
Complaints Policy

1. Policy purpose This policy sets out how we will respond to any concerns you may have about 
the way we have worked with you or provided services to you.  

If you think that something has gone wrong, it is important that you let us know 
about it as soon as possible so we can1: 

• try to put it right;

• treat you fairly and follow fair processes;

• learn from what has happened - so it cannot happen again; and

• continuously improve the way we do things.

2. Policy Content: Section 1 - What is Trent & Dove’s approach to complaints? 
Section 2 - What is a complaint? 
Section 3 - What can I raise as a complaint? 
Section 4 - What can’t I raise as a complaint? 
Section 5 - Who can make a complaint? 
Section 6 - How can I make a complaint? 
Section 7 - What information do I need to include in my complaint? 
Section 8 - What support is available to help me make a complaint? 
Section 9 - What happens after I have made my complaint? 
Section 10 - What if I am unhappy with the outcome to my complaint? 
Section 11 - Who are the Housing Ombudsman and how do I contact them? 
Section 12 - What is Trent & Dove’s approach to unacceptable behaviour? 
Section 13 - What is Trent & Dove’s approach to paying compensation? 
Section 14 - Recording complaints and using learning from complaints 
Section 15 - Policy review and approval.  

3. Associated Policies: 1. Managing Unacceptable Behaviour Policy;
2. Compensation Policy.

4. Contact: For queries about this Policy please contact the Customer Service and Insight Team: 

• By email - complaints@trentanddove.org

• By telephone - 01283 528 528

1 References the Housing Ombudsman’s Dispute Resolution Principles – “be fair, put things right, learn from outcomes”.  
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1. 
What is Trent 
& Dove’s 
approach to 
Complaints? 
 

If you feel unhappy or are dissatisfied with any aspect of the service we have provided to you, we would 
encourage you to raise it with us as soon as possible so we can investigate it and identify what may have gone 
wrong.   
 
Our approach to complaints is to2: 

1. Make our policy clear, simple and accessible; 
2. Support customers to raise complaints if they are unhappy about any aspect of our service;  
3. Provide opportunity for customers to be heard and understood; 
4. Achieve a resolution promptly, politely and fairly; 
5. Take responsibility when we are in the wrong by admitting mistakes and making amends; 
6. Use the learning from complaints to continuously improve the services we offer; 
7. Publish how we meet the Dispute Resolution Principles set by the Housing Ombudsman Service on our 

website – www.trentanddove.org; 
8. Create a positive complaints handling culture amongst our staff, partners, contractors and customers   

 

2. 
What is a 
complaint? 
 

We have adopted the Housing Ombudsman’s definition of a complaint which says that a complaint is:  
 
“An expression of dissatisfaction, however made, about the standard of service, actions, or lack of action by 
Trent & Dove, our own staff or those acting on our behalf, which affect an individual customer or a group of 
customers.”3 
 

3. 
What can I 
raise as a 
complaint? 
 

We can investigate concerns about most aspects of our service but there are some matters which we are unable 
to accept as complaints and the reasons for this are set out in Section 4 below. 
 
Generally, some examples of things that we can accept as complaints include: 
 

1. Any matter or issue which you have previously raised with Trent & Dove – and which Trent & Dove has 
already been given a reasonable opportunity to resolve - but for which you are: 

• unhappy with the outcome; or  

• remain concerned that the matter is not being resolved properly or has not been resolved 
successfully.  

 
2. Any matter which you have previously raised with Trent & Dove but feel Trent and Dove has not taken 

any action to investigate for you. 
 

3. Any concerns that our staff, partners or contractors have interacted with you in ways which are 
unprofessional or inappropriate.   

 

4. 
What can’t I 
raise as a 
complaint? 

We aim to treat our customers fairly and, in return, when things go wrong we ask for a fair opportunity to try 
and put things right.   For this reason, Trent & Dove will not accept the following matters as formal complaints 
until we have had an opportunity to work with you first to try to resolve your concerns in line with our policies 
and procedures: 
 

1. A first report or allegation of Anti-Social Behaviour (such as excessive or persistent noise, abusive or 
threatening behaviour from neighbours, vandalism or fly tipping), unless you are unhappy with how we 
have already dealt with any report or allegation that you have already made. 
 

