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1. Purpose of policy

This policy manages our clients and other customers making complaints and appeals. The Company Secretary is
responsible for maintaining a log and dealing with all of the formal complaints and appeals.

1.1 Definition of a complaint and an appeal

A complaint is defined as “a statement that something is unsatisfactory or unacceptable” with respect to the
service being delivered to our clients or other customers.

An appeal is defined as “an application to higher authority for a decision to be reversed” only if the client believes
the policy has not been followed, this excludes eviction decisions as the Court appearance will be the given
opportunity to appeal.

1.2 Complaints & appeals log

If an informal complaint/appeal is received (verbally or in writing), this can be dealt with by an appropriate
colleague and their Head of Service responding to the individual within 2 working days of receipt of the informal
complaint/appeal without the need to involve the Company Secretary.

Where a formal complaint/appeal is made the details should be forwarded to the Company Secretary to process.

The Company Secretary is responsible for ensuring resolution of the formal complaint/appeal.

1.3 Acknowledgement

From the date of receiving the complaint/appeal, the Company Secretary acknowledge the complaint/appeal by:

@ Write to and/or e-mail the individual confirming receipt of the complaint/appeal within 5 working days.

1.4 Response

The Company Secretary should respond to the individual confirming the action to be taken within 10 working
days from date of acknowledgement.

If the action requires further consultation this should not take longer than 25 working days from the date of the
individual receiving the confirmation action letter.



Responses can be either via email, letter or phone call (at the discretion of the Company Secretary).

Responses are not standardised as they are different for each circumstance; but should contain (where
applicable):

@ asummary of the complaint/appeal;

@ the date which indicates when the action to be taken will or has been made;

@ if the decision has already been made, disclose the reasons for the decision. Any supporting
documentation which would assist in the individual understanding the reason for the decision should be
attached; and

@ if the individual has an option to appeal, indicate their right to do so.

1.5 Record keeping

Where phone calls are made or received, it is essential that relevant notes are made to ensure completeness of
the case notes and compliance with policy guidelines.

All complaints/appeals received, along with responses, correspondence and other related documentation should
be retained.

The Company Secretary is responsible for maintaining and recording all formal complaints/appeals and their
resolutions.

2. Timing of complaints and appeals

Complaints

All complaints should be made within 3 months from when the incident occurred. Any complaint made after 3
months should be made in writing and should disclose the reasons why the complaint was not submitted within
3 months.

Appeals

All appeals should be made within 1 month from when the incident occurred. Any appeal made after 1 month
should be made in writing and should disclose the reasons why the appeal was not submitted within 1 month.

Final appeals should be made within 2 months.

3. Informal complaints/appeals

An informal complaint/appeal can be made in the first instance verbally or in writing and this can be dealt with by
an appropriate colleague and their Head of Service. The appropriate colleague and their Head of Service must
respond to the individual within 2 working days of receipt of an informal complaint/appeal and every possible
resolution should be sought before it becomes a formal complaint.



4. Formal complaints/appeals

A formal complaint/appeal should be made in writing using the template on Appendix A. This should be
acknowledged and dealt with by the Company Secretary (see 1.3 and 1.4 above). The Chief Executive will be
responsible for the final decision.
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Appendix A — complaint/appeal form

Andium Homes
PO Box 587

St Helier

Jersey

JE4 8XT

Your Name:

Your Address:

Postcode

Daytime telephone No.

Email address

I would like to makea | Complaintd
formal (please tickthe | Appeal O
following):

Details of complaint/appeal.

Please provide us with as much information about your complaint/appeal. If you run out of space on any
section of this form, you may continue using additional sheet of paper. You may also attach supporting
documentation if you are required to do so, or believe that it would better explain your
complaint/appeal.




What would you like us to do to resolve this issue?

Signature:

Date:




