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Abbeyfield The Dales Limited - Policy & Procedure / Good Practice Guidelines  
Policy Ref: LG006P  
Effective Date: January 2022 
Next Review Date: January 2025 
 

Comments, Compliments & Complaints 
 

1. Background 
Abbeyfield The Dales Limited (ATD) are committed to providing an excellent service to all residents 
and service users and welcome all feedback, positive and negative, that relates to the service we 
provide. If we go above and beyond expectations regarding our service, we would like to know 
about it to celebrate and share best practice. However, sometimes the service we provide may fall 
short of that which is expected and we want to know about that too, so lessons can be learned, 
we can put things right and improve our service. 

We welcome comments, concerns, compliments and complaints from all residents and service 
users and together with those from your relatives and friends, or organisations such as Age UK 
(AIMS), or Social Services departments, this feedback helps us to monitor the quality of the services 
we provide and change where it is appropriate. 

 

2. Objectives 
ATD is committed to providing services that enhance the quality of life for older people and 
developing services that will meet the needs of future generations. This commitment is based on 
the Mission and Values of ATD.  ATD will also comply with all relevant and current legislation. We 
are committed to providing the highest standards of support for older people. 

The objectives of this policy are to: 
• Set out the approach to administering comments, compliments and complaints;   
• Publicise the process; 
• Manage the comments, compliments and complaints procedure; and 
• Provide a means of identifying improvements and increasing service user and stakeholder 

satisfaction. 

We welcome any feedback we are given which will help us improve our services for residents and 
service users.  We practice equal opportunities and are open to everyone, whatever their race, 
gender, sexuality, religious belief or ethnic origin. 

If the standard of our service falls short of your expectation or the agreed standards, we want you 
to come forward and tell us as sometimes it may be the only way we can find out that things are 
wrong. We keep all feedback and complaints confidential and protect an individual’s identity, 
where they expressly wish for this to happen, to encourage everyone to come forward. 

Residents and service users can ask for support from their family, friends, a representative or 
advocate throughout the process of raising negative feedback such as a concern or complaint. 

 

3. Scope 
All residents living in ATD properties or service users, including their visitors and their healthcare 
professionals, all staff, including bank and agency staff and all volunteers working within the 
service.  This policy does not cover former members of staff complaining about ATD as this is dealt 
with under ATD’s Grievance Policy. 
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4. Policy 
4.1. Definition of a Complaint 

ATD defines a complaint as an expression of dissatisfaction with any aspect of the service 
received or the environment in which a resident lives or a service is delivered. Ultimately, 
whether we uphold the complaint as justified or not is irrelevant to the acceptance and 
handling of the complaint.  

Registered or Service Managers will try to resolve any issue causing dissatisfaction 
immediately once they become aware someone is dissatisfied with the service or 
environment. When residents, volunteers or other stakeholder remain dissatisfied, we 
recognise they have the right to request that the matter be treated as a formal complaint.  

A complaint can be received from anyone who is dissatisfied with the service that they have 
received from ATD or the environment in which it is delivered. This means that all 
complainants are not necessarily residents of ATD and include service users, family and 
friends, volunteers and staff.  

An expression of dissatisfaction may be about an action (or lack of action), or about the 
standard of a service or the environment. It may be when we or someone working on our 
behalf:  

• Did something wrong; 
• Did something that should not have been done; 
• Failed to do something that should have been done; 
• Treated someone unfairly; or 
• Failed to deliver what was promised.  

A request for a service is not a complaint. A distinction must be made between a request for 
a service (e.g. reporting a repair or an incident of anti-social behaviour) and dissatisfaction 
with the service received (e.g. complaining that a repair has not been carried out even 
though it has been reported or complaining that ATD has failed to deal adequately with anti-
social behaviour reports).  

A report of anti-social behaviour is not a complaint about ATD. All incidents of nuisance, anti-
social behaviour, harassment and racial harassment are recorded and managed separately 
in accordance with the anti-social behaviour policy and procedure.  

Complaints are not progressed through the Complaints Procedure when a resident has 
started a specific insurance claim against ATD with reference to the problem. ATD will know 
that this has happened when our insurers inform us that a potential claim has been lodged.  

