Winner Trading LTD Comments, Compliments and Complaints Policy

1. Introduction

1.1 Winner Trading Ltd Umbrella Housing Service welcomes feedback on our services,
whether positive or negative. Effective handling of comments, compliments and complaints
increases customer confidence and satisfaction and can provide valuable insights into what
we do well and where we need to improve.

1.2. We aim to:

« encourage feedback, both positive and negative

« resolve complaints to the resident's satisfaction, quickly and sensitively

- resolve complaints at the first point of contact, wherever possible

« learn from comments, compliments and complaints to help us
improve our services.

- provide a fair and accessible complaints procedure that does
not set up unnecessary procedural barriers
In operating this Policy, the Service meets the requirements of
the Regulatory Standards for Social Housing Providers, and the
Housing Ombudsman Service' Complaints Handling Code
2024.

2. Scope

2.1. This Policy applies to the Service customers, staff and
approved contractors. Included below are definitions used
throughout the Policy of 'Comment’, '‘Compliment' and 'Complaint'.

2.2 The Service’s aim is to treat all customers fairly and apply a consistent
approach. However, situations do vary considerably, and staff will use
their judgment to deal with each specific case depending on the
circumstances. Staff may also take advice from the Services legal

advisors as to the most appropriate course of action and/ or joint
working.

3. Definitions

3.1. Comments
A comment is positive or negative feedback about our service, which does
not require a response. Anyone can make a comment. All comments will be
recorded and be investigated, and we will take action as required.
Comments on areas of strength or weakness are used to continuously
improve our service.

3.2. Compliment
A compliment is an unsolicited expression of gratitude or praise for a
member of staff or service area. Anyone who has a relationship with the
service can compliment a member of staff, a team or the organisation.
Compliments are passed on to staff and their line manager and are used to
identify areas of good practice we can learn from.
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3.3. Complaint
A complaint is any 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,
which requires further investigation and a written response.

3.4. Service request
A request for a service, such as a repair or the logging of an incident,
which has not been made to the Service previously

4. Compliance and Legislation

4.1.In providing opportunities for customers to provide feedback on our
services, the Service shows compliance with a wide range of legislation
as well as the Housing Ombudsman Complaint Handling Code 2024
through annual self-assessment.

Other principal Acts include:

* The Housing Acts

* The Crime and Disorder Act,

* Regulation of Investigatory Powers Act

* The Housing and Regeneration Act

* The Localism Act

* GDPR and Data Protection Act

* The Equality Act

 The Human Rights Act

* The Protection of Freedoms Act

* Anti-Social Behaviour, Crime and Policing Act

4.2. The Service is committed to regularly reviewing this policy and
keeping its contents in line with the latest versions of these acts

5. Access and Communication

5.1.The Service is committed to ensuring that our Complaints Handling Policy and
Procedure are accessible to everyone. The Service will seek alternative
methods of access and service delivery where barriers, perceived or real may
exist, that may make it difficult for people to work for the Service or use any of
its services.

6. Equality, Diversity and Human Rights

6.1. The Service is committed to ensuring that no person or group of people will be
treated less favourably than another person or group of people and will carry
out our duty with regard for protected characteristics, within the context of a
women-only service protected under the Equality Act 2010; Age, Disability,
Race, Sexual Orientation, Marriage and Civil Partnership, Maternity, Religion
and/or Belief.

6.2.The Service recognises that some people experience disadvantage due to
their socio-economic circumstances, employment status, class, appearance,
responsibility for dependants, unrelated criminal activities, or any other matter
which causes a person to be treated with injustice.
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6.3. The Service will ensure that all services and actions are delivered within the
context of current Human Rights legislation. The Service will ensure as far as
is possible that staff and others with whom the Service works, will adhere to
the central principles of the Human Rights Act.

7. Policy
7.1. Statement of Intent
* In setting the strategic direction of the organization, the Board and
Leadership Team commit to supporting communities to create safer
environments and communicating to all customers a culture of
transparency, honesty and integrity.

