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1 Policy statement 

1.1 This policy sets out Rooftop’s obligations and responsibilities regarding the recording, 
reporting and management of customer complaints. 

2 Statutory and Regulatory context  

2.1 The Tenant Involvement and Empowerment Standard of the regulatory framework 
for social housing in England, requires Registered Providers (RPs) to: 

• Provide choices, information and communication that is appropriate to the 
diverse needs of their customers in the delivery of all standards.  

• Have an approach to complaints that is clear, simple and accessible that 
ensures that complaints are resolved promptly, politely and fairly. 

2.2 Specific expectations are for RPs to provide customers with accessible, relevant 
and timely information about:   

• How customers can access services.   

• The standards of housing services their customers can expect.   

• How they are performing against those standards.   

• The service choices available to customers, including any additional costs that 
are relevant to specific choices.   

• Progress of any repairs work.   

• How customers can communicate with them and provide feedback.   

• The responsibilities of the customer and provider. 

• Arrangements for customer involvement and scrutiny. 

2.3 RPs shall offer a range of ways for customers to express a complaint and set out 
clear service standards for responding to complaints, including complaints about 
performance against the standards, and details of what to do if they are unhappy 
with the outcome of a complaint.  

2.4 RPs shall inform customers how they use complaints to improve their services.   

2.5 RPs shall publish information about complaints each year, including their number 
and nature, and the outcome of the complaints.    

2.6 RPs shall accept complaints made by advocates authorised to act on a customer’s 
behalf.  

3 Introduction  

3.1 Rooftop aims to provide services which meet customer needs and resolve problems 
and concerns effectively within a reasonable timescale, as set out in our Complaints 
procedure.  

3.1.1 We will proactively deal with complaints made by our customers and their 
advocates in a transparent, timely and proactive manner. 

3.1.2 We will share our performance with our customers and stakeholders. 

3.1.3 We will use complaints as an opportunity to learn and to shape our services for the 
future. 
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4 Definitions  

4.1 This policy covers someone who is a customer of Rooftop and has, or previously 
had, a landlord/tenant relationship, someone who has used Rooftop’s services and 
our contractors. Application of this policy to others will be considered on a case by 
case basis.  

4.2 A service request is where action is required, including putting things right where 
previous action has not resolved the issue.   

4.3 A complaint is where a customer feels a service request is unresolved after 
Rooftop has had the opportunity to put things right. This includes concerns which 
need investigation at manager/Executive Director level as set out in this policy. 

5 Timescale  

5.1 Rooftop will only investigate complaints made within three months following the 
incident. If it is outside of this period, the customer must provide reasonable 
grounds for an exception for their case to be investigated.  

6 Complaints policy – Definition  

6.1 Rooftop will record complaints and investigate, where appropriate, concerns about 
its service to customers. Rooftop will have a clear procedure for dealing with 
complaints which will be publicised and made accessible and available to all our 
customers.  

6.2 If a customer is not satisfied with the investigation or outcome of their complaint at 
the final stage of the internal complaints process, they may refer their complaint to a 
Designated Person for local resolution or for referral to the Housing Ombudsman 
Service. They may also choose to wait for eight weeks and refer themselves.  

6.3 Where the complaint is from a leaseholder or freeholder regarding a service charge, 
they may choose to take the matter to a leasehold valuation tribunal.  

6.4  Our complaints policy is based on the following: 

• Complaints will be dealt with promptly, courteously, systematically and where 
appropriate in confidence.  

• We will consider the determination by a Designated Person and work with them 
to achieve an acceptable outcome for the customer and Rooftop.  

• We will comply with the final determination of the Housing Ombudsman.  

• We will publish information about our complaints handling performance against 
standards and targets.  

• All staff likely to be involved in handling complaints will receive appropriate 
training.   

• Our complaints process and the handling of related information will be fully 
GDPR compliant. 

7 Policy implementation  

7.1 Customer concerns about the service they receive will be investigated in the first 
instance by front line staff, for example the Neighbourhood Officer or Support 
Worker who are trained to effectively handle and resolve complaints at this stage. If 
the problem cannot be resolved at this level, it can be pursued as a complaint 
through the Complaints procedure: 

• Stage 1 – A service request, normally dealt with by the relevant staff member. 

• Stage 2 – A formal complaint, the case is reviewed by the line manager or Head 
of Service. 

