COMPLAINTS PROCEDURE
How do I resolve a complaint?

Our Mission

Our complaints procedure aims to make sure that your complaints are:

● Dealt with quickly

● Handled politely

● Treated fairly

● Investigated fully

● Resolved if possible
1. What is a complaint?

Your comments might be about:

● The level of service not being acceptable
● How the service could be improved

● Errors made by Cornerstone

● The conduct of staff or a board member not being acceptable

● Not knowing why, or how, a decision has been made

● An allegation of maladministration (serious bad practice)

● Equal opportunities

● External contractors
2. How can I complain?

You can make your comments to us: 
● By telephone- 01392 273462

● By calling in at our office- 18 Southernhay East, Exeter 
● By letter 

● By email- mail@cornerstonehousing.net

● By petition - signed by several people with the same complaint

via the Tenants’ Association

3. How does the procedure work?
There are three stages to the procedure but before you reach the first stage you will normally be expected to raise your concern with the appropriate Officer (e.g. Housing Officer or Maintenance Officer). In many cases they may be able to resolve the problem quickly themselves.

Once you make a complaint under this procedure we will:

● Acknowledge your complaint within 5 working days and give you the name of the   member of staff dealing with it
● Investigate the complaint within 15 working days and advise you of the outcome

● If there is a delay, tell you the reason why

● Advise you of your right of appeal, if you are still unhappy record your comments

● All complaints are analysed and reported to the Board twice a year
Stage 1: Making Your Views Known

You should begin by contacting the manager of the department you are complaining about. It is helpful to give us, preferably in writing;   

● Full details and the problem

● Who it was previously reported to and how

● How you would like the matter resolved

 We will then send you a letter within 5 working days telling you exactly who will be investigating your complaint. We will record your complaint, investigate it and reply within 15 working days. If we think the investigation will take any longer, we will let you know. 
Our reply will also advise you that an appeal may be made to our Chief Executive.

Stage 2: What if I’m Still Not Happy?

If you are unhappy with the outcome of Stage 1, or your problem still persists, you may appeal to the Chief Executive within a 28 day period.  

The Chief Executive will take a fresh look at your complaint, investigate any further details and respond to you direct. 

If agreement cannot be reached, the Chief Executive will refer your case to a complaints' panel made up of 2 Board members and the Chair of the Tenants’ Association.

You may be invited to put your case to the panel in person if the panel feel this is appropriate.  If so, another person may accompany you if you wish.

You will be informed of the outcome of stage 2 in writing within 20 working days.

Stage 3: If You Want To Take Your Complaint Further…

We hope that your complaint will have been resolved by this stage. However, if you are still not happy, you may ask the Independent Housing Ombudsman to help. Only tenants and other service users of Cornerstone can refer a complaint to the Ombudsman. An information leaflet about this service is available from our offices.

The Ombudsman is a national service and is impartial. It is free of charge. The Ombudsman generally investigates complaints about failures of service and maladministration, they will not usually deal with complaints about Cornerstone’s policies.

The Housing Ombudsman Service

81 Aldwych

London

WC2B 4HN

Lo-call: 0345 7125 973

Registered Office

Cornerstone

18 Southernhay East, 

Exeter EX1 1QD

Tel. 01392 273462   Fax.  01392 498003 

 mail@cornerstonehousing.net
NHF Member:  Housing Corporation Number LO147, Industrial & Provident Societies Act 1965.  Reg No 14457R
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