2. A first request for information or for a service. This includes an initial or first report of disrepair or 
damage to a property (including for damp and mould) or an initial enquiry seeking clarification on 
information included in a service charge budget or service charge accounts. These matters will be passed 
to our operational teams and handled as a service request. 
 

 
2 Section 2 - Housing Ombudsman Complaints Code of Practice  
3 Section 1.2 – Housing Ombudsman Complaints Code of Practice.  
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3. A complaint about a Data Protection issue. This type of concern will be passed to our Data Protection 
Officer to review in line with the statutory requirements of the Data Protection Act 2018 and the 
guidance issued by the Information Commissioner’s Office.  

 
4. An issue which happened more than six months ago, unless there are valid reasons why you were not 

able to raise the matter with us sooner or the matter relates to a health and safety or safeguarding 
concern4. 

 
5. Any issue which has already been through our complaint process and for which we have already clearly 

communicated our full and final decision on the matter5.   
 

In addition, there are a number of situations which Trent & Dove are not able to accept as formal complaints - 
either because: 

• they are not in our ability to legally control, change or influence; or  

• because the issue is (or has been) subject to a civil or criminal legal process which has concluded or is 
still ongoing6.   

 
Some examples include: 
 

6. Anything that is outside Trent & Dove’s reasonable ability to legally control or influence. This includes 
actions undertaken by private individuals, members of the public or other organisations who are not 
customers of Trent & Dove or with whom Trent & Dove does not have a legal or contractual relationship.  

 
7. Issues that are already going through a formal legal process or where we are already dealing with you 

or your legal representative to resolve or act on the issue. This applies any criminal or civil matter - such 
as statutory noise nuisance, statutory anti-social behaviour, a civil personal injury claim, a civil disrepair 
claim (including issues relating to damp or mould) or where we have been advised by the Police that the 
matter is (or has been) subject to criminal investigation.  
 

8. Concerns raised by leaseholders in line with an ongoing or previous statutory consultation under 
Section 20 of the Landlord and Tenant Act 1985. Section 20 consultations take place within a statutory 
legal process which is designed to gather and address affected leaseholder’s views about major repairs 
or planned investment works paid for via Service Charges or a Sinking Fund. These types of concerns will 
be passed to the team responsible for managing the Section 20 consultation exercise.  
 

9. Issues where a court or tribunal date has already been set to deal with the issue, or the issue has 
already been before a court or tribunal - For example, matters which are subject to a legal injunction, a 
property repossession order or property matters which are due to be heard (or have already been heard) 
by a First Tier Tribunal (Property Chamber). 

 
10. Disputes about service charges (for example, whether they are reasonable), unless the complaint is 

about how we have already dealt with any dispute. For example, we will consider complaints about how 
service charges are calculated, communicated and consulted on, as well as our process for granting 
access to inspect service charge accounts. However, if the complaint specifically relates to the level or 
amount of service charge then this cannot be dealt with as a formal complaint and it must be referred 
to a First-Tier Tribunal (Property Chamber). 

 
11. Whistleblowing allegations or allegations of fraud or financial misconduct of staff, partners or 

contractors. These must be dealt with in line with the organisation’s Confidential Reporting Policy or 
Anti-Fraud Policy. 
 

12. Claims for damages of over £1,000. These must be handled by our Insurer in line with the contractual 
terms of our insurance policies and procedures.   

 

 
4 Page 5 “Exclusions” Housing Ombudsman’s Complaints Code of Practice.  
5 Page 6 “Exclusions” Housing Ombudsman’s Complaints Code of Practice.  
6 Page 5 “Exclusions” Housing Ombudsman’s Complaints Code of Practice.  
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13. Any claim or complaint relating to a personal injury.  These will be handled as a civil claim in line with 
our insurance procedures and will be investigated by our Insurer’s legal department.  

 
If we are unable to accept your complaint under this section of our Policy, we will contact you in writing to 
explain the reason for this7 .  
 
You have the right to challenge any decision we make by taking your concern to the Housing Ombudsman8, and 
the details for how to do this are set out in Section 11 below.  
 

