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Getting It Right

Freephone Basingstoke 0800 988 4858
Freephone Winchester 0800 970 5299
Freephone Thatcham 0800 970 5299



Here to help you

We are committed to delivering
the best possible service at all
times and you play a big part in
helping us to get it right.

Every resident can help make
sure we provide housing
services in the right way by
letting us know when you are
happy with the service we
provide. However, sometimes
things go wrong.

When they do we really
appreciate the feedback you
give us as this gives us the
opportunity to try and put things
right and look at whether

we need to change the way

we deliver services.

We have systems in place to
log, acknowledge, process and
respond to complaints, which
will enable managers to take

a close look at what we do,
and demonstrate that when
complaints identify service
failures we take action so the
problems do not re-occur.

If our customer service is
poor we may give you a small
complementary gift.

We have put together this
leaflet to help you with your
complaints, compliments,
comments and suggestions. It
tells you how to go about it and
what to expect in return.

What is a complaint?

Complaints usually fall into
one of the following areas:

¢ You want to question what
we do or the way we do it.

¢ You consider we have not
done something that we
should have.

e Your needs are not being
met due to the lack of a
particular service.

You are not satisfied with
the quality of service you
have received.

¢ You are unhappy with the
way you have been treated.

First time requests for a service
or a simple report, such as a
repair, are not considered to be
complaints but provide us with
valuable information. If we fail
to respond to that information, a
complaint may well be justified.



If you have a problem that we
are not dealing with, please let
us know.

We may not know we are
getting something wrong unless
you tell us.

The complaints
process

We will aim to resolve any
problems or complaints as they
arise and learn from them as
an organisation. Therefore the
initial stage is for you to resolve
it with front line staff.

Stage 1

If you have not been able to
resolve your complaint with

our front line staff informally,
you are encouraged to make a
formal complaint to us in writing
stating the reasons for your
complaint and what you would
like us to do about it.

We will aim to sort out
complaints effectively and
within the target times
highlighted:

e We will acknowledge all
formal complaints in writing
within 1 working day,
explaining what is happening
and who is dealing with your
complaint.

e We will provide you with a
detailed response within 10
working days letting you
know the outcome.

If is going to take longer we will
let you know when we will be
able to respond.

Stage 2

If you are still unhappy with

our response after we have
investigated your complaint you
can take the complaint a stage
further.

You can do this by writing to;
Assistant Managing Director

Kingfisher Housing
Association

Saxon Court,

Sarum Hill
Basingstoke,
Hampshire RG21 8SR

A Senior Manager will take a
fresh look at your complaint.
We will write to you about
the reinvestigation with any
decision within 10 working
days.



Stage 3

If you are still unhappy after
the reinvestigation you should
contact us stating the reasons
why you remain unhappy and
what you would like us to do
about it. Your complaint will
then be considered by our
Complaints Panel.

The Complaints Panel only
review complaints they
cannot change policy, but
they may wish to make a
recommendation.

Our aim is that your complaint

will be heard within 20 working

days and you will have the
opportunity, if you wish, to
present your case in person.

Further action

If you are still dissatisfied once
the complaints procedure is
exhausted, you may take your
complaint to the:

Housing Ombudsman Service
81 Aldwych

London

WC2B 4HN

Tel: 0845 712 5973

Web: www.housing-
ombudsman.org.uk

The Panel will aim to advise you
of the outcome of their decision
within 10 working days.

There is no appeal the decision
of the Complaints Panel is final.



expect from us

know:

Getting it right

The standards you can °

We involve residents in o
everything we do. This leaflet
explains how you can let us

When things go well

¢ When things go wrong

Or when you just want
to make a comment or
suggestion about the

services we provide.

How to contact us
There are a number of ways you can contact us.

CALLING INTO OUR OFFICES

BASINGSTOKE WINCHESTER THATCHAM

Saxon Court Pennyfarthing House

Sarum Hill 3 Chesil Street 6 Clerewater Place

Basingstoke Winchester Thatcham

Hampshire Hampshire Berkshire

RG21 8SR S0O23 OHU RG19 3RF
FREEPHONE

0800 988 4858 0800 970 5299 0800 970 5299
FAX NUMBER

01256 357375 01962 833319 01635 293551

WEBSITE

www.kha.org.uk

www.hvhs.org.uk

www.hvhs.org.uk

Monday — Thursday
8.30am - 5.00pm
Friday 8.30am —4.00pm

OPENING HOURS

Monday — Thursday
8.30am - 5.00pm
Friday 8.30am —4.00pm

Monday — Friday
8.30am —4.00pm




If you require this leaflet in large print, CD, tape, Braille or a
different language please call us on our Freephone numbers

Tiirkge { Turkish)

Efer bu brosire gents baski, CD, kasel, Braille allabesi (ginme engelliler igin kabartma
baskl) halinde ya da farkh bir dikle gerek duyarsaniz Kitfen kapakta gosterilen Gorelsiz
telefon numaralanndan birinden bizl arayn,

Polsk { Palish)
Q Jebli potroebupesz bej broszuny wydnuioswane] dua czcionka, nagrane] na phycie CO0 lub takmee,

rapesane] alabebern Braile'a (ub w nmom jezyku, Fadeworh do nas na peden 2 bezpalmech numendw
podamych na okiadon
w3l- Urdu
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