Complaints by current or former staff (or by people acting on their behalf) relating to any 
part of their employment with ATD are not treated as complaints and are dealt with as part 
of the grievance procedure or similar mechanism.  

MP and Councillor enquiries are not treated as complaints.  

If there is any doubt about whether a matter should be treated as a complaint, the Chief 
Executive makes the final decision. 

4.2. Administration 
4.2.1. How ATD Administers Complaints 

The complaint is acknowledged and investigated by the relevant Registered or 
Service Manager responsible for the service against which the complaint is made. 

The process by which ATD administers complaints is laid out at Appendix 1 to this 
policy and we will give residents clear information about how they can make a 
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complaint. Complaints can be made verbally in person, by letter, phone or by E-Mail. 
We may suggest contacting someone independent to assist in making a complaint. 
We will inform residents about other steps that they can take if they think that their 
complaint is not resolved.  

Complaints can be made in any language. We provide translation and interpretation 
services to enable residents to access this procedure when necessary. We treat all 
complaints in line with our Equality and Diversity Policy. We treat all complaints 
confidentially and in accordance with the requirements of Data Protection legislation.  

ATD operates a transparent Comments, Compliments and Complaints Policy. The 
name of the person dealing with the complaint is given to the complainant. 
Complaints are managed within timescales that ensure complaints are fully 
investigated and that the person making the complaint receives a response within a 
specified time period. Generally, complaints are acknowledged within 2 working days 
of receipt of the complaint and a full written response is sent within 15 working days.  
If there is to be a delay in responding, the complainant will be informed by the person 
dealing with their complaint and given the reason why the delay is necessary.  

ATD will always try to resolve any problems with a service as soon as we know about 
it. However, if a resident or other individual continues to be dissatisfied with the 
service or the response they have received to their complaint, there are three stages 
to the complaints process. We will always aim to resolve the complaint at the earliest 
stage possible: 

4.2.1.1 Stage 1 
The complaint is acknowledged and investigated by the relevant 
Registered or Service Manager responsible for the service against which 
the complaint is made. 

4.2.1.2 Stage 2 
The complaint investigation and response is acknowledged by ATD Quality 
Manager who will either review the complaint and respond themselves or 
assign a member of the Senior Leadership Team to review. 

4.2.1.3 Stage 3 
The complaint is reviewed by a panel of 3 Trustees or 2 Trustees and the 
Chief Executive. 

If the complainant thinks that the response at Stage 1 or 2 has not fully addressed 
their complaint, they may request that their complaint is moved on to the next stage. 
Complainants are asked to clarify which aspects of their complaint have not yet been 
resolved and what outcome they are seeking. Requests to move a complaint to the 
next stage must be received within 3 weeks of the date of the previous stage’s 
response letter.  

Anonymous complaints are not dealt with through this complaints policy and 
procedure, and no response will be provided. However, depending on the nature of 
the complaint, it may be necessary to investigate the matter in order to protect 
residents, staff or ATD interests; the complaint may also be dealt with through the 
Safeguarding Procedure, if appropriate. Complaints from groups of residents will be 
accepted. The response will be sent to all members of the group who are named in 
the complaint.  
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When ATD fail to deliver a service to our normal standard and a complaint is upheld, 
we offer appropriate redress. Such redress may range from an apology or provision 
of a service to a compensation payment.  

ATD reserves the right to refuse to deal with complaints that are pursued 
unreasonably or in an aggressive or abusive manner. The Housing Ombudsman 
Service’s document “Unacceptable User Actions and Behaviour” is appended to 
provide guidelines on how to handle such complainants (see Appendix 6).  

ATD reserves the right to deal with a complaint differently (outside the normal 
procedures) if circumstances require this. In such a rare case, ATD will record why it 
has dealt with the complaint differently and informs the complainant accordingly.  
ATD monitors, reports and publishes data on complaints, giving residents the 
opportunity to comment on the operation of this policy and its procedures. 
Complaints are monitored monthly by the Quality Manager and reported to the 
Senior Leadership Team and Board of Trustees. 

