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Summary

St Martins aims to provide an excellent service to all of our
residents, ensuring that they feel both valued and respected.
We acknowledge that sometimes things go wrong and when
they do, we aim to put things right as soon as possible. We
believe that complaints are an excellent opportunity to listen
and respond to our residents in a proactive way. This policy
aims to a) set out a definition of a complaint that can be clearly
understood by both residents and staff, b) take a proactive and
fair approach to managing complaints, c) ensure we put things
right within reasonable timescales, d) enable and empower our
staff to deal with complaints effectively and quickly, e) be
responsive to the needs of our residents, f) be open,
transparent and easy to understand, g) help us to learn from
complaints and shape our services as a result, h) set out a
process for dealing with unreasonable complaints.
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1. INTRODUCTION

1.1. St Martins aims to provide an excellent service to all of our residents, ensuring that
they feel both valued and respected. We acknowledge that sometimes things go
wrong and when they do, we aim to put things right as soon as possible. We believe
that complaints are an excellent opportunity to listen and respond to our residents in
a proactive way.

1.2. St Martins will comply with the Complaint Handling Code 2024 as set out by the
Housing Ombudsman.

2. PURPOSE
2.1. This policy aims to:

e Set out a definition of a complaint that can be clearly understood.
 Take a proactive and fair approach to managing complaints.
* Ensure we put things right within reasonable timescales.
* Enable and empower our staff to deal with complaints effectively and quickly.
* Be responsive to the needs of our residents.
* Be open, transparent, and easy to understand.
* Help us to learn from complaints and shape our services as a result.
» Set out a process for dealing with unreasonable complaints.

3. SCOPE

3.1. The complaints process aims to ensure that learning from feedback is used to
improve the quality of service provided by St Martins. We recognize that from time
to time things go wrong but we believe that most problems can be easily resolved;
we aim to get it right the first time so every effort will be made to resolve matters at
the point of a complaint being made.

3.2. Ourview is that the dissemination of learning from complaints is essential to ensuring
improved care and support. The Senior Leadership Team will be responsible for

providing an overview of complaints and ensuring local lessons are applied as
required.

4. DEFINITIONS USED IN THIS POLICY

4.1 Complaint: St Martins uses the Housing Ombudsman’s definition which is “an
expression of dissatisfaction, however, made, about the standard of service, actions
or lack of action by the organisation, its own staff, or those acting on its behalf,
affecting an individual resident or group of residents”.
In broader terms, a complaint could be when a resident feel’s:
¢ We have failed to adequately respond to their initial request.
¢ We have been unhelpful or rude.
¢ We have failed to meet our stated standards or promises.
¢ We have given unclear, misleading or unsuitable advice.
¢ We have not complied with our policies or procedures.

5. ROLES AND RESPONSIBILITIES
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5.1. The Chief Executive is accountable for the implementation of this policy. The Chief
Executive is also the owner of this policy, responsible for keeping an overview and
ensuring that the procedure is reviewed and updated as appropriate.

5.2. Managers are responsible for ensuring their direct reports are aware of this policy
and its procedure, how to access it and when to use it. Managers are also
responsible for ensuring their direct reports have the knowledge and skills to
implement this procedure.

5.3. Staff are responsible for taking appropriate steps to familiarise themselves with the
procedure. All staff must be suitably trained in the importance of complaint
handling.

5.4. The Director of Operations is assigned to take responsibility for complaint handling,
including liaison with the Ombudsman and ensuring complaints are reported to the
Board. In terms of the Complaint Handling Code, this person is referred to as the
‘complaints officer’. This role may be in addition to other duties.

5.5. The complaints officer has access to staff at all levels to facilitate the prompt
resolution of complaints. They have the authority and autonomy to act to resolve
disputes promptly and fairly.

5.6. A member of the Board must be appointed to have lead responsibility for
complaints to support a positive complaint-handling culture. This person is referred
to as the Member Responsible for Complaints (‘the MRC’). The MRC will be
responsible for ensuring the board receives regular information on complaints that
provides insight into the landlord’s complaint-handling performance.

