We will always:
v do our best to resolve your complaint the first time you tell us about it

v send you a written acknowledgement of your complaint within three
days at each stage of the process

v give you a reference number, name and contact details of the person
who is dealing with your complaint at each stage of the process

v give you a response within 14 calendar days at each stage of the
complaints process

v tell you if we can’t meet this 14-day target and keep you informed of
the reason for any delay and progress with your complaint

v tell you how to appeal after a decision at each stage of the complaints
process

v treat your complaint confidentially

v publicise any changes to the services that are a result of complaints
and suggestions

v involve a Board Director and one member of the Executive
Management Team at stage 3 of the process

v send you a satisfaction survey once your complaint has been resolved
to ask if you are satisfied with the way we handled your complaint.

Contacting us

Woodchurch Housing Office 0151 666 7001
woodchurchhousing@wphomes.org.uk

Rock Ferry Housing Office 0151 666 7002
rockferryhousing@wphomes.org.uk

North End Housing Office 0151 666 7003
northendhousing@wphomes.org.uk

Response Centre 0808 100 9596
housingrepairs@wphomes.org.uk

Wirral Partnership Homes

6 Europa Boulevard
Birkenhead

Wirral

CH41 4PE

Switchboard: 0151 606 3000
Fax: 0151 606 3001
www.wphomes.org.uk
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Would you like to
complain, compliment
or make a suggestion?

If you need this leaflet in large print, Braille,
audio or a different language call 0151 606 3000



Would you like to
complain, compliment
or make a suggestion?

A guide to how you can let us know if you
are happy or unhappy with our service.

We take the views of all our customers seriously. While we
try to provide an excellent service, we know that sometimes
things can go wrong, so we have developed a complaints,
compliments and suggestions procedure.

We aim to be as helpful as possible to people who wish to
complain, compliment or make a suggestion. The process is
simple and easy to follow and we aim to resolve problems
quickly.

We welcome all feedback and will use any complaint,
compliment or suggestion to help us improve our service.

What do we learn?

We use your complaint, compliment or suggestion to identify
areas of our service where we need to change or improve
and look at how we can make these changes.

We keep records of all the complaints, compliments and
suggestions we receive. We monitor them regularly to
ensure we are dealing with them effectively and consistently.

We will inform our customers of any changes we make to
our services as a result of your complaints, compliments and
suggestions.

Make a suggestion

If you have a suggestion about how our services may be
improved, we would like to hear from you. Your suggestions

may be about how we deliver the service or an improvement for our
customers.

Compliments

If you are happy with any of our services or would like to thank one of our
employees for doing something particularly well, we would like to hear
about this too.

Complaints
We define a complaint as:

“An expression of dissatisfaction with the service received from Wirral
Partnership Homes where our initial response to the problem has not
proved to be satisfactory”’

We aim to provide the best possible service to customers, but if we get
things wrong, please tell us and we will try to put them right.

Here are some examples:
« dissatisfaction with carrying out of a specific policy

« dissatisfaction with the way a decision has been reached or with the
actions taken in carrying out that decision

+ employee attitudes and complaints against our partners, customers,
stakeholders and other interested parties

+ complaints about our administrative process
« failure to achieve the published standards of quality of service
« failure to fulfil our responsibilities under law or contract.

We will not consider complaints where:
« they are made in an unreasonable, threatening or hostile way

« they are dealt with under a separate policy by WPH, such as, anti-
social behaviour

* legal action has already started
« they are initial requests for services or requests for information.

We will record anonymous complaints and investigate the complaint to
ensure we are not failing to deliver our services.

You can complain, compliment or make a suggestion by:

+ completing a form, available from all our reception areas
« email

+ phone

« asking for a home visit

+ writing to us.

You have the right to have another person provide you with support
and/or assistance at any stage. Examples of ‘another person’ include a
friend, relative, carer or advocate.

What will happen if you want to make a complaint?

If you wish to make a complaint, we will do our best to resolve your
complaint when you first contact us. If you are still unhappy or would like
an official response from WPH, we will record your complaint and send
you an acknowledgement within three days. Your complaint will then go
through the following three stages:

Stage 1

The manager responsible for the service you are complaining about will
deal with your complaint.

The manager will investigate your complaint and a response will be sent to
you within 14 calendar days.

We hope your complaint is resolved to your satisfaction at this stage. If

not, you can appeal. To do so, you must contact the manager within
seven calendar days of receiving their response, stating why you are still
unhappy. The manager will send you an acknowledgement that you want
to progress to stage 2, within three calendar days.

Stage 2

The Head of Department or a more senior officer will review your
complaint and decide whether they agree with the decision of stage 1.

A response will be sent to you within 14 calendar days. If you are still
unhappy with the response, you can appeal again. Contact the Head of
Department within seven calendar days of receiving your response, and
within three calendar days we will acknowledge that you want to progress
to stage 3.

Stage 3

A Director from WPH Executive Management Team and a Board Director
will meet you and review your complaint. We will respond to your
complaint within 14 calendar days.

Compensation

In some instances you will be entitled to claim compensation. Details of
how and when you can claim are outlined in our compensation policy.

If you are still unhappy after going through our
procedure, what should you do?

You can contact the Housing Ombudsman on 0845 7125 973 or at
info@housing-ombudsman.org.uk. This is an independent service that
deals with complaints and other housing disputes against landlords and
agents. You must contact them as soon as possible and no later than 12
months after completing our procedure. A leaflet about the Housing
Ombudsman will be enclosed in our stage 3 response.



