
Appendix 3 

Rooftop Complaints Process 

We aim to provide our customers with high-quality services, but we recognise that sometimes we 
may fail to meet your expectations or our own standards.  

If this happens, it is important that you give us feedback so that we can try and put things right. 
Things you might need to tell us about include where we don’t do something we should have 
done, or you think we have done something in the wrong way.  

If, after we have received your feedback and we have had the opportunity to put things right, you 
remain dissatisfied, then you can raise a complaint as set out below.  

You can give us feedback in the most convenient way for you – by emailing us at 
HDA@Rooftopgroup.org, by telephone, by letter or by using the form in our complaints leaflet. 

We will always try to contact you in a way that suits you, email being our preferred method. 

We will also process issues raised by advocates on your behalf, so long as they have your 
express consent in writing to do so. 

Stage 1 – Customer Feedback – a Service Case 

We will try to deal with your feedback quickly. We will send you an acknowledgement that we 
have received your feedback within 2 working days. Some issues take longer to resolve than 
others, but we aim to provide a resolution within 5 working days. If that’s not possible, we 
will contact you within those 5 days to agree a date by which we do expect to reach a resolution. 

If you are not happy with the way we have dealt with your feedback at Stage 1, you have 10 
working days to request that we progress the matter to Stage 2.  You will need to tell us what you 
are still unhappy about and why the problem is not resolved. 

Stage 2 – Formal Complaint – Case Review 

Once your feedback has progressed to Stage 2, we will send you an acknowledgement within 2 
working days of us receiving your complaint. 

A manager will then investigate your complaint and will reply to you within 15 working days. We 
may contact you during that period to make sure we have the information we need to investigate 
the issue. If it isn’t possible to complete the investigation in the timescale, we will write to you and 
tell you why and set a final date for completing our investigation. 

If you are not happy with the way we have dealt with your complaint at Stage 2, you have 10 
working days to request that we progress the matter to Stage 3.  You will need to tell us what you 
are still unhappy about and what action you would like us to take to resolve the issue. 

Stage 3 – Formal Complaint – Appeal 

If you are still unhappy with the decision made by us, you can appeal. Once your complaint has 
progressed to Stage 3, we will send you an acknowledgement within 2 working days of us 
receiving your appeal. 

A senior manager will then review your complaint and will reply to you within 15 working days. If it 
isn’t possible to complete the investigation in the timescale, we will write to you and tell you why 
and set a final date for completing our investigation. 

At any stage in this process an apology or other compensation may be offered. You will have a 
period of 28 days in which to accept the proposed solution after which the offer will be withdrawn. 
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Further Appeals and Other Support 

Designated Persons 

If you are unhappy with the decisions made by us at any point in the complaint process, you can 
contact a designated person to review your complaint.  Designated persons include your local 
Councillor and MP. Where a designated person considers that they are unable to resolve a 
complaint locally and if you have authorised them in writing to do so, they have the option to refer 
a complaint to the Housing Ombudsman.  

Housing Ombudsman Service 

If you do not wish to go to a designated person you can wait eight weeks from receiving the 
outcome of your appeal and then contact the Housing Ombudsman directly, using the details 
below.  You will be able to appeal to the Housing Ombudsman if you are a tenant, leaseholder, 
letting applicant or have a contractual relationship with us. You must complain to the 
Ombudsman within six months of reaching the end of our complaint’s procedure. 

You can contact the Housing Ombudsman Service by post at PO Box 152, Liverpool L33 7WQ, 
by telephone on 0300 111 3000, by email at info@housing-ombudsman.org.uk or you can 
visit www.housing-ombudsman.org.uk to complete the online complaints form. 

The Ombudsman will check that you have taken your complaint through our complaints 
procedure before considering your case. If the Ombudsman feels we have done something 
wrong, they will decide what needs to be done to put things right. 

Once a complaint has been considered by the Ombudsman, we will not take any further action to 
resolve your complaint unless the Ombudsman asks us to. 

More help available 

There is a range of other help and advice available if you need assistance with the complaints 
process. Your local MP or Councillor may be able to help you and you can get free independent 
advice from the Citizens Advice Bureau. You can also speak to a solicitor, who may charge you 
for their advice, law centres or housing aid and advice centres. 

What won’t we investigate? 

We won’t re-open any complaints that have already been through our process, any complaints 
that relate to matters that happened over three months ago or for matters that are or have been 
subject to civil or criminal court proceedings. 

 

 

 

 

 

 

 

 

 

 Fig 1 – Simplified Complaints Process 
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