6. Complaints Policy
6.1. Handling of complaints

6.1.1. We will always try to deal with any dissatisfaction from a resident as quickly as
possible and seek to resolve this with the resident. Therefore, in the first
instance, all staff will try and find a resolution. However, if we are unable to reach
a satisfactory resolution, we will seek to address and rectify the issue within our
two-stage formal complaints process. At all stages the objective is to investigate
and respond as quickly as possible, agreeing a timescale with the resident and
keeping them informed of any delays.

6.1.2. A resident does not have to use the word ‘complaint’ for it to be treated as
such. Whenever a resident expresses dissatisfaction St Martins will give them the
choice to make a complaint.

6.1.3. A complaint can be submitted via a third party or representative and must be
handled in line with our complaints policy. A third party can be family, friends, or
a care team.

6.1.4. St Martins recognises the difference between a service request and a
complaint. A service request is a request from a resident to the landlord requiring
action to be taken to put something right. Service requests are not complaints,
but must be recorded, monitored, and reviewed regularly. St Martins will
continue to complete the service request if this turns into a complaint.

6.1.5. It is important that complaints are seen as a core service and St Martins is
committed to ensuring that the organisation is resourced to handle complaints
effectively.
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6.1.6. Residents can raise their complaints in any way they wish and with any
member of staff. All staff must be aware of the complaints process and be able
to pass details of the complaint to the appropriate person.

6.1.7. Residents can make a complaint either verbally or in writing. Staff can support
them to document their complaint and support them to ensure it goes to the
right person. If residents wish to do this in writing, this can be in the form of a
letter, email, or using the St Martins complaint form (Appendix 1).

6.1.8. Staff will always consider the Equality Act 2010 and will anticipate the needs
and reasonable adjustments of residents who may need to access the complaints
process. Residents might need support with writing, and language or might have
other needs around accessibility. Staff will offer appropriate support to ensure
residents can complain and the process is simple and easy for them.

6.1.9. The investigating officer will make reasonable adjustments for residents where
appropriate under the Equality Act 2010 and will keep a record of any reasonable
adjustments agreed upon. They will keep a record of any disabilities a resident
has disclosed during the process. Any agreed reasonable adjustments must be
kept under active review.

6.1.10. When a complaint is made, it shall be acknowledged and logged at each stage
of the complaint’s procedure. We will confirm our understanding of the
complaint and the outcomes being sought with the resident. Clarification should
be sought if the complaint is not clear.

6.1.11. If there is more than one issue contained in a formal complaint, each item
should be given a separate reference number. Any complex complaints will be
shared with our legal provider for support with the process.

6.1.12. St Martins will encourage residents to have a representative present at any
meetings or have them deal with the complaint on their behalf. This person can
be an advocate, care team, friend, or family.

6.1.13. Whilst we believe it is important to agree on timescales at the outset, we will
always aim to comply with the timescales set out by the Ombudsman as follows:

e Stage one decision will be given within 10 working days from
the acknowledgment of the complaint. If this is not possible then complaint
resolution does not normally exceed a further 10 days without good reason
and the resident must be sent the details of the ombudsman with the
extension letter.

e Stage two response will be given within 20 working days from
the acknowledgment of the stage two complaint. If this is not possible an
explanation and a date when the stage two response will be received will be
given and will not normally exceed a further 10 working days without good
reason and the resident must be sent the details of the ombudsman with the
extension letter.

6.1.14 We will support residents in solving any general feedback, suggestions, or

concerns as quickly as possible. The early and local resolution of issues between St

Martins and residents is key to our effective complaint handling. We do not have any

extra named stages (such as ‘stage 0’ or ‘informal complaint’) and as soon as a resident

states they are dissatisfied we proceed with stage 1 below.