5. 
Who can make 
a complaint? 
 

We will accept complaints or expressions of dissatisfaction from:  

• any of our customers (tenants, shared owners or leaseholders); 

• former customers; 

• people who have applied for housing or who may be on the waiting list; 

• members of the public 

• a group of customers, where there is a single representative acting on behalf of the group and the 
issues being complained about affect all the customers in the group equally. 

 
If the customer or complaint subject gives us their permission, we will also accept complaints which are made 
on their behalf by: 

• members of their family; or 

• anyone acting as their formal representative or advocate – such as a solicitor, social worker, mental 
health worker, charity, MP, Councillor, Citizens Advice Bureau Advisor or Community Legal Service 
representative.  

 

6. 
How can I 
make a 
complaint?  
 

We want to make it easy for someone to make a complaint9 and so we will accept them by: 

• Phone – Please call our Customer Service and Insight Team on 01283 528 528; 

• Letter – Please write to “Complaints, The Customer Service & Insight Team, Trent & Dove Housing 
Limited, Trinity Square, Horninglow Street, Burton upon Trent, DE14 1BL”’ 

• Email – Please send your email to complaints@trentanddove.org; 

• The Trent & Dove website – Please use our online complaint form at www.trentanddove.org; 

• Face to face – Please visit our reception at Trent & Dove Housing Limited, Trinity Square, Horninglow 
Street, Burton upon Trent, DE14 1BL; 

• Social media – Please contact us via our official social media pages on Facebook and Twitter (please 
note, only our official social media pages are monitored). Where a complaint is received via social media, 
we will only communicate with you via the direct messaging (DM) or private messaging function in line 
with Data Protection legislation and to ensure that your privacy and confidentiality is maintained10.  

 

7. 
What 
information do 
I need to 
include in my 
Complaint? 
 

Before making a complaint please read Section 3 and Section 4 above to make sure that the matter you are 
concerned about relates to something that we can accept as a complaint. There are some matters which we are 
unfortunately unable to accept as a complaint and the reasons for this are explained in Section 4 above.  
 
When you make your complaint please let us know: 

1. What you are unhappy about – by providing as much information as you can about how the issue arose 
and what you are unhappy with; 

2. What we have already done to try to resolve the issue (if anything); and 
3. What you would like us to do to try to resolve the matter for you or put things right.  

 
If you can supply copies of documents, pictures or sound or video recordings to support your concerns please 
supply these as they will help us to investigate your concern more quickly.   
 
Please note that, in line with the Data Protection Act 2018, we are unable to accept any sound or video recordings 
of Trent & Dove staff or contractors which have been recorded covertly (secretly) and without their knowledge 

 
7 Section 1.6 – Housing Ombudsman Complaints Code of Practice. 
8 Section 1.7 – Housing Ombudsman Complaints Code of Practice.  
9 Section 2.1 – Housing Ombudsman Complaints Code of Practice.  
10 Section 2.2 – Housing Ombudsman Complaints Code of Practice.  

mailto:complaints@trentanddove.org
http://www.trentanddove.org/
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or permission while they have been performing their duties. The only legal exception to this is where you have a 
reasonable concern that there is criminal wrongdoing or there is a serious health and safety or safeguarding 
concern.  If, after viewing any footage you provide, we believe that your recordings have been collected 
unreasonably or illegally under the Data Protection Act 2018, we will be unable to use it as evidence for your 
complaint and we will explain the reason for this to you in writing.  
 

8. 
What support 
is available to 
help me make 
my Complaint? 

Support is available to anyone who: 

• Would like additional help or assistance to make a complaint, understand how to raise a complaint or 
understand the content of this Complaints Policy; 

• Who does not speak English as their first language or does not understand English well and would like 
help to access language translation services; 

• Is visually impaired or unable to read and would like assistance to understand the content of this policy;  

• Is hearing impaired and would like to access interpretation services conducted in British Sign Language 
(BSL); 

• Is physically or mentally impaired and requires support to understand or access our Complaints Policy.  
 
The following services can be accessed by contacting Trent & Dove’s Customer Service and Insight Team using 
one of the contact methods in Section 6 above: 
 

1. The Language Line service - which provides access to translators who are fluent in a range of European 
and international languages. In addition, access can also be arranged to interpreters who are fluent in 
British Sign Language (BSL) to assist customers who are hearing impaired.  
 

