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                       LjHA CUSTOMER COMPLAINT FORM
Name: 









       Address: 









   Post Code:










     Daytime 
    Phone No: 









    Mobile No: 









Tell us about your complaint – use a separate piece of paper if needed.

What do you think we should do to put things right?

INTRODUCTION

We aim to provide an excellent service to our customers. Unfortunately sometimes things go wrong. When this happens we want to ensure you know who to complain to and when you can expect a reply. Please only complete this form if your complaint is about the service provided by Leeds Jewish Housing Association.

HOW TO COMPLAIN

Verbal

It is often quicker to speak to someone about your complaint and you may wish to do this in the first instance by speaking to the person who dealt with your initial enquiry.

Written

Where you feel it is appropriate to put your complaint in writing we have a formal complaints process which is described below.

Stage 1

If you are not satisfied with any of our services, please complain first of all to the Housing Services Manager.

Stage 2

If you are still not happy with the response to your complaint, you can ask for it to be considered by the Chief Executive. You will be asked if you would like this to happen when we reply to you.

STILL NOT HAPPY?

If you think you have been unfairly treated by us, you can ask the Housing Ombudsman to investigate. The Ombudsman is an independent body and will investigate your complaint free of charge. However, they will not look at your complaint until you have been through both stages of the LjHA Complaints Procedure. They can be contacted at: 

The Housing Ombudsman Service, 
Norman House, 
105-109 Strand, 
London WC2R OAA. 
Tel: 0207836 3630; Local: 0845 7125 973; 
Email: ombudsman@ihos.org.uk
Have you spoken to a member of LjHA staff about this complaint? 

YES



  NO
If ‘YES’ can you tell us their name?

Do you consider yourself to be disabled?

YES



  NO
To which of these groups do you consider you belong:

Jewish

     
          Non-Jewish

       
          White

  Black


         Mixed Race

       
           Asian
	What Happens Next?
1. On the day we receive your form we will issue you with an acknowledgement letter to confirm we have received your complaint.

2. We will investigate your complaint and reply to you within 7 days. If we are unable to reply to you within 7 days we will write and tell you when we expect to be able to reply.

3. When we reply we will ask you if you are still dissatisfied and would like the Chief               Executive to review your complaint.




	Other Information

1. Make a note of the date you sent in your complaint. If you have not received an acknowledgement letter within 7 days contact us to see if we have received it.

2. Once we have acknowledged receipt of your complaint do not contact us until at least 14 days have passed, or if we have given you a date when we will reply, do not contact us until after this date.

3. If you need help filling in this form, contact a member of staff.




	For Office Use Only

	Date Rec’d:               /               /                                

	Date Ack:               /               /



	Date Replied:           
/               /


	Complaint No:

	Passed to Housing

Services Manager:          /            /


	Passed to

Chief Exec:            /               /

	Enquiry raised by Cllr, MP or

Advise Agency. State by whom


	


COMPLAINTS

Even though we try our best, sometimes things can go wrong. We need to know when this happens so we can do something about it.  This is why we have a formal complaints procedure to make sure every complaint is dealt with properly.

It is important that tenants/residents feel able to make a complaint without being worried about how we will react to it.

For this reason we would like to stress that:

· We will not treat you differently in the future, just because you have complained

· We will not be offended

· We will keep your complaint confidential, as far as we can

· We will treat your complaint with equal importance, whether you report it yourself, or a friend or relative makes it on your behalf.

What can I complain about?

If there is anything about our service that you are not happy about, we want to hear about it. Of course there are some things we cannot change, but we will always try to help.

In general our complaints procedure is used when tenants/residents think we have done something in the wrong way, or have not done something that they think we should have.

Issues that are not dealt with by our Complaints Procedure include:

· Disputes between neighbours (but please ask to see our Neighbour Disputes leaflet)

· Rent and service charges

· Problems with other organisations when we do not have the power to deal with them.

Whatever your complaint, it is always worth talking to us first. 


�





Leeds Hewish Housing Association


311 Stonegate Road, Leeds LS17 6AZ


Tel: 0113 203 4910  Fax: 0113 203 4929  Email: info@ljha.co.uk














































































































                                                 
