6.2 Formal Complaints

Version: 3 Review Date:20/8/26
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6.2.1 All formal complaints must be forwarded to the email address:
complaints@stmartinoftours.org.uk as soon as they are received. They will then be
acknowledged by the Director of Operations within five working days of this being
received. The Director of Operations will use the ‘Acknowledgement Letter for
Complaints’ (Appendix 2).
6.2.2 The Director of Operations will also appoint the Investigating Officer for the
complaint. The Investigating Officer will be able to:

e act sensitively and fairly.
Trained to receive complaints and deal with distressed and upset residents.
e Has access to staff at all levels to facilitate quick resolution of complaints.
Has the authority and autonomy to act to resolve disputes quickly and fairly.
6.2.3 At each stage of the complaints process, the complaint investigator must:

e deal with complaints on their merits, act independently, and have an open

mind;
e give the resident a fair chance to set out their position;
e take measures to address any actual or perceived conflict of interest;
e and consider all relevant information and evidence carefully.

6.2.4 The Investigating Officer will arrange to interview the complainant and a full written
statement taken. The person making the complaint may have a copy of this statement if
they wish.

6.2.5 In line with the Housing Ombudsman’s Complaint Handling Code, formal complaints
will be dealt with in two stages. Where the complaint is handled by a third party (e.g. a
contractor or independent adjudicator) it will form part of St Martins two-stage
complaints process set out in this policy and not an additional stage or process. The 3
party will have to adhere to the ombudsman complaint handling code.

6.2.6 When a complaint is logged St Martins will acknowledge the complaint and set out
their understanding of the complaint and the outcomes the resident is seeking. This is
referred to as “the complaint definition”. If any aspect of the complaint is unclear, the
resident must be asked for clarification.

6.2.7 When a complaint is acknowledged at either stage, St Martins will be clear which
aspects of the complaint they will investigate and are responsible for. St Martins will
clarify any areas where they are not responsible and make this clear.

6.3 Stage One Complaint

6.3.1If aresident’s issue or complaint cannot be resolved and they express dissatisfaction
we will escalate it to a stage one formal complaint. Once an acknowledgment letter has
been sent the appointed Investigating Officer will contact the resident within two
working days to discuss the matter and try to find a positive resolution; wherever possible
they will meet with the resident face to face. At this point, the Investigating Officer will
agree on a timescale with the resident.

6.3.2 The Investigating Officer will aim to complete the investigation as quickly as possible
and will feedback to the resident, normally in person, followed by an outcome letter
detailing the outcome and any agreed actions.

6.3.3 Complaints must be addressed within ten working days from receipt of
the complaint. If this is not possible, an explanation and a date by when the stage one

Version: 3 Review Date:20/8/26
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response should be received. This will not normally exceed a further ten days without
good reason.
6.3.4 However, if the complaint relates to serious issues of safety, these must be
investigated as a matter of urgency. When complaints are escalated as a safeguarding
matter, the Police can become involved. In some cases, the Police may request that the
complaint investigation be delayed pending the outcome of their investigation.
6.3.5 On completion of stage one, the resident will receive an outcome letter in clear,
plain language highlighting (Appendix 3):

e the complaint stage.

e the complaint definition.

e the decision on the complaint.

e the reasons for any decisions made.

e the details of any remedy offered to put things right.

e details of any outstanding actions.

» details of how to escalate the matter to stage two if they are not satisfied with the

answer.

6.3.6 Where residents raise additional complaints during the investigation, they will be
incorporated into the stage 1 response if they are related and the stage 1 response has
not been issued. Where the stage 1 response has been issued, the new issues are
unrelated to the issues already being investigated or it would unreasonably delay the
response, the new issues must be logged as a new complaint.

