudsman in Scotland and
England.
In Scotland, a complaint is defined as ‘an expression of dissatisfaction by one or more
members of the public about Home Group’s action or lack of action, or about the standard of
service provided by or on behalf of Home Group.
In England, a complaint is defined as ‘an expression of dissatisfaction, however made, about
the standard of service, actions or lack of action by Home Group, its own staff, or those acting
on its behalf, affecting an individual resident or group of residents’.
Home Group colleagues can find further information and examples of what would / would
not be considered a complaint in line with relevant Ombudsman code of practice on the
policy pages of Share Point here
Compliment A compliment is a freely given expression of satisfaction. This could be satisfaction with
an individual, team or a particular service.
Comment A comment is an idea, suggestion or opinion on how we can improve our services.
Complainant A complainant is the person making the complaint.

Discretionary Compensation

Discretionary compensation is something we choose to grant rather than because of any
obligation to do so. Discretionary compensation is in the form of a monetary award.

Ombudsman An ‘Ombudsman’ is an impartial and independent organisation that can look at complaints
after exhausting Home Group’s complaints handling process, if complainants remain
unhappy with the outcome of their complaint.

Property ‘Property’ outlined in policy standard 7 means goods or possessions.

Protected Characteristics

The Characteristics of people as defined in the Equality Act - these are age, disability,
gender reassignment, marriage and civil partnership, pregnancy and maternity, race,
religion and belief, gender and sexual orientation.

Good will gestures

Good will gestures are used to maintain good relations with customers. They are not
monetary awards.

Service request

A request from a customer to Home Group requiring action to be taken to put something
right. Service requests are not complaints, but must be recorded, monitored and reviewed
regularly.

Unacceptable behaviour

Unacceptable behaviour is behaviour that is so demanding or persistent that it places
unreasonable demands on Home Group and impacts the level of service that can be offered
to others.
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Behaviour that is aggressive, abusive or harassing towards our colleagues will also be
considered unacceptable. Being assertive or determined will not be considered
unacceptable. This definition applies to all contact with customers and other parties, not
just in relation to complaint handling. Further detail can be found in our Person-centred
Service Delivery policy

Supporting documents

In order to comply with Home Group’s approach to complaints, compliments & comments, and
achieve the standards set out above, the relevant processes and policy compliance notes must be
followed in line with stated roles and responsibilities. Colleagues should refer to our internal index for
the full list of supporting documents.

Version history

Version Effective Amendment Version Description of Changes
Number Date made by (name | approved by
& job title) (name & job
title)
1.0 April 2013 Customer Director of Original approved version
Services Change | Customers
Management Service Centre
Team
2.0 June 2016 Policy business Director of Policy reviewed to incorporate compliments
partner Customer and comments as well as complaints. New
Experience discretionary compensation policy standard
added. First and final response added and
value for money standard included.
2.1 August 2017 | Policy business | Director of August 2017
partner) Service e Amended Policy Owner
Delivery e Removed reference to the ‘association
of retirement housing managers code
of practice’ due to membership
changes
e Removed reference to document
P184e which has been merged with
P184f
e Removed reference to ‘client’
2.2 February Compliance N/A Re-branded
2018 business partner
2.3 April 2019 Policy business Director of Amended review date and reason for
partner Service extension.
Delivery Amended policy owner, aligned to primary
(north) activity ownership model
3.0 May 2020 Policy business Director of Revisions to language and re naming of policy
partner Service principles completed
Delivery Reference to customer promise added.
(north) Included a commitment to providing a named
contact to deal with complaints
Added reference to complaints via social
media.
Added definition of first and final response
31 March 2021 | Policy Manager Director of Updated dates of last / next review following
Housing and desk top review and risk assessment
Support
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partner

