Complaints Handling Procedure

Operations Manager

Asset Manager
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Formal Complaint
Received

Input complaint
onto Incidents,
Accident & Risk
Spreadsheet

Is there a
complaince
failure, financial
risk or potential
for complaint to
be taken
elsewhere
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Put Director on

notice & pass to

relevant AM for
review

Pass complaint to
relevant AM for
review

After 3 days

Check complaint has
been acknowledged

Check a full

response has been
sent to complainant
& review the
response for any
potential training
needs or process
reviews that may be
required

Complaint Closed
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Formal Complaint

forwarded from Ops

Acknowledge

receipt to
complainant

Assess submission
with GM/PFM and
compile response

Send response &
update complaints

report

Update incident
Report and inform
OM of the outcome
Is the complainant
satisfied with the

response Update incident

report and provide

complainant with

contact details of
Director of
Operations

Notification of
complaint received

from Obudsman
received from Ops

Update Incidents
report

Compile evidence &
pass to Director for
review

2" stage complaint
received

Acknowledge
receipt & update

Incident report

Assess submission
and compile
response

Respond with final
viewpoint and

update incident
report

Update complaints

report and inform
OM of outcome

Yes

Is the complainant
satisfied with the Advise the
response? complainant to
contact The
Property
Ombudsman within
12 months

Update the Incident
report

Copy of complaint
form & supporting
documents received
from TPO

Within 7 days

Evidence received
from AM to review

Submission &
company file sent to
TPO. Update
complaints report

Final decision
received from TPO

as an award been
made by the
Obudsman?

Update Incident
Report

Pass to Finance
Director. Review
processes & update
where necessary.
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