6.4 Stage Two Review
6.4.1 If the resident feels we have not dealt with their complaint effectively at stage one,
they can request for their complaint to be reviewed and this will start the stage two
complaint.
6.4.2 Stage 2 complaints will be acknowledged within 5 working days of receiving the
complaint. The review may be carried out by the Operations Manager or a member of
the Senior Leadership Team who will investigate the matter as quickly as possible,
providing an outcome letter detailing the outcome and any agreed actions.
6.4.3 Under stage two, complaints must be reviewed within 20 days. If this is not possible,
the resident will be given an explanation and a date when the stage two response will be
received. This will not normally exceed a further 10 working days without good reason.
Details of the housing ombudsman should go out to the resident with the letter of
extension.
6.4.4 Residents are not required to explain their reasons for requesting a stage 2
consideration. St Martins will make reasonable efforts to understand why a resident
remains unhappy as part of its stage 2 response.
6.4.5 The person considering the complaint at stage two, will not be the same person
that considered the complaint at stage one.
6.4.6 On completion of stage two, the resident will receive an outcome letter in clear,
plain language highlighting (Appendix 4):

* the complaint stage.

¢ the complaint definition.

e the decision on the complaint.

e the reasons for any decisions made.

e the details of any remedy offered to put things right.

e details of any outstanding actions.

Version: 3 Review Date:20/8/26
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e details of how to escalate the matter to the Ombudsman Service if the individual
remains dissatisfied.

6.5 Outcomes

6.5.1 At any stage, the complaint may be upheld, partially upheld, or not upheld and this
will be communicated in any outcome letter. At all stages, our objective is to find a
positive resolution, although there will be times when the resident’s desired outcome is
simply not possible/reasonable.

6.5.2 St Martins will respond as soon as the investigation is completed and the answer to
the complaint is known, even if there are outstanding actions required to address the
issue. Outstanding actions must still be tracked and actioned promptly with appropriate
updates provided to the resident.

6.5.3 The investigating officer must address all points raised in the complaint definition
and provide clear reasons for any decisions, referencing the relevant policy, law, and
good practice where appropriate.

6.5.4 The investigating officer must complete the investigating report (Appendix 6) fully
and send this with all documents to the complaints officer through the complaints email
address.

6.6 Documentation
6.6.1 A full record must be kept of the complaint, and the outcomes at each stage. A
“Complaints Register” forms part of St Martins monitoring log and will be kept by the
Director of Operations and will include:

¢ A unique identifier for each complaint.

e Details of the person making the complaint

e Details of any other person implicated in the complaint

e Lists of documentation reviewed during the investigation

e Details of any witnesses interviewed.

* Whether the complaint was upheld, partially upheld, or not upheld.

e all correspondence with the resident, correspondence with other parties, and any

relevant supporting documentation such as reports or surveys.

6.7 Putting things right.

6.7.1 Where something has gone wrong St Martins must acknowledge this and set out
the actions it has already taken, or intends to take, to put things right. These might
include but are not limited to:

J Apologising;

J Acknowledging where things have gone wrong;

J Providing an explanation, assistance, or reasons;

J Taking action if there has been a delay;

J Reconsidering or changing a decision;

J Amending a record or adding a correction or addendum;
J Providing a financial remedy;

. Changing policies, procedures, or practices.

6.7.2 Any remedy offered must reflect the impact on the resident as a result of any fault
identified. The remedy provided must outline what will happen and by when, in
agreement with the resident, where appropriate. Any remedy proposed must be
followed through to completion and can be done at any time throughout the process.

Version: 3 Review Date:20/8/26
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6.7.3 St Martin's will consider the guidance issued by the Ombudsman when deciding on
appropriate remedies.

6.7.4 Staff will aim to remedy the situation at the earliest possible time, and at any point
during the complaint, without any need to escalate.

6.8 Closing Complaints

6.8.1 Complaints will be closed if no request for a review has been received within ten
working days of the date of the outcome letter. Further complaints, even if of a similar
nature, will be treated as new complaints unless the complaint is due to the fact we have
not completed the agreed actions in the outcome letter. Closed complaints will not be
reopened.

