

		 
1.0 Introduction

Customer service is a key part of One Manchester’s business and the aim is to provide excellent quality services for customers at all times.  

However, One Manchester understands that, on occasions, customers may not be satisfied with the level of service they have received and acknowledges that complaints will sometimes be made.  The key is to see any complaint as a source of feedback and to use any complaint as a way of understanding what residents really want and feel about the services provided and how to use this information to improve those services.

2.0 Purpose

To provide a fair and equitable framework within which anyone who has experienced dissatisfaction with One Manchester’s services can raise their concerns.  Outcomes of complaints will be monitored to improve services and where possible to prevent a recurrence of the factors that gave rise to the complaint.  

3.0 Scope
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The policy applies to all groups of staff and anyone using One Manchester’s services or their representative.  A complaint is an expression of dissatisfaction by a customer or their representative about action or lack of action, or about the standard of a service received.  It also includes a complaint about performance against the regulatory standards.  This applies whether the action was taken by the Group itself or a person acting on behalf of the Group.    

Matters that are not considered as complaints under this policy are:

· an initial request for service, information or an explanation of how a decision has been made
· anti-social behaviour unless the complaint refers to our failure to deal with the matter appropriately
· dissatisfaction with the fairness of our policies where our policies have been correctly applied
· disputes against the amount of rent or service charge being charged
· a claim for damages or personal injury which will be dealt with as an insurance claim
· matters which have been or are expected to be the subject of legal proceedings
· matters relating solely to services or decisions outside of our control
· attempts to reopen or reconsider complaints where we have provided our final decision

	We will not usually consider complaints that relate to matters that happened more than six months ago, 	however discretion can be applied where there is a valid reason for the delay.

	Complaints made directly to the Executive Team, including the Chief Executive Officer, will be passed to the 	most appropriate member of staff and dealt with in accordance with this policy.

4.0	The Policy
	 
We will fully investigate all complaints made about our services and staff.  As we want our complaints process to be easy and accessible, complaints can be made in any way (digitally/email/text/telephone/in person/in writing and through a representative or advocate where consent has been provided).
. 
One Manchester’s complaints policy is based on the following principles:

· 	complaints will be dealt with promptly, courteously, systematically and fairly
· 	a positive approach will be taken to receiving complaints
· 	we will learn from mistakes or services failures to improve services
· 	complaints will be dealt with in confidence
· 	complaints will be acknowledged, recorded and monitored
· 	complainants will be kept informed of progress at each stage
· 	complainants will be informed of their rights to redress at each stage
· 	an apology will be always be given for any service failures
· 	all staff handling complaints will receive appropriate training

5.0       Process

We aim to resolve customer complaints promptly and will endeavour to resolve them at an informal stage wherever possible.  This is generally where a customer believes they have not received a good level of service or something remains outstanding that they want resolving without the need to enter the formal complaints process.  The most appropriate person will try to resolve the problem to the customer’s satisfaction and within two working days of the complaint being received.

	If we are unable to resolve a complaint at the informal stage, or if the customer has specifically asked for a 	formal investigation of their complaint, this will be handled through our two-stage formal process.  A formal 	complaint will be acknowledged within two working 	days.

A Stage 1 complaint will be investigated by a manager responsible for the service being complained about, and the final response approved by a Head of Service within 10 working days. A holding letter will be sent with an explanation if that timescale cannot be achieved.

If a customer believes that One Manchester has failed to fully address their complaint, failed to follow this policy or the outcome is incorrect they may request a Stage 2 review.  This review request must clearly outline the reasons why the complaint hasn’t been fully considered etc. and include any supporting evidence.  A Stage 2 review request must be received within one month of the Stage 1 response otherwise the case will be closed.  

At this second stage the complainant will be offered a face to face meeting or a written appeal.  The role of the panel is to review the complaint and Stage 1 response, reconsider the decision made and determine whether One Manchester followed this policy and procedures when handling the complaint.  The appeal panel will be made up of a Board member, a Scrutiny Panel member and a Director from an unrelated service area wherever possible.  The timescale for a Stage 2 written response is 20 working days from the date of the panel meeting.  This is the final stage of One Manchester’s complaints process. 

