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 Complaints, Compliments and Comments policy statement 

 Policy scope 
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 Standards 

Standard 1:  Taking a positive approach 

Standard 2:  Communication and Customer Involvement 



 

Standard 3:  Confidentiality 

Standard 4: Timely and effective complaint handling 

Standard 5: Learning from Complaints, Compliments and Comments 

Standard 6: Signposting complaints to external bodies 

Standard 7: Discretionary Compensation 



 

Standard 8: Value for money 

 Key definitions 

https://homegroupltd.sharepoint.com/sites/PolicyandProcedure/SitePages/Complaints,-Compliments-and-Comments-Policy.aspx
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7.0 Appendices 
 

Appendix 1: Timescales for responses to complaints in England: 

 

 

 
  

https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/


 

Appendix 2: Timescale for responses to complaints in Scotland: 

 

 

 
 

 

 

https://www.spso.org.uk/the-model-complaints-handling-procedures