6.9 Independent Review
6.9.1 If a complaint is not resolved at the end of our internal complaint process, the
resident can:

e Refer the matter to a Designated Person OR

* Wait eight weeks and refer the matter directly to the Housing Ombudsman OR

e Refer the matter directly to the Local Government and Social Care Ombudsman
6.9.2 A Designated Person may be a local Councillor (excluding County or Parish
Councillors) or a Member of Parliament. A designated person does not have any powers
but we will work with them positively to find an outcome that is fair and agreed upon by
both parties. At this stage, we may meet with the designated person; this will be done
without the resident present.
6.9.3 For more information about designated persons, the Local Government and Social
Care Ombudsman, and the Housing Ombudsman, the resident may visit the relevant
websites at https://www.lgo.org.uk/adult-social-care (telephone: 0300 061 0614) or
http://www.housing-ombudsman.org.uk (telephone 0300 111 3000). We will provide
early advice to residents regarding their right to access the Local Government and Social
Housing Ombudsman as well as the Housing Ombudsman Service, not only at the point
they have exhausted the complaints process.

6.10 Unreasonable Complaints and complaints not investigated.

6.10.1 St Martin will not take a blanket approach to exclude complaints; we will consider
the individual circumstances of each complaint.

6.10.2 We reserve the right to refuse to consider or review complaints when a resident’s
actions or behaviours are deemed to be unreasonable or unacceptable. We will always
try to find a way to work with residents before reaching this stage and we always aim to
respond proportionately and fairly. However, very occasionally, we will have to use this
clause to ensure the safety and wellbeing of our staff and protect St Martins resources.
We are a small organisation and one complainant behaving in an unreasonable manner
can take up significant resources in a very small team; this, in turn, can have an impact
on the service offered to other service users/residents.

6.10.3 There are certain circumstances in which a matter will not be considered as a

complaint or escalated, and St Martin will discuss this with a resident and will aim to be
fair and reasonable. Acceptable exclusions include:
e The issue giving rise to the complaint occurred over twelve months ago.
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e Legal proceedings have started. This is defined as details of the claim, such as the
Claim Form and Particulars of Claim, having been filed at court.

e Matters that have previously been considered under the complaints policy.

6.10.4 St Martins accepts complaints referred to them within 12 months of the issue

occurring or the resident becoming aware of the issue unless they are excluded on

other grounds. St Martin will apply discretion to accept complaints made outside this

time limit where there are good reasons to do so.

6.10.5 If we decide not to accept a complaint, an explanation will be provided to the

resident setting out the reasons why the matter is not suitable for the complaints

process and the right to take that decision to the Ombudsman. If the Ombudsman does

not agree that the exclusion has been fairly applied, the Ombudsman has the right to

tell St Martin to investigate the complaint.

6.10.6 Unacceptable behaviour from residents and/or their representatives will be dealt

with through our antisocial behaviour policy. St Martins will evidence of reasons for

putting any restrictions in place and will keep these under regular review. Any

restrictions placed on contact due to unacceptable behaviour will be proportionate and

in line with the provisions of the Equality Act 2010.

6.11 Withdrawal of Complaints

6.11.1 Withdrawal of a complaint will be investigated to ensure it represents a true denial
that the matter originally complained of occurred and the ‘Letter to withdraw complaint’
(Appendix 5) will be used. On occasions, the Complaints Officer may feel there are
grounds to move forward with the investigation, despite a withdrawal letter being
completed.

6.12 Suggestions and Compliments

6.12.1 Staff will also encourage suggestions and compliments from residents, family, and
friends through actively seeking feedback in order to improve service.

6.12.2 Managers will ensure that this is tracked on the monitoring Log with complaints.

6.13 Organisational Learnings.

6.13.1 St Martins will look at the circumstances of the individual complaint and consider
whether service improvements can be made as a result of any learning from the
complaint. Where there is wider learning and improvements St Martin will report back to
residents and publish a report on the website of learnings. All learnings will be recorded
on the investigation report.

6.13.2 St Martins believes that a positive complaint-handling culture is integral to the
effectiveness with which we resolve disputes. Complaints are used as asource of
intelligence to identify issues and introduce positive changes in service delivery.