A customer satisfaction survey will be issued upon closure of a complaint at either stage.

6.0	Independent Review (Stage 3)

As a consequence of the Localism Act 2011, Registered Providers are required to have in place an independent review process outside of its Governance structures. Following completion of the two internal stages, complainants can if they wish opt to have their complaint reviewed, within 20 working days, by a Designated Person such as an MP or Councillor.
	
7.0 	Independent Housing Ombudsman

If the customer is still unhappy with the outcome of the complaint and has exhausted the complaints process and the Independent Review process, they have the right to have their complaint investigated by the Housing Ombudsman.  If the complainant wishes to pursue this option the case can be referred via the Designated Person following the Stage 3 response. 

8.0	One Money Team - Financial Conduct Authority/Financial Ombudsman Service

	Our One Money Team is regulated by the Financial Conduct Authority (FCA) which has different rules for dispute resolution and is covered by the Financial Ombudsman Service (FOS).  Details of the FCA rules are included in Appendix A – the ‘FOS quick guide to helping you resolve complaint’.




9.0	Compensation

If a customer has incurred any additional expense as a result of inaction or a service failure by One Manchester an offer of compensation may be made based on the loss and in line with the Compensation Policy. Evidence of losses will be required in support of this.  We recognise that in some instances it may be appropriate to offer a discretionary compensation payment for upset or inconvenience when things go wrong.  Any discretionary compensation award will be offset against any rent arrears or other debt owing to One Manchester. 

10.0	Method and approach

One Manchester values our customers’ views on the way we deliver our services and is committed to using these views to improve our services.  In resolving complaints we will work with the customer to achieve a positive outcome wherever possible at stage 1 of the process.

One Manchester reserves the right to exclude individuals from the complaints process where individuals abuse the process, such instances of abuse would include but not limited to; submitting excessive complaints that we believe have previously been responded to, unreasonable basis of a complaint that is deemed to be vexatious or malicious. In such instances the Unacceptable Actions and Behaviour Policy will be implemented. 

11.0	Equality 

	One Manchester will ensure that this policy is applied fairly to all our customers.  We will not directly or indirectly discriminate against any person or group of people because of their race, religion, gender, marital status, sexual orientation, disability or other grounds set out in our Equality, Diversity and Inclusion Policy.

	An Equality Impact Assessment has been carried out on this policy.

12.0	Responsibility
	
The Board and Chief Executive are responsible for ensuring that this policy complies with legislative requirements.

Managers and other staff involved in complaint resolution are responsible for implementing this policy.

13.0	Monitoring, review and evaluation

Operations Committee will monitor performance relating to complaints and quarterly updates will be provided to Scrutiny Panel.  

The policy will be reconsidered against any legislative changes annually and reviewed every three years.

14.0	Legislation					15.0	Associated Policies
 	Equality Act 2010						Unacceptable Actions and Behaviour Policy
	Landlord and Tenant Act 1985				Compensation Policy
	General Data Protection Regulations 2016			Anti-Social Behaviour and Hate Crime Policy
	Tenant Involvement and Empowerment Standard		Equality, Diversity and Inclusion Policy
								Speak Out Policy
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‘ Ombudsman
Service

a quick guide to

helping you resolve complaints

This quick guide is for businesses covered by the Financial Ombudsman
Service that don’t usually have much contact with us. It outlines our role and
What you need to do when you receive a complaint from a customer. It also
explains the support we offer to help you sort out complaints.

what exactly is the
ombudsman service?

The Financisl Ombudsman Service was set
up by Par
‘expert in sttling complaints between

consumers and businesses providing financial

ment in 2001 sz the independant

services. We're not s regulstor
o an industry trads body. Nor are we &
consumer champion or a government body. Our
job s o settle individus! disputes without
taking sides.

Our powers are set out in part XV1 and schedule
17 of the Finsncial Services and Marksts Act
2000 (a5 amended).

what does it mean for my business
to be “covered by the ombudsman
service”?