• Stage 3 – The customer can appeal against the findings at Stage 2 to the 
relevant Executive Director. 
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8 Mediation 

8.1 If mediation is appropriate at any stage of the complaint process an external, 
impartial third party will be appointed.  

8.2 Under the Housing Ombudsman Scheme, customers can approach a Designated 
Person at any stage to help mediate a resolution to their issue. 

9 Unacceptable customer actions and behaviours 

9.1 In line with the Housing Ombudsman’s guidelines, Rooftop aims to deal fairly, 
honestly and consistently with all customers, including those whose actions are 
considered unacceptable such as aggressive or abusive behaviour, unreasonable 
demands and persistence.  

9.2 To ensure other customers or staff are not affected, Rooftop may restrict or change 
access to the Complaints procedure for customers identified with unacceptable 
actions or behaviour.  

9.3 We consider each complaint on its own merit and will not assume that someone 
who has been unreasonable in the past will be again. 

10 Sensitive cases 

10.1 A complaint will be identified as sensitive when it challenges the integrity or 
highlights inappropriate actions which could result in legal or disciplinary action of: 

• Another customer or member of the public  

• A member of staff  

• A Board Member  

• A volunteer as defined by Rooftop’s Volunteering policy (for non-staff 
volunteers) 

• A contractor’s member of staff  

10.2 In this circumstance the case will be handled as follows: 

• Non-sensitive details of the case will be recorded, and the relevant line manager 
or Executive Director will conduct the investigation.  

• Sensitive evidence and correspondence will be saved in a separate location with 
restricted access.  

• Where there is an issue that is potentially a staff disciplinary matter then advice 
should be sought from the Human Resources department. 

11 Timescales  

11.1 Rooftop aims to resolve complaints at an early stage in the process and all 
complaints will be processed within the stated timescales stated in our procedure. 

11.2 Where resolution cannot be achieved in the timescale defined in the procedure, the 
customer must be contacted within that same timescale to update them on 
progress, explain what actions remain to be taken and provide a timeframe for 
these to occur. 

12 Learning  

12.1 Rooftop will actively seek to identify learning from comments and complaints and 
use them to improve or inform services.  

13 Responsibility  

13.1 The relevant Executive Director is responsible for the implementation of this policy 
and will approve payments of compensation under the procedure.  
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14 Consultation  

14.1 Rooftop will consult with customers on a regular basis to assess the effectiveness 
of this policy.  

15 Publicity  

15.1 The Complaints procedure will be made available to customers in several ways:  

• Via Rooftop’s website. 

• Hard copy from our offices. 

• In correspondence when responding to a service request. 

15.2 Customers’ updates and/or newsletters where we have made changes as a result 
of feedback or a complaint.  

16 Monitoring  

16.1 Performance will be reported quarterly including information on the number of 
complaints received, the timescales within which action was taken and the number 
of complaints that were upheld.  

16.2 Our performance will be shared with our customers via the Resident Excellence 
Panel, Annual Report and website as appropriate. 

17 Review 

17.1 This policy will be reviewed every three years unless there are major changes in 
legislation or good practice. 

18 Consultation  

18.1  Leadership Team May 2019 

18.2  Executive Team May 2019 

18.3  Other (for example, customers) March 2019 

18.4  
CE, Dir HS&E, Repairs Manager, 
Neighbourhood Manager - Procedure Review 

December 2018 

19 Responsibilities 

19.1  Responsible body  Board  

19.2  Formulation and approval of policy  Board 

 Amendments to policy Leadership Team 

 Monitoring of policy Leadership Team 

 
Operational management of policy/policy 
author 

Head of Business Improvement 

19.3  Date of formulation of policy July 2019 

19.4  Dates of policy reviews August 2015 

  July 2011 
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Appendix 1 

Associated documents 

 

Internal – Rooftop policies and procedures 

• Complaints procedure  

• Rooftop website   

• Dealing with customer-related communication and issues procedure  

• Dealing with repeat complaints procedure   

• Whistleblowing policy and procedure  

• Rooftop Together  

 

External 

• Regulator of Social Housing Tenant Involvement and Empowerment Standard (2017)  

• ISO 9001:2015 Quality Management System   

• Housing Ombudsman Scheme (2018)  

• Leasehold valuation tribunal for service charge disputes  