Where a person wishes to make a complaint verbally, Appendix 3 to this policy should 
be made available to complete or be completed on their behalf.  Once completed, 
the Appendix 3 could be handed personally to the Registered or Service Manager or 
placed into one of the feedback collection boxes provided in the reception areas of 
all ATD sites. Managers are to respond to all complaints appropriately and in 
accordance with this policy.  Copies of all documentation relating to each complaint 
including the learning log, Appendix 2 to this policy, are forwarded to the Quality 
Manager where they are analysed for trends that can then be used as an opportunity 
for learning and shared across ATD. 

4.2.2. How ATD administers Comments & Compliments 
Comments and compliments will also be recorded and may be received verbally, by 
email, letter or greeting card or by phone.  Where a person wishes to make a 
comment or compliment verbally, Appendix 3 to this policy should be made available 
to complete or completed on their behalf.  Once completed, the Appendix 3 could be 
handed personally to the Registered or Service Manager or placed into one of the 
feedback collection boxes provided in the reception areas of all ATD sites.  Managers 
are to respond to all comments and compliments appropriately and in accordance 
with this policy.  Copies of all documentation relating to the comment or compliment 
are forwarded to the Quality Manager for analysis, centralised filing and the 
opportunity for best practice to be shared across all ATD sites. 

4.3. Appeals 
At the end of ATD’s internal complaints process, if the complainant does not think that the 
Complaint Review Panel at Stage 3 has fully resolved their complaint, and if the complainant 
is a tenant, leaseholder or housing applicant of ATD, they will be advised that they can refer 
their complaint to their local Councillor, local MP who will try to help resolve the complaint 
locally or refer the complaint immediately to the Housing Ombudsman Service.  
Alternatively, the complainant can wait for 8 weeks (from the date of their stage 3 decision 
letter) and then go directly to the independent Housing Ombudsman Service or the Local 
Government Ombudsman in respect of care complaints. 

The Housing Ombudsman Service may be contacted as follows: 
Housing Ombudsman Service 
PO Box 152 
Liverpool 
L33 7WQ 
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Phone:  0300 111 3000 
E-mail: info@housing-ombudsmen.org.uk 

Website: www.housing-ombudsman.org.uk 

4.4. Complaints about care 
If you have experienced or seen poor care, you have a right to complain to the organisation 
that provided or paid for the care. By law, Abbeyfield The Dales must have a procedure for 
dealing efficiently with complaints 

Local Council - If the care is funded or arranged by a local council, you can complain to them 
about your issue. Find your local council (GOV.UK) at: www.gov.uk/find-local-council. 

Healthwatch - You can be supported to make a complaint about the care you receive either 
to the local council or the care provider through your local branch of Healthwatch. You can 
find their details on line at: www.healthwatch.co.uk/your-local-healthwatch/list. 
Alternatively you can make a general enquiry using the following details: Telephone: 03000 
683000 (Monday to Friday 08:30 – 17:30); email enquiries@healthwatch.co.uk. 

Local Government Ombudsman - If you have complained to the care provider or local 
council and you are unhappy with the response, you can make a complaint to the Local 
Government and Social Care Ombudsman, this can be done on-line at www.lgo.org.uk/how-

to-complain. The Local Government and Social Care Ombudsman can investigate complaints 
about all adult care services, whether they are paid for by a council or by someone with their 
own money. 

Police - If you think a crime has been committed or someone is in danger, contact the police 
using 101 or 999 (in an emergency). 

Care Quality Commission (CQC) - You should inform CQC if you experience or witness poor 
care either on-line at www.cqc.org.uk/give-feedback-on-care, or by telephone: 03000 
616161 (Monday to Friday, 8.30am to 5.30pm). CQC are not able to take forward complaints 
on behalf of a resident. However, information given to CQC will help protect residents and 
others from going through the same experience. 

4.5. Legal Proceedings 
ATD cannot deal with a complaint if it raises issues that are already being dealt with by legal 
proceedings. 

4.6. Further Information 
ATD Quality Manager can be contacted as follows: 

By Post: Quality Manager, Abbeyfield The Dales Ltd, Grove House, 12 Riddings Road, Ilkley, 
LS29 9BF. 
By Email: info@abbeyfieldthedales.co.uk 

By Telephone (Reception): 01943 886000 

4.7. How Can We Improve 
After we have looked at your complaint, we will write to you to find out whether you are 
happy with the way we have dealt with it and we welcome your comments and suggestions 
on how we may improve our service. 
 
