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Compliments, Comments and Complaints Policy 

 

1. Our commitment 

1.1 We recognise that customer feedback is really important. While we intend to 
provide a great service, we acknowledge that from time to time, things can go 
wrong, and it may be necessary to raise a complaint to us.   
 

1.2 We welcome complaints as an opportunity for improvement and change and 
see them as real gold.  We will ensure that we are responding to complaints 
effectively and fairly, to create a positive, open and non-defensive complaint 
handling culture. We will learn from customer feedback to help us improve the 
experience for other customers. 

  
1.3 We will actively listen and discuss your complaints with you, keeping you 

updated throughout the process.  We will focus our efforts on putting things 
right and finding a resolution as quickly as we can.  

 
1.4 We will ensure our colleagues are empowered, trained and confident to try to 

resolve complaints at first point of contact. 
 

1.5 We will note and review all compliments, comments or suggestions in relation 
to our service.  
 

1.6 This policy takes account of the current regulatory requirements set out by the 
Department for Communities (DfC) in the Housing Association Guide as well 
as any guidance issues by the Northern Ireland Public Services Ombudsman 
and available at the time of the policy issue.   

 

2. Policy Aims  
 

2.1 The aim of this policy is to ensure that: 
 

2.2 Clanmil has a quick, simple and streamlined process for responding to 
complaints. 
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2.3 Complaints are handled by capable, well-trained colleagues. 
 
2.4 Complaints are dealt with promptly and consistently and, wherever possible, 

resolved to complainant’s satisfaction. 
 
2.5 Complainants are advised of what we can do and what we cannot do in 

response to their complaint. 
 

2.6 Complainants are treated fairly and with respect.  
 
2.7 All issues raised in complaints are addressed and the complainant kept 

informed of progress and the outcome. 
 

2.8 Our Colleagues learn from feedback and communicate any improvements 
made as a result of those lessons to relevant stakeholders. 

 
3. Roles and Responsibilities 

 
Executive Director of People & Organisational Development – designated 
as the senior member of the Executive Team with responsibility for the 
Complaints Policy. 
Executive Directors, Assistant Directors, Managers and Officers – 
responsible for timely and focused responses to complaints under the policy.  
Assistant Director of Business Assurance & Performance – responsible for 
the oversight and management of the complaints handling process. 
Business Assurance Officer/Corporate Services Administrator – 
responsible for the day-to-day administration of the complaints and 
compliments (Audit & Quality Assurance Officer will provide continuity of 
cover where necessary during staff absences) 

 
All Staff – responsible for dealing with complaints handling in line with this 
Complaint Policy and Complaints Procedure (BA001) 
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4. Compliments, comments and suggestions 

4.1 We recognise that customers and service users may have feedback other 
than complaints. We welcome and monitor all feedback, including 
compliments, suggestions and tenant satisfaction survey comments. 
 

4.2 The comments you make in response to our customer satisfaction surveys will 
be monitored, assigned and reported on by Customer Insight Analyst on a 
regular basis. 
 

4.3 If you make a compliment, we will share it with all colleagues, to recognise the 
hard work, and identify the areas in which we perform well. 
 

4.4 Comments, compliments and suggestions can be passed to us using any 
communication method, including the dedicated email address: 
customerfeedback@clanmil.cor.uk 
 

5. The definition of a Complaint  

5.1  A complaint is an expression of dissatisfaction, however made, about the 
standard of service, action or lack of action by Clanmil, our staff, or those acting 
on our behalf, affecting a resident, group of residents, or others. 

 
6.  Who can make a Complaint? 
 
6.1  Complaints can be made by anyone who may have been affected by the 

service we provide. 
 
6.2  If a complaint has been made by a third party on your behalf, we may seek 

confirmation that you have provided your consent to them. 
 
7. Examples of Complaints  
 
7.1  Examples of complaints include expressions of dissatisfaction with issues 

such as: 
 

• Unsatisfactory standard or quality of service. 

• Delays in responding to enquiries or not acting on a request for a service. 

• Colleague attitude and their action(s)/non-action(s).  

mailto:customerfeedback@clanmil.cor.uk
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• Failure to follow our agreed policies/procedures/legislation or contractual 
obligations without reason; and 

• Unfair treatment on the grounds of equality. 
 
 
 
7.2 What is excluded from our complaints policy: 
 

• A neighbour complaint or a report of anti-social behaviour or harassment, 
all of which are covered by separate policies. 

• A routine service request, such as reporting a responsive repair for the first 
time  

• A request for information or an explanation. 

• Adult and child safeguarding issues, both of which are covered by 
separate Child and Adult Safeguarding Policies. All concerns will be 
referred to the Safeguarding Team in the first instance. 

• Complaints regarding issues that are currently subject to legal proceedings 
against Clanmil (this does not preclude you from making a complaint prior 
to legal action). 

