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This document is available in other languages,
larger text, Braille and on audio cd or cassette.

We aim to provide a high quality service in all aspects of
our work. Occasionally though, we can get things wrong.

It is important that when there are lapses in our service we
identify why problems have occurred and act to learn from
mistakes. By making a complaint or claiming compensation
you can help us put things right, identify problems and
improve what we do.

Complaints and appeals policy

The Association follows a staged procedure to address complaints and
appeals about its services or activities.

The procedure aims to remedy faults within a reasonable time and
ensure that complaints are recorded and monitored to help the
Association to learn and continually improve from complaints and
appeals that are raised.

If you have a complaint or appeal to make, you should initially contact
the customer care staff at your local office. If the matter can not be
resolved immediately or if the complaint/appeal has been received

in writing it will be assigned to a member of staff in the local office

to deal with.

Residents Groups can submit 3 complaint as a group as long as one
address is given for responses to the complaint to be sent to.



In summary the procedure is then as follows:
Stage 1: Local response

The person or team involved with delivering the service will respond to
you in writing within 14 days.

Stage 2: Central investigation

If you remain dissatisfied a senior manager will investigate the matter
and write to you within a further 14 days.

Stage 3: Director’s Review

If you remain dissatisfied, a Director will review the previous decisions
made by staff and write to you within a further 14 days.

Stage 4: Final Appeals Panel

If you remain dissatisfied, you may appeal to the Final Appeals Panel,
giving you the opportunity to present your case to at least one member
of the Association’s board of management. You will receive a final
written response within 28 days of the Panel hearing.

If you remain dissatisfied after you have exhausted our complaints and
appeals procedure you can ask the Housing Ombudsman Service to
investigate the matter on your behalf.

A full copy of the Associations complaints and appeals policy and
procedure is freely available from the Association’s offices and website
(www.adactushousing.co.uk).

Compensation policy

If the services you receive do not meet our standards we will consider
paying compensation to you as follows:

Compensation for failure to carry out repairs

Under the Right to Repair you may be entitled to compensation when
the Association does not complete repairs within target response times.
(This only applies to repairs that are the Associations responsibility).



To qualify, the repair:

« Should be our responsibility

« Remain incomplete after being reported twice
« Affect your health, security and safety

« Cost between £25 and £300 to complete

We will pay a flat rate one-off payment of £10 plus £2 a day up to a
maximum of £50 for each day the repair remains outstanding,

To claim compensation you must:

« Allow our maintenance team or contractors reasonable access to your
home.

« Make your claim within one month of the completion date.

* Not have had a temporary repair which we are returning to.

« Not have received notification that we are putting back the completion
date due to circumstances outside our control.

Compensation for other types of service failure

The Association will offer up to £30 in compensation where the
Association has failed to:

* Respond to a complaint within the timescales set out in our complaints
and appeals policy.
» Consult on a major housing management issue.

Service Charges

If you feel that we have failed to provide a service specified in your lease
agreement, you can ask to be compensated the applicable amount of
service charge paid.

How to apply for compensation

If you feel you are entitled to compensation please discuss this with
your housing officer. Depending on the type of compensation you
are entitled to, you may be asked to complete a form, and detail your
inconvenience or the type of service failure you have encountered.



Getting in touch
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