2. Support from Trent & Dove’s Customer Service and Insight Team – who can explain how Trent & Dove’s 
complaint process works and what different parts of this Policy mean in practice.  
 

3. Support from Trent & Dove’s trained Customer Advocates.   Trent & Dove’s Customer Advocates are 
Trent & Dove customers who have been specially trained to support other customers who: 

• feel nervous or apprehensive about raising a complaint and would like some moral support;  

• would like advice about how Trent & Dove’s complaint process works, or how a complaint can 
be made; or  

• would like one-to-one support to make a complaint, including helping someone to write a 
complaint. 
  

4. Support from the Housing Ombudsman Service11 – who can provide free, independent and impartial 
advice via their Dispute Support Advisory Service and are able to support you during the complaints 
process. Details of how to contact the Housing Ombudsman Service can be found in Section 11 below.  

 

9. 
What happens 
after I have 
made my 
complaint?  
 

After you have made your complaint: 
 

1. We will contact you in writing within 5 working days of receiving your complaint12 to: 
a) let you know that we have received your complaint and that we’re working on it;  
b) confirm our understanding of your complaint and our understanding of the outcomes you are 

seeking13.  
 
We may ask you: 

• If we can speak to you - to understand more about your concerns and what you think we should 
do about them, or to get more information from you to help us understand your situation; or 

• To provide more information - such as documents, photos or video or sound recordings which 
will help us to investigate your issue.  

 
2. We will be in touch with you again within 10 working days of receiving your complaint14 to: 

 
11 Section 2.8 – Housing Ombudsman Complaints Code of Practice.  
12 Section 3.11 – Housing Ombudsman Complaints Code of Practice 
13 Section 3.4 – Housing Ombudsman Complaints Code of Practice 
14 Section 3.11 – Housing Ombudsman Complaints Code of Practice 
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a) Provide you with the outcome of your complaint and tell you what we are going to do about it.  
This letter will be titled “Stage 1 Complaint Outcome Letter”; and 

b) Address all the points that you have raised in your complaint and provide clear reasons, written 
in plain English, for any decisions that we have made. Where it is appropriate, we will also 
reference the relevant policy, law or good practice that applies to any decision we have made.15 

 
If it is not possible for us to investigate your complaint thoroughly and reach an effective conclusion within 10 
working days, we will contact you in writing to16: 

a) explain why this is the case; and  
b) give you a date when you should expect to receive a response from us. This will not usually be 

any longer than a further 10 working dates from the date we write to you, unless we give a good 
reason for this.  

 

10. 
What if I am 
unhappy with 
the outcome to 
my complaint? 

If you are unhappy with the outcome we have reached in your complaint, then you have a right to appeal our 
decision and ask us to reconsider it.   

 
Please contact us within 20 working days if you feel that: 

a) Our complaint response has not answered the concerns which you raised in your complaint; 
b) Key pieces of information or evidence which you submitted in support of your complaint have not been 

considered in our response to you; or 
c) You have new or additional information or evidence that you can provide in relation to your complaint 

and you think that we should use it to reconsider the conclusion that we have reached.  
 

When you contact us please let us know: 
1. Why you want to appeal the decision that we have made – i.e. what would you like us to reconsider; 

and 
 

2. The details of any additional information which you can supply in connection with the matters you 
raised in your complaint.  Please note that we are not able to review any brand new or additional issues 
which were not mentioned to us or raised as part of your original complaint.   

 
We will contact you within 5 working days of receiving your request for an appeal to: 

a) Let you know that we have received your request for an appeal; 
b) Confirm whether we will be accepting your request for an appeal; and  
c) Confirm our understanding of the reasons why you wish to appeal the decision reached at Stage 1 of 

the Complaints Process.  If we are unsure of the reasons why you wish to appeal we may contact you 
to get further information.  

 
If we cannot accept your request for an appeal we will explain the reason for this to you clearly in writing. An 
example of this is a situation where the outcome of your complaint reflects an opinion or decision made by a 
statutory authority or external body whose opinion T&D is unable to influence or change.  

 
We will contact you in writing within 20 working days of receiving your request for an appeal with the outcome 
of your appeal.  This letter will be titled “Stage 2 – Outcome of Complaint Appeal”.  
 