6.13.3 St Martin approaches all complaints with accountability and transparency which is
seen as integral to a positive complaint handling culture.

6.13.4 St Martins Landlords must appoint a suitably senior lead person as accountable for
their complaint handling. This person must assess any themes or trends to identify
potential systemic issues, serious risks, or policies and procedures that require revision.
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6.13.5 St Martins objective about complaint handling is for all relevant employees or third
parties to:

e have a collaborative and cooperative approach towards resolving complaints,
working with colleagues across teams and departments;

e take collective responsibility for any shortfalls identified through complaints,
rather than blaming others; and

e act within the professional standards for engaging with complaints as set by any
relevant professional body.

7. CONSULTATION
7.1 No consultation is required for this policy.

8. TRAINING
8.1 This policy is available on SharePoint, our website, and Our electronic System. All staff
will be expected to sign on to our electronic system to confirm they have understood its
contents. Further guidance on this policy can be provided by line managers.

9. DISSEMINATION AND DISTRIBUTION
9.1 Our Transformational Team will arrange for the policy to be uploaded to the staff
intranet page and our electronic system; staff will be notified of all policy activity through
St Martin’s internal communication.
9.2 Access will be we will be the primary location for all policies and other written control
documents to ensure that staff can access the most up-to-date versions. Where hard
copies need to be circulated, these should be downloaded from the intranet site by the
appropriate Line Manager.

10. IMPLEMENTATION AND MONITORING

10.1 We will record and monitor every complaint including details such as what the
complaint was about, how it was resolved, how quickly it was resolved, and what we
learned. We will produce an annual summary of lessons learned and service
improvements made. Performance regarding complaint handling will be reported
quarterly to the Board.
10.2 St Martins does not see high volumes of complaints as a negative, rather we view
this as an opportunity to learn and improve. This can also be indicative of a well-
publicised and accessible complaints process. Low complaint volumes are potentially a
sign that residents are unable to complain or do not know how to. This will be monitored
through a complaints log.
10.3 St Martins will produce an annual complaints performance and service improvement
report for scrutiny and challenge, which will include:

e An annual self-assessment against the complaints handling Code to ensure their

complaint handling policy remains in line with its requirements.
e a gqualitative and quantitative analysis of our complaint handling performance. This
will include a summary of the types of complaints we have refused to accept if any;

e any findings of non-compliance with this Code by the Ombudsman;

e the service improvements made as a result of the learning from complaints;

e any annual report about the landlord’s performance from the Ombudsman; and
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e any other relevant reports or publications produced by the Ombudsman about St

Martins.

10.4 The annual complaints performance and service improvement report must be
reported to the Board and published on the website. The Boards response to the report
must be published alongside this.

10.5 Landlords must also carry out a self-assessment following a significant restructure,
merger, and/or change in procedures or St Martins may be asked to review and update
the self-assessment following an Ombudsman investigation.

10.6 If St Martins is unable to comply with the Code due to exceptional circumstances,
such as a cyber incident, we will inform the Ombudsman, provide information to
residents who may be affected, and publish this on their website. St Martins will also
provide a timescale for returning to compliance with the Code.

10.7 As a minimum, the MRC and the governing body (or equivalent) must receive:

e regular updates on the volume, categories, and outcomes of complaints,
alongside complaint handling performance;

e regular reviews of issues and trends arising from complaint handling;

e regular updates on the outcomes of the Ombudsman’s investigations and
progress made in complying with orders related to severe maladministration
findings; and

e annual complaints performance and service improvement report.

11. REVIEW
11.1 The policy and procedure contained within this document will be in place for three
years. An earlier review can take place should exceptional circumstances arise resulting
from this policy; in whole or in part, being insufficient for the purpose and/or if there are
legislative changes.
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Appendix 1: Complaint/Compliment/ Suggestion Form

This form is for residents or staff to document any complaints/compliments/suggestions from
residents. We encourage feedback so that we can improve our services.