 

5. Finance, Value for Money & Social Value 
N/A 

 

http://www.healthwatch.co.uk/your-local-healthwatch/list
mailto:enquiries@healthwatch.co.uk
http://www.lgo.org.uk/how-to-complain
http://www.lgo.org.uk/how-to-complain
http://www.cqc.org.uk/give-feedback-on-care
mailto:info@abbeyfieldthedales.co.uk
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6. Supported Appendices 
Appendix 1: Complaints Procedure (for our Services and Summary) 

Appendix 2: Complaints Learning Log 

Appendix 3: Concern Recording Form for managers 

Appendix 4: Complaints Flowchart  

Appendix 5: The Designated Person including resident panels 

Appendix 6: Ombudsman’s guidance to dealing with abusive complainants 

 

7. Linked Policies 
Safeguarding Vulnerable Adults (LG031P) 
Grievance (S014P) 
Equality and Diversity (LG016P) 
 

8. Legislation/Regulation 
The Regulatory Framework for Social Housing in England 
Consumer Standard Resident and Empowerment 
Regulation 19 of the Health & Social Care Act 2008 (Outcome 17) 

 

9. Review 
Every 3 years, subject to any regulatory or legislative updates. 

 

10. Procedure/Guidance 
See appendices 1 – 6 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Appendix 1 
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Complaints procedure for Abbeyfield The Dales Ltd 
We aim to provide an excellent service to our residents, but we accept that occasionally a resident, a 
service users, a volunteer or someone on their behalf may be dissatisfied with some aspect of our 
service. When this is the case, it is crucial that we respond to their concerns and resolve the matter as 
soon as possible. 

Complaints are accepted from residents, service users, applicants for a service or any other person on 
their behalf, stakeholders and volunteers. Most issues and concerns which arise on a day to day basis in 
our schemes can be resolved by a Registered or Service Manager. For Managers, this is a valuable 
opportunity to receive and respond to feedback.  However, where that is not the case or where a formal 
complaint has been made to ATD, this Complaints Procedure must be used.    

 

Ensuring residents have access to the complaint’s procedure 
We will ensure that residents, service users, volunteers, applicants and other stakeholders are aware of 
their right to complain and feel comfortable about raising concerns and complaints without fear of 
retribution. 

All residents and services users must have access to this policy which includes:  

 Guidance on how to make a complaint; and 

 A form for making a complaint. 

The Complaints Leaflet will be made available in large print, Braille, audio and in translation where the 
need is identified. 
 

A resident, service user or other party can also make a complaint by: 
 Writing to the Quality Manager at: Grove House, 12 Riddings Road, Ilkley, LS29 9BF; or 

 Telephoning the Quality Manager (01943 886000) and asking for the complaint to be written down 
on their behalf. 

Residents Information booklets, Occupancy Agreements, meetings, newsletters and notice boards are 
other ways of making this policy available and known about. 

Complaints must be dealt with in confidence and in line with Data Protection legislation.  
 

How complaints must be dealt with by the Registered or Service Manager 
If a concern or complaint is brought to the attention of the Registered or Service Manager by a resident 
or a member of a resident’s family, applicant, volunteer or another stakeholder they must try to resolve 
it, preferably immediately, but if not within 15 working days. The complainant must be informed of their 
right to make a formal complaint and they must be given a copy of this policy. 

The concern or complaint must be recorded and sent to the Quality Manager for recording and progress 
tracking on the ATD Complaints Database. 

If managers are unsure if an issue is a concern or should be dealt with as a complaint, they should speak 
to the Quality Manager for clarification. 

The Manager must notify the Quality Manager in the event of a concern or complaint not being able to 
be resolved at their level. 
 
 
 

STAGE 1: Investigation by the Registered or Service manager responsible for the service 
against which the complaint is made. 
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If, however, the complaint is particularly serious or is about the Registered or Service manager, the 
complaint may be dealt with by the Quality Manager, another manager or a member of the Senior 
Leadership Team; who deals with the complaint will be dependent on the severity of the complaint, 
appropriateness or availability. 