• Claims for compensation - these are dealt with by a separate 
compensation policy. 

• Complaints about services provided by individuals or companies not within 
our control, e.g. utility company or local authority. 

• A ‘make it right’ request, where we will agree to act on issues which can 
be resolved quickly and informally (see Point 10 below). 

• A matter which either occurred or you became aware of it longer than six 
months ago (we will consider any exceptional reasons you may give us for 
not meeting this time limit). 

 
 
7.3  Anonymous complaints received will be referred to a manager of the service 

department to which the complaint relates, who will review the complaint and 
decide if the matter needs to be investigated further.  Full consideration of the 
reasons for not proceeding to investigate will be documented and reported to 
the Executive Director of People & Organisational Development and/or 
Assistant Director Business Assurance and Performance.  
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7.4   We acknowledge that anonymous complaints can rarely be properly 
investigated, because of insufficient verifiable information.  We do, however, 
understand that there may be occasions when people are fearful of giving 
their name and will do our best to understand the issues in these 
circumstances. 

 
 
8. How to make a Complaint  
 
8.1  You can make a complaint by any communication channel of your preference, 

for example: 

• In person at one of our offices, or during a staff member’s visit. 

• By telephone. 

• By post. 

• By email (to complaints@clanmil.org.uk). 

• By submitting a website enquiry form on our website: 
We are sorry if you are unhappy with our service | Clanmil. 

• If you are our customer, you can also make a complaint using ClanmilConnect 
portal. 

• Comments made by social media which meet the definition of a complaint in 
this policy, will also be responded to, following the same process. 

 
 
THE PROCESS 
 
9.  ‘MAKE IT RIGHT’ REQUESTS 
 
9.1. A ‘make it right’ request is where we will act on issues and concerns which 

can be resolved by our customer-facing colleagues quickly and informally, 
outside of the formal complaints process. 

 
9.2 ‘Make it Right’ requests can be dealt with by any member of staff, including 

the staff member complained about, provided it can be responded to at the 
earliest opportunity and as close to the point of service delivery as possible, 
and an apology or explanation is accepted as part of resolution. 

 
9.3. We will aim to resolve any such concerns and/or provide a response in no 

more than 5 working days. We will keep you up to date on the progress and 

mailto:complaints@clanmil.org.uk
https://www.clanmil.org.uk/customer-area/your-tenancy/unhappy-our-service


 

 
Department Corporate Services  

Name BA P01 

Version  V7 Issue Date  18-Oct-23 

Approved by  GARC Page  7 

 

 

advise you of the outcome of the actions taken either face to face, by email or 
by telephone. 

 
9.4 In exceptional circumstances, a short extension of time (up to 5 days) may be 

necessary due to unforeseen circumstances (such as the availability of a key 
staff member). We will tell you about the reasons for the extension, and when 
you can expect a response/resolution.  

 
9.5. If our efforts to 'make it right' fail, or you are not happy with how long it is 

taking to resolve, you can request a stage 1 complaint. 
 
 
10.  THE FORMAL PROCESS – STAGE ONE 
 
10.1 If you wish for your concern(s) to be recorded as a complaint, Stage One is 

the entry point to our formal complaints process. Stage 1 complaints are 
expressions of dissatisfaction that cannot be resolved quickly at first point of 
contact and require a formal investigation. We will acknowledge your 
complaint within 3 working days confirming who will investigate and the 
timescales for response. 

 
10.2 For the purpose of this policy, complaints received after 4.00pm will be treated 

as received on the next working day. 
 
10.3 Your complaint will be investigated by a senior officer or manager. The 

colleague assigned the complaint at Stage One will make contact with you to 
listen to your concerns and get understanding of the issues, to thoroughly 
investigate them before sending a written complaint outcome response. 

 
10.4 If your complaint is about a member of staff, it will be investigated by a 

colleague at a similar or higher level. 
 
10.5 We will aim to respond to your Stage One complaint within 10 working days, 

and we will issue our response in writing. If the complaint is particularly 
complex and/or is likely to require input from multiple sources, then we will 
advise you of the reason for the delay and agree with you a new date for the 
response.  
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10.6 In our Stage One response we may outline a set of actions, agreed with you 
to resolve your complaint. These may take some time to deliver. During this 
period, we may ask that you do not request escalation of your complaint 
unless our timeframes to deliver the actions are unreasonable. 
 

 
11. THE FORMAL PROCESS – STAGE TWO 
 
11.1 If you are dissatisfied with the response provided at Stage One or the 

outcome of the Stage One complaint investigation, you can request that your 
complaint is escalated to Stage Two. We will acknowledge your request 
within 3 working days confirming who it is assigned to and the timescales for 
response. 

 
11.2  The review of your complaint at Stage Two will be carried out by a Director or 

an Assistant Director. In exceptional circumstances, it may be assigned to the 
Group Chief Executive (for example, when a Director was involved at Stage 
One process). 

 
11.3 The Investigating Director will make contact with you to discuss the points of 

dissatisfaction and they will respond to you formally, in writing, within 20 
working days. 

 
11.4 Occasionally, a full response may take longer than 20 working days. If this is 

the case, we will advise you of the reason for the delay and agree with you a 
new date for the response to be issued by.  

 
11.5 The response at Stage Two signifies the end of our complaints process. 
 
 
12. COMPLAINT RESPONSE AND DECISIONS 
 
12.1 In our complaint response to you at Stage One and Stage Two, we will outline 

the outcome of your complaint under one of the three categories: 
  

• Complaint upheld – this is when we agree that the complaint was justified, in 
its entirety. 

• Complaint partially upheld – this is when we agree that you had grounds for 
at least one element of the complaint. 
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• Complaint not upheld – this is when we do not agree that the complaint was 
justified. 

 
12.2 Where the complaint has been upheld or partially upheld, we will offer a 

remedy which will reflect the extent of service failures and the level of the 
damage or inconvenience caused. Examples of remedies offered are as 
follows (the list is not exclusive): 

 

• Offering an apology. 

• Providing explanation or assistance.  

• Taking action if there has been a delay or a service wasn’t provided.  

• Amending a record. 

• Reviewing a procedure or practice. 

• Providing a financial remedy. 

• Providing an additional support or adjustment. 
 
12.3 We will issue our complaint response when the above decisions have been 

made and not while awaiting completion of outstanding actions. This will allow 
us to meet reasonable complaints timescales. We will only consider requests 
for complaints to be left open in exceptional circumstances. 

 
 

13.  TAKING YOUR COMPLAINT FURTHER - INDEPENDENT EXTERNAL 
REVIEW (NIPSO) 

 
13.1 If you remain dissatisfied with the Stage 2 response, you have the option of 

referring the matter to Northern Ireland Public Services Ombudsman (NIPSO) 
who will assess whether there is evidence of  service failure or 
maladministration which has not been identified by Clanmil at Stage 2.  

 
13.2 For the Ombudsman top consider your complaint, you must log it with them 

within 6 months of the date of the final response at Stage 2 of our process. We 
have provided the contact details below: 

 Northern Ireland Public Services Ombudsman  
Progressive House 
33 – 37 Wellington Place 
Belfast BT1 6HN 

 
Tel:  028 9023 3821   nipso@nipso.org.uk  
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15. COMPLAINTS ABOUT HOUSING WITH CARE SERVICE  
 
14.1    All complaints that originate at our Housing with Care Homes will be managed 

in the first instance by the relevant Home Manager. All complaints will also be 
reviewed by the Older People’s Services Manager and reported for monitoring 
to the Business Assurance Team.  Specific guidance on the action to be taken 
by staff on the receipt of complaints is included in procedures to be followed 
by each of the Homes (HWC045). Complaints about the nature of care can be 
made directly at any time via the Formal Complaints Policy to head office.  

 
14.2    When a complaint has been made to a Clanmil Home, the Regulation and 

Improvement Authority (RQIA) will, as part of their inspection process, review 
complaints to assess the effectiveness of our complaints processes to see if 
there are any wider issues for the purpose of raising standards.  RQIA can be 
contacted at: 
RQIA 
9th Floor Riverside Tower 
5 Lanyon Place 
Belfast 
BT1 3BT  
 
Tel: 028 9051 7500           info@rqia.org.uk  

 
 
15. COMPLAINTS IN RELATION TO EQUALITY AND DIVERSITY 
 
15.1  Clanmil Housing has been designated a public authority and as such has a 

specific responsibility under Section 75 of the Northern Ireland Act 1998. 
 
15.2  If you would like to highlight any of Clanmil policies or procedures which, you 

feel, breach the nine groups designated under the Section 75 duties, you should 
contact us using the normal complaints process, in writing, clearly 
indicating the perceived breach is relating to Section 75.  

 
15.3 Full details on the process for complaints under Section 75 are set out in the 

Clanmil Equality Scheme, which is available on the website.  
 
 
 

mailto:info@rqia.org.uk
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16. COMPLAINTS ABOUT MONEY ADVICE SERVICE 
 
16.1   The Financial Ombudsman Service provides a free, independent service for 

clients to solve disputes with not for profit debt advice providers. 
 
16.2  They will only become involved in a complaint once we have had the 

opportunity to investigate matters, so complaints should always be raised 
with us first.  

