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Compliments and Complaints

This leaflet explains the Service Standard
that you can expect from us when making
a complaint for when things haven't gone
well, or when complimenting us when
things have gone right

The Accord Group comprises 7
organisations which work together:
Accord, Ashram, Caldmore and Moseley
& District housing associations, bchs,
Fry Housing Trust and Redditch
Co-operative Homes. This leaflet applies
to all of these organisations.




The way we work

We aim to Put People First, which means responding to any
concerns and complaints you might have about our services.

We aim to deliver Excellence Through Innovation and will use
new ways such as Information Technology to analyse complaints
and learn from them. We want to Make a Difference and do
things right. If things go wrong we want to listen to you and put
things right. We are Committed to Communities and making
sure we deal with your compliments and complaints properly
and promptly.

We welcome your views and feedback.

You can contact us by phone, fax, email or letter on:
Tel: 0300 111 7000 Fax: 0121 358 9011

Email: customerfirst@accordgroup.org.uk

Customer First, Accord Group, 178 Birmingham Road,

West Bromwich, B70 6QG

You can also contact the individual associations within the Accord Group directly
and through our websites at www.accordgroup.org.uk. Individual offices
addresses and opening hours are on the inside back cover of this leaflet.




Our Commitment to You

We encourage feedback, both good
and not so good, on the services we
provide. It is important that we hear
about when you are happy with the
service you get. Your compliments
help us to continue to get things
right first time'.

If we have made a mistake, or if
you have received a poor service,
we want to know. Your opinion is
valuable to us because it will help
us to learn how we can improve.

Our complaints process covers
services that you have already
received or have asked for but did
not get. It does not apply if you are
contacting us about a problem for
the first time, for example, when
reporting a repair or a new incident
of anti-social behaviour. In those
circumstances you should contact
Customer First or your local office
or scheme for help and advice.

How do I report a
Compliment or Complaint?
You can contact us by telephone,
in writing, by email or by calling at
one of our offices. You can use the
form in this leaflet to report your
compliment or complaint by post.

If you are not able to do this we can
make an appointment to come and
see you at your home.

If you live in one of our

Care & Support schemes,
you can contact any member
of staff at the scheme.

If you are unhappy with the service
you have received, you should make
a complaint within three months

of the incident you are

complaining about.

How we will deal with your
Compliment or Complaint:
We will acknowledge your
compliment, complaint or
expression of dissatisfaction within
2 full working days of receiving it.
Complaints will be investigated and
we will reply to you within

the timescales set out below.



How we will handle

your Complaint:

When you contact us we will
record your complaint and decide
with you if it is an expression
of dissatisfaction or a formal
complaint.

Expressions of dissatisfaction are
where you want to tell us about a
problem but you don't want to use
the formal complaint process.

We will refer your expression

of dissatisfaction to the most
appropriate person and they will aim
to resolve it within 10 working days.

If we think that we will need more
than 10 working days to sort your
complaint, we will tell you this at
the outset and agree with you a
timescale you are happy with.

In discussion with you, our customers,
we developed a 3-stage process to
deal with formal complaints which
cannot be resolved immediately.

Stage 1:

We will contact you within two full
working days to acknowledge that
your complaint is at Stage 1.

The person handling your complaint
will ask you to tell them about the
details of the matter and ask what
you would like us to do to resolve it.

We will arrange to visit you if you
this helps us to understand your
complaint better.

We will normally respond with our
full response within 10 full working
days working days of the date we
acknowledged your complaint. In
case you are not happy with the
reply you receive, we will give you
the name and contact details of the
person you should respond to asking
that your complaint be handled
under Stage 2.

Stage 2:

Once you have notified us of your
intention to progress your complaint
to the Stage 2, we will acknowledge
this within two full working days of
your complaint. We will for details of

(continued overleaf)



why you feel that the response
provided in the previous stage was
not satisfactory and arrange to
visit you.

A senior manager will normally
investigate Stage 2 complaints.

Stage 3:

If you are unhappy with the
response at Stage 2, you can then
request to escalate your complaint
to our final stage — Stage 3.

We will acknowledge your request
to progress to Stage 3.Your
complaint will be reviewed by a
panel of members who sit on our
Board or Committees. This will

often include tenant members. The
panel will review why our previous
responses have been unsatisfactory
and you will be given the opportunity
to discuss your views with them at a
meeting. We will give you 15 working
days notice of the panel meeting.

The panel will make a decision

five working days after the panel
meeting. We aim, wherever possible,
to resolve all complaints within a
maximum of 8 weeks.

If you are still not happy with the
conclusion of your complaint you
may be able to take the matter
to the Independent Housing
Ombudsman Service.

Independent Housing
Ombudsman Service

81 Aldwych, London WC2B 4HN
www.ihos.org.uk

What about complaints
about Care Schemes?

If you are unhappy with the
conclusion of a complaint about
a Care or Support Scheme, you
can take the matter to the Care
Quality Commission or Supporting
People Team at your local council
depending on how your service

is regulated. You can also refer a
complaint to the Care Quality
Commission or the Supporting
People Team at any time.