I simpls terms it means that you must have in
place - and operate - complaints-

handiing procedures that comply with the
complaints-handling rules. And consumers who.
have s complaint sbout your businsss will
generally be able torefer tto the ombudsman

In general, we willonly getinvolved in looking.
ata consumer's complaint against your
business ifyou have already had the
‘opportunity to deal with f yourself -

and the consumer remsins unhspgy with your

response.

what are the complaints-handling
rules that my business has to
follow?

The rules that st out in detsil how businssses
Should handle complaints

are published in the Dispute Resolution (“DISP")
sscton of the Financial Conduct Autharity (FCA)
Handbook (available online at

‘. handbook.fca.org.uk /handbosk/DISF).

These rules apply toall businesses that are
regulated by the FCA. The rules reflect whatis
widely considered to be good practice.

The rules require sach business to have in place.
~ and to operate - an sfctive and clear
complaints-handling procedure. You must use
this procedurs to desl with any complaint from
anyone who s sligible to refer their complaintto
the ombudsman service. The rules slso set out
how the Financis| Ombudzman Service handles.
the complaints thatare referred to it

a consumer has made a complaint
about my business - what happens
now?

Under the rules, you're required totry to resolve
any complaints atthe earliest opportunity.

For most complaints sbout payment services,
‘you have 15 days in which to do ths - or 35
days in exceptional circumstances. For any other
complints, you have up to eight weeks in which
t0 resolve a complaint. See DISP 1.6 for more
information.
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The time you have to resolve a complaint stats
From the date the complaint s received.
anywhere n your business. A consumer (or
someone acting on ther behal) s entited to
inform you oftheir complaint in a number of
ways ~ for example, by email, shone orin

person - as well s by ltter. So you must make
sure sl relevant staff can recognise & complaint
‘and know how the complaints procedure works.

The ombudzman service won't generally
consider a complaint against your business.
until yourv frst had the apportuniy to desl
with it yourself. But we can look into any.
complaintthat you have not been able to settle
tothe consumers satisfaction - orthat you
have faled to zetle within the required time
lmits.

However, we can laok into complaints before
the timeis up - or even before the consumer
has complained to your business - as long as¢

+ the consumerwants us to desl with the
complaint; and

+ yourbusinsss consents tous looking st
the complaint; and

+ we've told the consumer that your

business must desl vith the complaint
withinthe required amount of time and
might resolve it more quickly than the
ombudsman.

When handiing complaints, your business.
should:

+ sendthe consumera prompt writtan
acknowledgement (f you have not been
able to resolve the complaint by the end
of the third working day after the
complaint was received);

* ensure you keep the consumer
reasonably informed about the
brogress of their complsint; and

* send the consumer a final response™
withinthe required amount oftime from
when your business received the.
‘complaint (fyou haven't aready
resolved the complaint within three
working days).

what is a “summary resolution
communication”?

1Fyour business has been able to resolve the
consumer's complaint by the end ofthe third
working day after receiving a complaint, you
won't have to issue s finsl responze lstter—
but you willnsed to issue a summary
resalution communicstion. This i  writen
communicstion in which you must:

referto the consumer having made a
complaint;

 saythatyou think the complaint has.
now been resolveds

© tellthe consumer that they can refer

theircomplaint to the ombudsman if
they then decide they're not satisfied
with the outcome;

* indicate whather or not your business.
consents to waive the relevant time
limits (you'll need to do this using the
prescribed wording in DISP 1 Annex 38)

+ provide the ombudsman's website
address;

* explain howmore information s
suailabls on our webite.

Butyou don't have to explain whether your
business accepts or rejects the comlaint, or
include 2 copy of ur standard leaflt (see
“how do 1 get copies of the ombudsman's
consumer lesflet2” below).

what is a “final response”?

This is your full esponse — in writng — to the.
consumer's complaint. If a consumer remains.
dissatisfied and brings their complaint o us, we.
usually use your final response as our stating.
point when we look at the case.