The Quality Manager will review the seriousness of the complaint and if the complaint is of sufficient 
seriousness then the Director of Operations and Chief Executive must be informed. If the complaint is 
about the Quality Manager or any member of the Senior Leadership Team, the Quality Manager will pass 
the complaint directly to the Chief Executive to decide who will investigate the complaint. 

If the complaint relates to a member of staff, before launching an investigation, the Chief Executive or a 
relevant member of the Senior Leadership Team must refer to HR Consultants to agree whether the 
substance of the complaint would be deemed a disciplinary matter. If the complaint is of a disciplinary 
nature, the investigation must be carried out in line with the ATD Disciplinary Policy and Procedure.  The 
timescale for response may need to be extended due to the need to instigate disciplinary proceedings 
and the manager or member of the Senior Leadership Team must advise the complainant accordingly. 
This must be done in a sensitive manner and reflect the rights of confidentiality expected by staff. 

In all cases, the manager or members of the Senior Leadership Team must provide a copy of the 
complaint to the Quality Manager together with a copy of the response or any notes of meetings/phone 
calls and all other relevant correspondence so that information regarding the complaint can be logged. 

The person complaining should be reminded of the procedure and a leaflet explaining the process 
offered to them. Advice and advocacy support should be made available to those who need such 
support. 

Care services: In all cases, the Director of Operations or other designated member of the Senior 
Leadership Team must ensure the Registered Manager notifies the Care Quality Commission (CQC)  
where Regulation 18 (Notification of other incidents) of the Health and Social Care Act 2008 applies; the 
Chief Executive (Nominated Individual) must also be informed. Where the complaint concerns the 
potential or actual abuse of a resident, The Director of Operations must also ensure the Registered 
Manager notifies the local Safeguarding team. All notifications must be recorded on the Safeguarding 
and CQC Notification Monitoring Record.  

If the complainant is unhappy with stage 1 response, they have the right to contact the Quality Manager, 
Grove House and request a review. The complainant is asked to clarify which aspects of the complaint 
have not yet been resolved and what outcome they are seeking. Requests to move a complaint to the 
next stage must be received within 3 weeks of the date of the previous stage’s response letter. 
 

STAGE 2: Reviewed by ATD Quality Manager.  
The complaint investigation and response will be acknowledged by ATD’s Quality Manager who will 
either review the complaint and respond themselves or assign a member of the Senior Leadership Team 
to review the complaint and send a full written response to the complainant within 15 working days. 
The Quality Manager will let the complainant know if there is to be a delay and the reason for the delay. 
 
If the complainant is still dissatisfied and wants to complain further, they can contact the Quality 
Manager and request their complaint be taken to stage 3 for review. The complainant will be asked to 
clarify which aspects of the complaint have not yet been resolved and what outcome they are seeking. 
Requests to move a complaint to the next stage must be received within 3 weeks of the date of the 
previous stage’s response letter. 
 
 

STAGE 3: Reviewed by a panel of 3 Trustees or 2 Trustees and the Chief Executive 
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Following receipt of an appeal to the Board of Trustees, the Quality Manager will convene a panel of 
three members of the Board or two trustees and the Chief Executive to review the complaint. The panel 
will be convened at the earliest possible opportunity. The complainant may attend the hearing or send 
a representative, and staff members may be asked to attend. The Board will deliver its written response 
within 15 working days of the hearing. The complainant will be advised throughout, by the Quality 
Manager, of any delays and the reason for the delays if necessary. 
 
Procedure 
• The Quality Manager (in conjunction with the Chief Executive) will convene a panel of three 

members of the Board of Trustees (or two Trustees and the Chief Executive as appropriate) selected 
by the Chairman of Board, to hear the Appeal. One member will act as chairman of the panel. 

• The complainant may attend the hearing and/or may send a representative. The Quality Manager 
will establish whether the complainant wishes to attend and make arrangements accordingly, 
including an appropriate venue or organise a virtual meeting. Attendance by the complainant is 
optional and non-attendance will not be interpreted as a lack of sincerity or interest on the part of 
the complainant. 