If it is not possible for us to investigate your complaint thoroughly and reach an effective conclusion within 20 
working days, we will contact you in writing to: 

a) explain why this is the case; and  
b) give you a date when you should expect to receive a response for us. This will usually not be any longer 

than a further 10 working dates from the date we write to you, unless we give you a good reason for 
this. 

 
When providing you with the outcome of your appeal we will: 

1. Address all points that you raised in your appeal request; and  

 
15 Section 3.14 – Housing Ombudsman Complaints Code of Practice 
16 Section 3.11 – Housing Ombudsman Complaints Code of Practice. 
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2. Provide clear reasons in plain English for any decisions we have made. Where it is appropriate, we 
will reference the relevant policy, law or good practice that applies to any decision we have made.17  

 
The “Stage 2 – Outcome of Complaint Appeal” letter will be Trent & Dove’s full and final decision in connection 
with your complaint.  In the letter we will advise you that: 

1. No further review of your complaint will be undertaken, and your complaint will be closed; 
2. If you are unhappy with the outcome of your appeal you are entitled to approach the Housing 

Ombudsman Service for further advice. More information about how you can do this can be found in 
Section 11 below.  

 

11. 
Who are the 
Housing 
Ombudsman 
Service - and 
how can I 
contact them?  
 

The Housing Ombudsman Service is a public body sponsored by the Government’s Ministry for Housing, 
Communities and Local Government. The Ombudsman’s role is to look at complaints about the housing 
organisations who have voluntarily chosen to register with them. Their service is free, independent and impartial.   
 
Only tenants of social landlords are eligible to have their concerns investigated by the Housing Ombudsman 
Service. The Housing Ombudsman Service is only able to consider complaints that have been referred to them 
by: 

• a 'designated person' (i.e. an MP or Councillor); or  

• by the tenant themselves, once 8 weeks have passed from the completion of Trent & Dove’s internal 
complaints process. 

 
If you are a customer of Trent & Dove and you are unhappy with the outcome of a complaint that you have 
made to us, you have the right to take your concerns to The Housing Ombudsman Service for further 
consideration.  
 

Before they can investigate your complaint, the Housing Ombudsman Service will expect you to have18: 

1. Raised your concerns with Trent & Dove as a formal complaint first;  

2. Fully exhausted Trent & Dove’s complaints process and been provided with Trent & Dove’s full and final 
written response to your complaint; and   

3. Waited 8 weeks from the date you received Trent & Dove’s full and final written response to your 
complaint before you can raise your concerns with the Housing Ombudsman Service.  

 
You can find out more information about the Housing Ombudsman Service, its role and jurisdiction and how it 
investigates concerns that are made to it on its website – www.housing-ombudsman.org.uk 
 
The Housing Ombudsman Service prefers customers to raise concerns using its online complaint submission form 
which can be accessed at: https://www.housing-ombudsman.org.uk/residents/make-a-complaint/. 
Alternatively, customers can write to: “The Housing Ombudsman Service, PO Box 152, Liverpool, L33 7WQ”.  
 
The Housing Ombudsman Service is also able to provide help and advice to tenants who are considering making 
a complaint to their landlord. To speak to one of the Housing Ombudsman Service’s Dispute Support Advisors 
please call 0300 111 3000 (Lines are open 9.15am to 5.15pm Monday to Friday).  
 

12. 
What is Trent 
& Dove’s 
approach to 
Unacceptable 
Behaviour? 
 

Trent & Dove is committed to resolving complaints promptly, politely and fairly. We will always behave 
professionally and treat anyone who makes a complaint with courtesy, respect and understanding.  
 
In return, we ask that those who make complaints treat the members of staff who are working on their complaint 
with courtesy and respect. Our staff have a reasonable expectation that they will be able to undertake their work 
without risk of threat, pressure, intimidation or verbal abuse and we will support any member of staff who 
experiences this in line with the terms of our Managing Unacceptable Behaviour Policy.  
 
