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Residents are our priority and we strive to provide 
excellent services to fully meet their needs.

Feedback in the form of a complaint, compliment 
or suggestion is very important to us and is treated 
seriously. The information gathered is monitored 
closely and helps us ensure that improvements are 
made to the services we provide.

When you tell us we have done something well, we use 
the information to see how we can share good practice 
across the organisation.

If we have failed in some way, we want to know so that 
we can put things right, make sure it doesn’t happen 
again and learn from our mistakes.

We use any suggestions we receive from tenants 
to make sure we continue to provide services our 
tenants want.

Complaints
Despite our best efforts, there may be times when you 
feel we have failed in the service we have provided to 
you. It is very important to us that you let us know.

	 How do you deal with complaints? 

If you have a complaint, you can speak to any member 
of our staff. They will help you and aim to sort out the 
problem for you. If the matter needs more investigation 
or is about a member of staff, the details will be taken 
and it will be passed to a senior manager to deal with.

The senior manager responsible for the service issue 
will contact you, investigate your complaint and tell 
you the outcome of your complaint, giving a full 
explanation for the decision reached.

If the complaint you make is about one of our 
managers, their director will investigate the complaint.



	 Is there anyone else I can turn to if I am still 	
	 not happy?

If you are unhappy with the decisions made by us, you 
can contact the Independent Housing Ombudsman, 
which can investigate and recommend any changes 
needed. You can contact the Ombudsman at any time; 
however before the Ombudsman investigates, you must 
have had your complaint dealt with by us. The Housing 
Ombudsman can be contacted on 08457 125973 or by 
logging on to www.ihos.org.uk. A leaflet is also available 
in our offices.

	 Do you pay compensation?

If you think we have not met our service standards, you 
may feel we should pay compensation. All requests 
for compensation are considered separately. The main 
reasons for paying compensation are:

•	 Where you have suffered serious loss of service in 
your home or we have failed to deliver a particular 
service which we should have reasonably provided

•	 Where you have been asked to move from your 
home so major work can be carried out, reasonable 
expenses may be paid

•	 Where requests for compensation relating to a claim 
for loss or damage to personal property is made and 
we are seen to be legally responsible

In situations outside our control or in cases where your 
actions have caused the damage, no compensation will 
be paid.



We recommend that you insure the contents of your 
home. We can provide home contents insurance to 
cover accidental damage, contents and personal 
belongings. Details of this scheme are available from 
Gill McPoland on 08000 461600 (free from a landline).

	 What are unreasonable and persistent complaints?

Although these cases are rare, there may be times 
where we will not be able to deal with a complaint.  
This may be when we have fully investigated and all the 
options to solve it have been looked into or when an 
issue is malicious.

The decision on whether we are unable to help will be 
made by a director and will be made once all the details 
have been fully studied.

	 What about unacceptable behaviour?

Our employees will make every effort to help you; 
however we do not expect them to put up with abusive, 
insulting or threatening behaviour. Employees will 
record any of these incidents. A decision will then be 
made by a senior manager about whether we will limit 
our contact with you.

If you have behaved in this way, we will tell you  
the restrictions and the reasons why.

Compliments
Compliments are important to us as they show where 
we are getting things right and recognise the hard work 
of staff members working to provide services for you.

	 How do you deal with compliments?

Any compliment is shared with the staff or teams that 
have received it, as well as their manager or director.

If we can use a compliment to benefit the company, 
we will make sure it is shared across the business.



	 What if I just want to make a suggestion?

Suggestions provide us with valuable information. They 
can give us new ideas to improve services and show 
where we are getting things right or wrong so that we 
can learn from your feedback.

Any comments we receive will be sent to a senior 
manager who will make sure we use the suggestions 
when we study our services, policies and procedures.

Satisfaction

We will contact a number of people, either by 
telephone, in person or by post to ask for feedback on 
how satisfied they were with the process of making 
a complaint, compliment or suggestion. Again 
any information received from this will be fed into 
improving our services. 

	 Contacts

For more information contact us free from a landline 
on 08000 461 600 or ring us on 01642 233 780 to be 
charged at local rate from a mobile phone.

Alternatively, for Erimus Housing log on to  
www.erimushousing.co.uk

For Tees Valley Housing log on to www.teesvalley.org



Colour coded information leaflets are available for the 
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