Bear in mind that many complaints arise out of
simple misunderstandings that have escalted.
50 sensitive reply that shows you are
concemed to have an upset customer can often
help calm things down - even when the answer
o,
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Your final response should:

© summarise the complain, setting out
the resuits of your investigation and
your final view on the ssue the
consumer has raised;

© beopeninacknowledging any
mistakes that may have happened;
© e details ofany offer you have made.

0 setle the complaint, with = clear
explanation of how you arrived atthat
offer;

© tellthe conzumer they have the right
torefer the complaintto the
‘ombudsman servics withinsix months
of your insl respanses;

© indicate whether you would consent o
s looking into the complaint fitis
referred o us outside the time imits;
£ive s link o our website; and
includs our contact details and a cony
of our leaflet your complaintand the
ombudeman.

you're corresponding via emailyou dor't
nesd o sttach the leaflst - but you will nsed
to linkto whers it can be found on our site (.
hito:/ e financial-
‘ombudsman.org.uk/publications/consumer-
leaflet.htm). You should still remind the
consumer that you can post them a hard
copy an raquest.

how do I get copies of the
ombudsman’s consumer leaflet?

Under the rules you must send out our
consumer leafet, your complaint and the
ombudsman:

© whenyou send your final response to
the comlaint; or
©  ifyourunoutoftimeandarenotina

position to send your inal response.

You can order supplies ofthe leafletonline at
b s financiakombudemn.org uk or
you can download an order form from the
publications page of our website and send it to
us with your payment.

You must not send consumers shotocosiss of
our consumer lesflet or hard-copy print-outs of
itfrom our website.

are there any time limits for
consumers to refer a complaint to
the ombudsman?

The complaints-handling rules settime
limits for consumers to bring a complaint to the
ombudsman. Aftr these time imits have
xpired, we will need the business’s consent to
Iooking into a complaint.

Generally, these time limits are:

* sixmonths from your business sending.
the consumera final responze o
summary resolution commurication
(which must mention the six-month time
lmit; and.

® sixyears from the event the consumer s
complaining about (or— i later —three.
years from when they knew, or could
reazonably have known, they had cause
to complain).

Inyour final responss ltter (or summary
resolution communication) you need to referto
these time limits and say whether you will(or
won't) consentto the ombudsman looking st the
complaintfthe consumer i late. And fyou
agres to waive the time limits,you can't
withdraw your consent later on.

how can | get more information
about the ombudsman?

Our website, wuw.financial-ombudsman.org.uk,

contains a wide range ofinformation, ncluding

online versions ofall our publications, togther
with factsheets, technical notes and answers to
many frequently-asked questions.

We also publish a regular newsletter,
‘ombudsman news with aticles on our
approach to different types of complaints ~ a5
el as commentary and case studies.

IFyouve trying to track down how we may have,
handled a similar type of case inthe past the
search faclity on our website will help you to
ook through previous issues.
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Al our ombudsmen's decisions are published
st unw.ombusdman-decisions.org.uk.

is there someone I can talk to
about the ombudsman’s general
approach?

Our technical advice daskis  fes service
for busineszes. You can contact the sdvice desk.
for generl information on any complaints-
handiing matters — including informal sdvice.
‘on what the ombudsman's approach s likely to
be on specificissues.

Drawing on our many years of experience
settling financial disputes, we can help.
businesses resolve complaints more sfectively

themseives atan early stage - often avoiding
the need for complaints to be referred formally
to the ombudsman service.

The advice desk s open from 9am to Spm on
Monday to riday ~ phone 020 7964 1400 or
email technical avice@financal-
ombudsman.org k.

We also organise and speak st a wide range of
industry events — including our own roadshows.
across the country for smaller businesses.

For more information, you can viit our website
(s finncis-ombudsman org.uk/
news/events-industry htm) o callthe technical
advice dak.

“This quick guide gives general information only and is correct at the time itwas published.
Itis not a definitive statement of the law, our approach or our procedure.

© Fnancial Ombudsman Senvice 14, Januay 2018 rf Q68  E23328)
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