 
16.3   If a complaint is about debt advice and expresses dissatisfaction with the final 

response a complainant has received from us, or if eight weeks have passed 
since a complainant first let us know about their concerns, they can ask the 
Financial Ombudsman to review their complaint. Their contact details are:  

 
Financial Ombudsman Service 
South Quay Plaza 
183 Marsh Wall 
London E14 9SR 
 
0800 0 234 567 – free for people phoning from a ‘fixed’ line (e.g. a landline at 
home) 
0300 123 9 123 – free for mobile phone users who pay a monthly charge for 
calls to numbers starting 01 and 02 
complaint.info@financial-ombudsman.org.uk 
 
 

17. COMMUNITY CONSULTATION – NOT COVERED BY THIS POLICY 
 
17.1  We acknowledge that some people may be dissatisfied with Clanmil’s 

proposals to provide social housing in areas in which they live. All expressions 
of dissatisfaction received during periods of community consultation will be 
handled in accordance with Clanmil’s Community Consultation policy. The 
policy sets out clearly how the Association will engage with local communities 
and how we will deal with and respond to any expressions of dissatisfaction 
which are received during community consultation. 

 
 
 
 

mailto:complaint.info@financial-ombudsman.org.uk
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18.  UNACCEPTABLE BEHAVIOUR BY COMPLAINANTS 
 
18.1  We accept that, during a complaints process, individuals may act out of 

character in times of difficulty or distress.  We do not necessarily view behaviour 
as unacceptable simply because an individual is assertive or emotional, 
however, angry, demanding, or persistent behaviour may result in 
unreasonable demands on Clanmil and its staff.  

 
18.2 Clanmil’s Unreasonable Customer Bahaviour Policy sets out our approach to 

dealing with behaviour considered unacceptable. In particular, we may refuse 
to engage with a persistent or vexatious complainant when their persistent 
behaviour is time-consuming and interferes with proper consideration of the 
complaint. 

 
18.3 Examples of actions we may take include: 
 

• We may refuse to register and process any further issues/complaints by 
a customer.  

• We may place limit on the number of duration of contacts with 
colleagues. 

• We may require the customer to engage with Clanmil through an 
advocate or a third party. 

 
18.4 When we decide to invoke the above policy on unacceptable behaviour, the 

customer will receive a written warning and will have right to appeal any 
decisions.  

 
 
19. LEARNING FROM COMPLAINTS  
 
19.1 We view complaints as an opportunity for learning. 
   
19.2 Quarterly and annual reporting and trends analysis help us identify any 

recurring issues and consider improvements in our service. If such 
improvements have been made, we will either notify you of the changes 
direct, or where relevant, share this information with our customers through 
Clanmil publications.   
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20. SATISFACTION WITH COMPLAINT HANDLING 
 
20. 1  We will carry out a short satisfaction questionnaire with a sample of 

complainants to enquire about their experience of complaint handling. 
 
20.2  Any issues or negative trends identified during this survey will be passed to 

the relevant heads of departments to address.  
 
 
21. PERFORMANCE REPORTING 
 
21.1  We use performance indicators to report to the Board on the complaints 

process on the following:  

• The number of complaints responded to within timescales. 

• The percentage of complainants satisfied with complaints handling. 

• The percentage of complaints responded to at Stage One. 
 
21.2 Our Annual Customer Satisfaction Survey will from time to time include 

questions on customers’ experience with complaints process. 
 
22.  TRAINING 
 
22.1  We will carry out induction and refresher training for all colleagues to make sure 

they are aware of our commitment to excellent service delivery and targets.  
This will include the training on dealing with complaints fairly, effectively and 
promptly. 

 
 
23.  DATA PROTECTION AND PRIVACY 
 
23.1  Our approach to data protection and sharing data with other partners or third 

parties is set out in Clanmil’s Data Protection policy. We share data in 
accordance with the Data Protection Act 2018, and the UK General Data 
Protection Regulation. The policy, along with its associated procedures, must 
be followed by Clanmil colleagues at each stage of complaints process. 
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24.  EQUALITY, DIVERSITY AND ACCESSIBILITY 
 
24.1  At Clanmil we are committed to promoting an environment of respect, 

understanding, diversity and eliminating discrimination. This policy complies 
with Clanmil’s Equality and Diversity Policy and the associated legislation. 

 
24.2 During the complaint process, we will aim to improve accessibility for all and 

offer reasonable adjustments and adaptations. A reasonable adjustment 
involves making a change to the way that we usually do things.  

 
24.3 When you make a complaint, we will work together to look at options and agree 

what would be reasonable in your circumstances, for example: 
 

• We may allow more time at each stage of the complaints process for you to 
respond to us. 

• We may allow you to communicate with us in writing, or verbally. 

• We may provide any response or information in an alternative format, such as 
Braille, sign language, easy read or plain text version. 

• We may provide translation service for documents, correspondence and 
meetings. 
 
 

25.   MONITORING AND REVIEW 
 
25.1  This policy will be reviewed within a three-year period. 