Name of resident:

Service:

Name of the person who completed

the form:

Formal complaint/ suggestion/ compliment:
Details of complaint/ compliment/ suggestion: Tell us briefly what has happened

Desired Outcome: What would you like to see happen next?

Staff Signature:

(If applicable)
Date:

Resident signature:

Date:
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Appendix 2

ACKNOWLEDGEMENT LETTER FOR COMPLAINTS:
<Name & Address of Service>

<Date>

Dear <Name>

Re: Your complaint about <State general nature of the complaint in the 1st person>

Thank you for contacting us about your complaint. | am sorry to learn of your experience. Please be
assured that we will investigate this thoroughly. | am writing to confirm receipt of the complaint
which we received on <insert date> made by letter / in person/telephone message/telephone

call/email/text (Delete as necessary).

To help us investigate this | have given your complaint a reference number of . It would
be helpful if you could tell me this number when raising any queries.

| have recorded your complaint as:

Enter specifics of the complaint:

Your complaint is being investigated by . They will want to talk to you about your
complaint. They will also ask you what you want to happen to put the complaint right.

| will come back to you with the outcome of the investigation as quickly as possible and ideally
within ten working days. If this is not possible, | will provide you with an explanation and a date by
which your response should be received. This will not normally exceed a further 10 days without
good reason.

You should be aware that during the investigation the Investigating Officer may see records about
you that are confidential. If this is necessary they will only look at records that relate to this
complaint. They will also ensure that any records they use are kept safe and private.

Thank you for taking the time to raise this complaint with us. We welcome all feedback as this
provides us with valuable insight into the services we provide and can inform the way we improve

them.

Yours sincerely
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Appendix 3

OUTCOME LETTER FOR STAGE 1 FOR COMPLAINTS:
<Name & Address of Service>

<Date>

Dear <Name>

Complaint Ref No: <Enter complaint number>
Stage:

Re: Your complaint about (State the general nature of the complaint in the first person)

Thank you for your complaint which has been investigated by myself (Name of the 10), (their
designation). Information was gathered from the staff directly involved in your complaint, any
relevant documentation, and any witnesses to this incident.

Option 1 — Not to be taken any further

| looked carefully at the evidence relating to your complaint and on this occasion did not find enough
evidence to support your complaint. Therefore, on this occasion, there is no further action to be
taken and the reasons for this are...

Include a summary of how the decision was reached, referring to the evidence.
Outcome — Not Upheld

Option 2 — Some action needed
| looked carefully at the evidence relating to your complaint and on this occasion found evidence
that some action is needed. The reasons for this are...

Include a summary of how the decision was reached, referring to the evidence.

| am sorry that the service you have received has not been as we would wish. We would like to
reassure you that we will be taking the following action to ensure similar situations do not arise in
the future.

Write a short paragraph outlining the actions that are to be taken to address the issues that led to
the complaint requiring some action.

Outcome — Partly Upheld
Option 3 — Action needed
| looked carefully at the evidence relating to your complaint and on this occasion found evidence

that action is needed. The reasons for this are...

Include a summary of how the decision was reached, referring to the evidence. We acknowledge
that the service you have received has not been as we would wish and we would like to apologise for

Version: 3 Review Date:20/8/26
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this. We would like to reassure you that we will be taking the following action to ensure similar
situations do not arise in the future.

Write a short paragraph outlining the actions that are to be taken to address the issues.
Outcome: Upheld

A summary of your complaint will also be included in the monthly complaint report provided to the
Senior Leadership Team who will progress any actions and lessons learnt.