• The Chief Executive or the appropriate member of the Senior Leadership Team will draft a 
confidential report on the complaint for the panel. The report will be factual and without subjective 
comment. The report will be made available to the complainant two weeks before the hearing to 
allow for comment and correction. 

• The panel may request additional information in advance of the hearing, if so required.  
• The complaint file will be available for scrutiny by the panel, if required.   
• Staff members, volunteers and other stakeholders may be invited to attend the hearing to give 

evidence where this is required or appropriate to do so. 
• The panel may question the complainant, staff members, volunteers and other stakeholders in 

private, where appropriate. The complainant, staff members, volunteers and other stakeholders will 
be asked to leave the hearing whilst the panel considers its decision. 

• If the panel fails to arrive at a unanimous decision, the decision will be by way of a majority of the 
members. In reaching its decision, the Panel will act fairly, without bias and in good faith. 

• The panel will notify the complainant of its decision within 15 working days of the meeting. 
• The decision of the panel will be final within ATD.  
• The panel may decide that the complaint has been properly dealt with, or not and refer the matter 

back for further action or investigation. The panel will not: 
• Conduct a new investigation or re-hearing of the complaint except where new evidence is 

available in which case the matter may be referred back to Stage 1 or Stage 2 for further 
investigation; or 

• Deal with any new issues raised by the complainant which did not form part of the original 
complaint. 

 

Housing Complaint or Complaint about ATD as a Registered Provider 
• If the complainant remains dissatisfied at this stage, they have the right (where this is in place) to 

take their complaint to a “Designated Person” including a Tenants’ panel (where this is in place) or 
to a Local Councillor or an MP). 

• If the complaint is not resolved at that stage, Housing complaints can be taken to the Housing 
Ombudsman (see Complaints Leaflet for contact details). 

The Housing Ombudsman Service 
If the complainant is not satisfied with ATD response after stage 3 they can contact the independent 
Ombudsman service which involves “no cost” independent consideration of their complaint (details are 
given on the service users’ complaints procedure). 

Complaints about a Care Service or Care Delivered 
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For any complaint regarding care in a service registered by CQC, the complainant can raise their concern 
also with the Local Authority, the Local Government and Social Care Ombudsman, and / or the Care 
Quality Commission (CQC). If the complaint is of a serious nature where someone is at risk, the 
complainant should contact the police also. The complainant can receive support in raising their 
complaint through the local branch of Healthwatch. 
 
Where allegations of abuse are made in relation to the complaint, then the Registered Manager must 
notify the Local Authority Safeguarding Team and CQC as appropriate. 
 

Monitoring Complaints   
A central database of complaints received is kept at Grove House.  Monitoring complaints is critical as it 
enables ATD to identify trends and ensure that the procedure is being successfully implemented and 
timescales are met. 

The Quality Manager reports on complaints monthly to the Chief Executive through the Key Performance 
Indicator Report, and this is also share with and scrutinised by the Board of Trustees. The Board of 
Trustees holds the Chief Executive and Senior Leadership to account in how it deals with individual 
complaints or identified trends at Board meetings held throughout the year. 

The Chief Executive must send to CQC, when requested to do so, a summary of all complaints, responses 
and lessons learned. 

At each stage of the complaints process, the investigating officer must send a copy of the response letter 
together with a completed learning log to the Quality Manager.  If the lessons learnt require an action 
to take place, then it is the responsibility of the investigating officer to implement the recommendation 
and report to the Quality Manager when the action is complete. 

On the successful resolution of a complaint, the Manager dealing with the complaint will also send a 
copy of the final letter together with a completed Learning Log, appendix 2 to this policy, to the Quality 
Manager. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Appendix 2 
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Appendix 4              COMPLAINTS POLICY FLOWCHART  
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Appendix 5 
The Designated Person including Resident Panels 
 
1. The “Designated Person” (advocate) 

From 1st April 2013 the UK Government introduced the role of the Designated Person into the 
Complaints Procedure for Registered Providers (Landlords registered with the Homes & 
Communities Agency) in England.  