Some examples of behaviour which could trigger Trent & Dove’s Managing Unacceptable Behaviour Policy 
include (but are not limited to): 

 
17 Section 3.14 – Housing Ombudsman Complaints Code of Practice 
18 Section 3.9 – Housing Ombudsman Complaints Code of Practice.  

https://www.gov.uk/government/organisations/department-for-communities-and-local-government
https://www.gov.uk/government/organisations/department-for-communities-and-local-government
http://www.housing-ombudsman.org.uk/
https://www.housing-ombudsman.org.uk/residents/make-a-complaint/
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a) Unreasonable demands (e.g. requesting large volumes of information, asking for responses within a 
short space of time, refusing to speak to an individual or insisting on speaking with another)  

b) Unreasonable persistence (refusing to accept the answer that has been provided, continuing to raise 
the same subject matter without providing any new evidence, continuously adding to or changing the 
subject matter of the complaint) 

c) Verbal abuse, aggression, violence (this is not just limited to actual physical or verbal abuse but can 
include derogatory remarks, rudeness, inflammatory allegations and threats of violence) 

d) Overload of letters, calls, emails or contact via social media (this could include the frequency of contact 
as well as the volume of correspondence received as well as the frequency and length of telephone calls).  

 
Our Managing Unacceptable Behaviour Policy sets out how we deal with unacceptable behaviour in a complaints 
context and sets out some of the arrangements that we may put in place with customers who persistently 
demonstrate this behaviour.   Please contact our Customer Service and Insight Team using one of the contact 
methods in Section 6 above if you would like to see a copy of this Policy. 

 

13. 
What is Trent 
& Dove’s 
approach to 
paying 
compensation? 

Trent & Dove’s approach to Compensation is set out in our Compensation Policy. Please contact our Customer 
Service and Insight Team using one of the contact methods in Section 6 if you would like to see a copy of this 
Policy. 
 

When considering an appropriate remedy for a complaint, Trent & Dove will consider a range of possible solutions 
– including: 

1. Issuing a formal apology-  in the event of a service failure where the customer has not incurred 
financial loss but may have been considerably inconvenienced, a manager may, at their discretion, 
offer a small complimentary gift up to the value of £50, in addition to an apology, as an 
acknowledgement of the inconvenience caused. 

2. Undertaking remedial works (if these are appropriate); 
3. Arranging for damaged items to be replaced, with the product ordering process and replacement 

cost to be undertaken and borne by Trent & Dove;  
4. Issuing a rent credit to a customer’s rent account; 
5. Passing a civil issue to the organisation’s external legal advisors – so that a civil remedy can be 

negotiated; or 
6. Passing issues to our insurer, for remedy under Trent & Dove’s insurance policies.   

 
Generally, Trent & Dove does not offer cash as compensation. This is because:  

a) As a non-profit, we are required to safeguard public funds; 
b) We consider there to be an appropriate range of alternative remedies at our disposal to make amends 

when things go wrong; 
c) Safeguarding the health and wellbeing of our customers is our key concern; we wish to deter and prevent 

a ‘cash compensation culture’, which can sometimes prevent serious disrepair or health or safety issues 
from being reporting to us promptly, until they represent a serious risk of harm. 

 

14. 
Recording 
complaints and 
using learning 
from 
complaints 
 

All complaints will be logged as soon as they are received by the Customer Service & Insight Team and full records 
of the complaint will be kept for the lifetime of the complaint and for up to two years after the complaint has 
concluded.  
 
The number and type of complaints we receive are monitored by the organisation and by the Board via Key 
Performance Indicators (KPIs) and the learning and insight gained from complaints is used to continuously 
improve the services we provide.  
 
Once a year, the key learning from complaints is shared with our customers, partners, contractors and 
stakeholders in our Customer Annual Report video, which is produced by our customers for our customers.  You 
can access the video on Trent & Dove’s website – www.trentanddove.org  
 
From time to time, we may contact customers or service users who have been through our complaints process 
to carry out a satisfaction survey and assess how satisfied customers were with the way we handled their 
complaint.  The output from these surveys will be used to continuously improve our Complaints Policy and 
complaint handling processes. 

http://www.trentanddove.org/
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15. 
Policy Review 
and Approval 

This Policy is written by the Head of Governance and Legal and approved by Trent & Dove’s Operations 
Committee (a Committee of the Board of Trent & Dove Housing Limited).  
 
This Policy is reviewed every two years for continuous improvement purposes and to incorporate changes in the 
law and best practice.  
 

 

 

 

 

 