If you are not happy with the outcome of this complaint you have the option to request a stage two
review either in writing to:

Complaints Officer

St Martin of Tours

Head Office
Halkin/Mainframe,

24 Eversholt Street, Euston,
NW1 1AD

OR by email to:
complaints@stmartinoftours.org.uk

Yours sincerely

Version: 3 Review Date:20/8/26
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APPENDIX 4

OUTCOME LETTER FOR STAGE 2 FOR COMPLAINTS:
<Name & Address of Service>

<Date>

Dear <Name>

Complaint Ref No: <Enter complaint number>
Stage:

Re: Your complaint about (State general nature of complaint in the first person)

Thank you for your complaint which has been reviewed. As the Reviewing Officer, in this instance
(Name of the RO), (their designation), | have reviewed your complaint.

Option 1 — Not to be taken any further

| looked carefully at the evidence relating to your complaint and on this occasion did not find enough
evidence to support your complaint. Therefore, on this occasion there is no further action to be
taken and the reasons for this are...

Include a summary of how the decision was reached, making reference to the evidence.
Outcome — Not Upheld

Option 2 — Some action needed
| looked carefully at the evidence relating to your complaint and on this occasion found evidence
that some action is needed. The reasons for this are...

Include a summary of how the decision was reached, making reference to the evidence.

| am sorry that the service you have received has not been as we would wish. We would like to
reassure you that we will be taking the following action to ensure similar situations do not arise in
the future.

Write a short paragraph outlining the actions that are to be taken to address the issues that led to
the complaint requiring some action needed.

Outcome — Partly Upheld

Option 3 — Action needed
1) looked carefully at the evidence relating to your complaint and on this occasion found evidence
that action is needed. The reasons for this are...

Include a summary of how the decision was reached, making reference to the evidence. We
acknowledge that the service you have received has not been as we would wish and we would like
to apologise for this. We would like to reassure you that we will be taking the following action to
ensure similar situations do not arise in the future.
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Write a short paragraph outlining the actions that are to be taken to address the issues.

Outcome: Upheld

If you are not happy with the outcome of this complaint you have the option to refer the matter to
a:

e Designated Person OR

e  Wait eight weeks and refer the matter directly to the Housing Ombudsman OR

o Refer the matter directly to the Local Government and Social Care Ombudsman

A Designated Person may be a local Councillor (excluding County or Parish Councillors)
or a Member of Parliament.

To make a complaint to the Housing Ombudsman, please visit:
https://www.housing-ombudsman.org.uk/residents/make-a-complaint/

To make a complaint to the Local Government and Social Care Ombudsman, please visit:
https://www.lgo.org.uk/adult-social-care

Yours sincerely
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Complaints Policy

APPENDIX 5
Dear Complaints Officer
RE: Letter to withdraw complaint: [ENTER COMPLAINT REF NO]

l, , wish to withdraw my complaint regarding

The reasons for withdrawing my complaint are,

Yours sincerely

Name
Signature

Complainant
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APPENDIX 6
COMPLAINT INVESTIGATION REPORT
SERVICE NAME HERE
Please type or write clearly in black ink Expected completion date
Complaint reference number:
Name of Complainant:
Location relating to complainant:
Investigation Officer:
Nature of Complaint:
Date Investigation Started:
Timeline of events within the investigation process:
Date: Event:
State the name and designation of people interviewed (make sure witness statements are
attached to this report):
List any documents referred to during the investigation (attach copies where necessary):
Findings (facts established)
Conclusion for each element of the complaint based on evidence: Upheld
Not upheld
Partially Upheld
Withdrawn
Conclusion for each element of the complaint based on evidence: Upheld
Not upheld
Partially Upheld
Withdrawn
Conclusion for each element of the complaint based on evidence: Upheld
Not upheld
Partially Upheld
Withdrawn
Version: 3 Review Date:20/8/26
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Recommendations:

Learning Outcomes (suggested changes to current organisational issues, policy or good practice):

Action Plan - please complete a separate action plan where necessary to implement the
recommendations above.

Action Plan is not required if there are no actions to be implemented.

Signature of Investigating Officer: Date Investigation Concluded:

Please return this form to the Complaint Department
You MUST attach to this document:
1. Copies of documents referred to

2. Supporting evidence
3. Witness statements
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