Care Quality Commission
National Correspondence
Citygate, Gallowgate
Newcastle upon Tyne
NE1 4PA
enquiries@cqc.org.uk



Compliments

We aim to deliver excellent services
to all of our Customers and are
pleased when our customers tell us
they are happy with our services.
Please give us your compliment as
soon as possible so that we can give
prompt feedback to the person or
team you are pleased with.

SERVICE STANDARDS:

® We will advertise our complaints
service widely and make it easy
for you to make a compliment or
complaint

® You can do it verbally in person
at one of our offices or during
a home visit; by telephone, in
writing; or by email

e |f you make a complaint we will
acknowledge it within 2 working
days and we will tell you who
will deal with your complaint
and by when

® We will ask you how you would
like us to resolve your complaint
and we will tell you how we
will do this

® We will respond to complaints
within designated timescales
within each stage as set out above

® We will monitor customer
satisfaction levels in dealing with
complaints and aspire to reach a
performance of 95% satisfaction
with a minimum standard of 85%

® We will treat you and your
complaint fairly and monitor the
impact we have on improving
services as a result of compliments
and complaints

Monitoring how we

are doing

® We will publish details of any
improvements made to our
services as a result of your
complaint in the “You said, We
did” section of our newsletters
and websites. We will not print
any sensitive or confidential
information that could reveal
your identity

® We will undertake an annual
review of compliments complaints
and include details of this in our
Residents’ Annual Report






ACCORD GROUP
Compliment and Complaint Form
| wish to (tick as appropriate):

|:| Give a compliment
|:| Express my dissatisfaction
|:| Make a formal complaint

Details of compliment, complaint or expression of dissatisfaction.
(Please include any important details dates, times, locations, names of staff
or contractors/witnesses etc and also provide any evidence you have such
as photographs)

(continue on a separate sheet if necessary)

What would you like us to do as a result of your
compliment/complaint or expression of dissatisfaction?

(continue on a separate sheet if necessary)
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ACCORD GROUP
Compliment and Complaint Form

oooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooooo

Your name

Your address

Your telephone number

You can post this to us at Customer First, Accord Group,
178 Birmingham Road, West Bromwich B70 6QGC.

Thank you for your time.

CARE SCHEME COMPLAINTS:

If you live in one of our Care & Support
schemes, contact any member of staff at that
scheme, or hand in this form.

You can also send this form to Care & Support,
178 Birmingham Road, West Bromwich, B70 6QG.




CONTACT DETAILS

Accord Group Central Services
178 Birmingham Road,

West Bromwich, B70 6QG

T:0300 111 7000

E: customerfirst@accordgroup.org.uk
Open: 9am — 5pm Monday to Friday

Accord Housing Association

37 King Street, Darlaston

Walsall, WS10 8DE

T: 0300 111 7001

E: customerfirst@accordgroup.org.uk
Open: 9am — 5pm Monday to Friday
Closed: 12.30pm — 1.30pm

on Wednesdays

Ashram Housing Association
Fairgate House, 205 Kings Road
Tyseley, Birmingham, B11 2AA

T: 0300 111 7000

E: customerfirst@accordgroup.org.uk
Open: 9am — 5pm Monday to Friday

Ashram Coventry Office

4 Longford Road, Coventry, CV6 7AW
T: 0300 111 7000 and 02476 667 314
E: customerfirst@accordgroup.org.uk
Open: 9.30am — 4.30pm Tuesday

and Wednesday

GROUP WEBSITES:
www.accordgroup.org.uk

Emergency Out of Hours calls
about Anti-social Behaviour
and Repairs can be made on
0300 111 7000

bchs

Fairgate House, 205 Kings Road
Tyseley, Birmingham, B11 2AA

T: 0300 111 7000 and

0121 764 3808

E: customerfirst@accordgroup.org.uk
Open: 9am — 5pm Monday to Friday

Caldmore Area Housing Association
18 Caldmore Green, Caldmore
Walsall, WS1 3RL

T: 01922 614505

E: Info@caldmorehousing.co.uk
Open: 9am — 5pm Monday to Friday

Fry Housing Trust

43 Rowley Village, Rowley Regis
West Midlands, B65 9AS

T: 0121 559 6406

E: admin@fryha.org.uk

Open: 9am — 4.30pm

Monday to Friday

Moseley & District Housing
Association

106 Alcester Road, Moseley
Birmingham, B13 8EF

T: 0121 442 5000

Textphone: 07900 912728

E: frontdesk@moseleyha.org.uk
Open: 9am — 4pm Monday,
Wednesday and Friday and 9am —
1pm Tuesday and Thursday

Redditch Co-op Homes
Britten House, Britten Street
Redditch, B97 6HD

T: 01527 591 170

E: hazel@rch.coop

Open: 10am — 4.30pm
Monday to Friday




Do you need this document in another language or format? Tick the box next to the
language you need and send it to the address below. This leaflet is also available in Large print,
Braille, Audio and EasyRead formats. This leaflet is about Compliments and Complaints.
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