3.2 April 2021 Policy Manager | Director of Removed definition of a complaint and added
Housing and links to relevant guidance for Scotland /
Support England
3.3 March 2022 | Policy Manager Director of Updated dates of last / next review following
Housing and desk top review and risk assessment
Support
3.4 March 2023 | Policy Manager Director of Updated dates of last / next review following
Housing and desk top review and risk assessment
Support Updated hyperlinks
4.0 May 2023 Policy Business Director of Amended wording in Standard 7:
Partner Housing and Discretionary Compensation to reflect the
Support customers right to escalate further even if
compensation has been accepted, as
instructed by the Housing Ombudsman.
4.1 June 2023 Policy Business Director of Removed references to ‘designated persons’
Partner Housing and in standard 6 and in definitions table, in line
Support with changes in the Ombudsman Complaint
Handling Code.
5.0 July 2023 Policy Business | Board Added wording in Section 2 - Policy Scope, to
Partner confirm complaints meeting our criteria will
be addressed under this policy, alongside any
other ongoing processes, such as ASB.
All references to first and final response
removed.
Appendices section - new Appendices 1 and
2 added to show timescales for complaints in
England and Scotland respectively.
5.1 April 2024 Policy Business | Executive Updated dates of last / next review following
Partner director of desk top review and risk assessment
repairs and
maintenance
5.2 October Policy Manager n/a Minor amendment to clarify timescales in
2024 appendix 1 in line with housing ombudsman
complaint handling code
Changed review date to 31/3/25
5.3 April 2025 Policy Business | n/a Added New Homes Ombudsman and Building
Partner Safety Regulator to scope of policy
Added cross reference to Person-centred
Service Delivery policy and updated title of
Data Protection policy (previously
Information Governance)
Updated definition of ‘unacceptable
behaviour’
Added cross-reference to HOS guidance on
remedies in standard 7 Discretionary
compensation
Added the Energy Ombudsman to the list of
Ombudsmen services we conform to in
section 2
Updated the link to policy site under
‘Complaint’ definition in section 4.
5.4 June 2025 Policy Business | n/a Updated appendices to clarify how we adhere

to time frames stipulated by relevant
ombudsmen, and corrected information on
extension to response times for England.
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5.5. January Policy Manager | Executive Added
2026 Director of e Further detail on publication and
Customer and distribution of this policy
Communities e Definition of service request
e Cross reference with HOS complaints
handling code and Person-centred
Service Delivery policy
e Commitment to Child Friendly
Complaints Handling principles, in
line with UNCRC
Updated title of Equity, Diversity, Inclusion
and Belonging policy
5.6 13 July 2026 | Policy Business | Director of Amended wording in Standard 7 to change
Partner Customer title and align to OFGEM requirements.
Experience
5.7 25.09.26 Policy Business | Director of Minor amendment to add information on
Partner Customer third-party agents and housing partnerships
Experience in section 4.
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7.0 Appendices

Appendix 1: Timescales for responses to complaints in England:

E The timescales below are specifically relevant to complaints within England. They have been
established and outlined by the Housing Ombudsman Service (HOS).

These timescales apply to complaints within the scope of the Housing Ombudsman service.
Different timescales might apply for complaints that are out of the scope. For more
information, please see the HOS complaint handling code here.

Stage Maximum timescale

Stage one - Logging and acknowledgement of 5 working days from receipt of complaint

complaint

Stage one response 10 working days from the complaint being
acknowledged

Acknowledgement of escalation to stage two 5 working days from request to escalate the
complaint

Stage two response 20 working days from the complaint being
acknowledged at stage 2

We measure and monitor time frames for handling complaints at each stage in line with guidance issued by the
Housing Ombudsman Service.

In exceptional cases, timescales for response might be extended to enable us to fully investigate and respond
to the complaint. In such cases we will provide the complainant a written explanation of the reason for
extension, containing a clear timescale for when they can expect to receive a response. A stage one response
can be extended by up to 10 working days, a stage two response by up to working 20 days. If an extension
beyond these number of days is required to enable us to respond to the complaint fully, this should be agreed
with the complainant.
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Appendix 2: Timescale for responses to complaints in Scotland:

The timescales below are specifically relevant to complaints within Scotland. They have been
m established and outlined by the Scottish Public Services Ombudsman.

These timescales apply to complaints within the scope of the Scottish Public Services
Ombudsman. Different timescales might apply for complaints that are out of the scope. For
more information, please see the SPSO model complaints handling procedures here.

Stage Maximum timescale
Stage one - Frontline response if possible 5 working days from receipt of complaint
Acknowledgement of escalation to stage two 3 working days from receipt of complaint

(Customer or representative should request
this within 6 months from learning of the
problem or within 2 months of receiving stage
1 response (whichever is latest)

Stage two response 20 working days from request to escalate

We measure and monitor time frames for handling complaints at each stage in line with guidance issued by the
Scottish Public Services Ombudsman.

In exceptional cases, timescales for response at stage one and / or stage two might be extended to enable
us to fully investigate and respond to the complaint. Stage one complaints may be extended a further 5
working days but will be automatically escalated to stage two if not closed within 10 days total. If Stage
two complaints need be extended, we will update the complainant, and any staff involved at least once
every 20 days. In such cases we will provide a written explanation to the complainant containing a clear
timescale for when they can expect to receive a response.
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