A   Designated Person (advocate) is: 

 A Member of Parliament 

 A Councillor from the Local Housing Authority 

 A “Resident Panel” 

Note: If a Resident Panel is established it is as a group of residents recognised by ATD and registered 
with the Independent Housing Ombudsman whose role includes involvement in resolving and 
referring complaints; at present ATD does not have a Resident Panel.  

 
2. The Role of the Designated Person 

The Designated Person’s primary role is to offer advice and support to the Resident * to enable them 
to resolve their complaint with the Landlord (ATD) about housing issues. The complainant can draw 
upon this support at any stage of their complaint.  

Once the Resident has exhausted ATD internal Complaints Procedure (completing the 3rd stage) 
they can formally ask the Designated Person to help them resolve it with ATD (they may already 
have sought the advice of the Designated Person or they may be approaching them anew). This 
period of involvement lasts for a maximum of 8 weeks. During these 8 weeks: 
1. The Designated Person can work actively to support the resident in resolving the complaint with 

ATD.  
2. The Designated Person can conclude that the complaint cannot be resolved with ATD and can 

refer it directly to the Housing Ombudsman. 

At the end of 8 weeks if the matter is not resolved to the tenant’s satisfaction the resident can now 
refer the matter directly to the Housing Ombudsman. 

The 8-week period and the referral process to the Ombudsman does not apply to care home 
complaints going to the Local Government Ombudsman. 

* “Resident” is used in this document to cover residents and applicants for housing and care homes 
and other relevant stakeholders.  

 
3. The power of the Designated Person 

The only formal power of the Designated Person is to refer the matter directly to the Housing 
Ombudsman within 8-week period otherwise their role is purely advisory. 
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Appendix 6 
 

OUR APPROACH TO UNACCEPTABLE BEHAVIOUR  
 
This guidance sets out the approach of the Housing Ombudsman Service (HOS) to the very few users 
whose actions or behaviour we consider unacceptable. The term ‘user’ includes anyone who contacts 
our office in connection with complaints and disputes.  

We do not view behaviour as unacceptable just because someone is assertive or determined. There may 
have been upsetting or distressing circumstances leading up to a customer approaching the Ombudsman 
and people may act out of character. However, the actions of some customers who are angry or 
persistent may result in unreasonable demands on, or behaviour towards our staff and we will take 
appropriate action to manage such behaviour. We have grouped the behaviour under two broad 
headings: 

Aggressive or abusive behaviour  
Our staff understand the difference between anger and aggression. For example, many complainants 
feel angry about the events that resulted in them contacting us. However, it is not acceptable when 
anger escalates into aggression towards our staff. Aggression is not restricted to acts that may result in 
physical harm. It also includes behaviour or language that may cause staff to feel afraid, threatened, or 
abused.  

Examples of aggressive behaviour include:  
• Threats; 
• Physical violence; 
• Personal abuse; 
• Derogatory or discriminatory remarks; and/or 
• Rudeness. 

We also consider inflammatory statements and unsubstantiated allegations to be aggressive behaviour.  

Unreasonable demands  
Customers may make what we consider unreasonable demands if they impact substantially on our work 
through the amount of information they seek or provide, the nature and scale of service they expect, or 
the regularity or number of approaches they make.  

Examples of this behaviour include:  
• Asking for responses within an unreasonable timescale;  
• Insisting on communicating with a particular member of staff; 
• Continual phone calls, emails, or letters; or  
• Repeatedly changing the substance of the complaint or raising unrelated concerns.  

We also consider that customers who will not or cannot accept that the Ombudsman is unable to assist 
them further or provide a level of service other than that provided are making unreasonable demands.  

Examples of this behaviour include:  
• Persistent refusal to accept a decision; 
• Persistent refusal to accept explanations relating to what the Ombudsman can or cannot do; or 
• Continuing to pursue a case without presenting any new information. 

The way in which these customers approach us may be reasonable, but it is their persistent behaviour 
in continuing to do so that is not.  

How we manage unacceptable behaviour will depend on the nature and extent of it.  
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Steps we may take include, separately or in combination:  
• Restricting contact in person, by telephone, fax, letter or electronically or by any combination of 

these; and/or 
• Restricting the frequency of contact  

A customer can appeal a decision to restrict contact. 