+ The Service will communicate its expectations of behaviour from the
outset either for the landlord/tenant relationship through a legal tenancy
agreement and/or the care & support provider/client relationship, through
a legal care agreement and throughout the relationship. The Service will
expect the tenant to abide by the terms and conditions of these agreement
at all times.

+  We believe most minor problems are best resolved by prompt,
informal discussion with the staff concerned.

+ If the problem is not resolved promptly, or the complainant is unhappy
with the actions proposed, then a formal complaint should be made.

* The Service will deal with comments, compliments and
complaints impartially, objectively and professionally.

+ Making a comment, compliment or complaint will not result in any
advantageous nor adverse consequence such as treating a customer
differently.

+ Formal complaints are investigated in confidence. Information is disclosed
only on a 'need to know' basis.

+ The Service will continually evaluate the effectiveness of measures taken
in response to a comment, compliment or complaint and will use this
information to develop service standards, ensure appropriate resources
are always available and set challenging targets for constant improvement.

7.2. Approved contractors

If comments, compliments or complaints received relate to an agency or
contractor providing a service on behalf of the Service, under no
circumstances will an agency or contractor take the lead if further
investigation is needed. We will however, as part of our complaints'
investigation, contact the agency or contractor. In doing so, we take into
account General Data Protection Regulations and share information on a
'need to know basis' only.

7.3. Putting Things Right
Where the Service is shown to have made a mistake or treated the complainant
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unfairly, we will apologise and, where practical, put the mistake right. If we find
we have acted fairly and in accordance with our policies, we will give a full
explanation.

If the complainant has experienced loss or damage for which the Service is
responsible, reasonable claims for compensation will be considered. All
claims for compensation, other than those outlined in the Compensation
Policy, will need the approval of the Board.

7.4. Time Limits
Comments, compliments or complaints must be made within twelve months of
the matter occurring, unless it has only recently become known or concerns an
on-going delay. If a customer feels that the time limit should not apply, they will
need to tell us the reasons so that a mutual amendment can be agreed.
This time limit is in line with the Housing Ombudsman Service Complaints
Handling Code 2024, which also clearly sets out timeframes for responses to
complaints received and escalated. These allow for a timely response to
improve our services. If the Service feels it cannot adhere to these timescales,
we will inform the complainant of the reasons so that a mutual amendment
can be agreed.

7.5. Recording & Reporting & Learning and Publicizing
* One of the aims of this policy is to identify opportunities to improve our services.

+ We record all comments, compliments and complaints in a systematic
way so that we can use the data for analysis and management reporting.
By recording and using the information in this way, we can identify and
share best practice, address causes of complaints and, where
appropriate, identify training opportunities and introduce service
improvements

+ To collect suitable data, it is essential to record all feedback in line with
minimum requirements, as follows:

. the customer's name and address
. the date, and the method by which, the complaint
was received

. the nature of the complaint and the service the
complaint refers to

. the date at which a stage 1 complaint was closed,
or escalated to stage 2

. the underlying cause of the complaint, reasons for

remaining dissatisfaction and any remedial action taken
at either stage

. lessons we have learned, and improvements
made to services

7.6. Performance
. The Board will receive half yearly updates on the following
performance indicators:

*  Number of new comments, compliments and complaints
* Average number of days to resolve a formal complaint
* % satisfied with the outcome of the complaint being resolved
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. The Service constantly strives to improve the services it provides to
meet the needs of customers. For every formal complaint that is
investigated by the Service or where actions are taken, the Service will
survey customers involved to assess their satisfaction with way the case
was handled, and the outcomes achieved. The Service will also take
appropriate action where customers express dissatisfaction to improve
the services provided.

. The Service will analyse all feedback as a means of identifying areas
for improvement.

7.7. Exclusions
. If the issue is not a comment, compliment or complaint within the
definition of this policy, we will deal with it through the relevant alternative
procedure. This includes:
» afirst request for service, information or an explanation of
our policies and procedures
* neighbour disputes or anti-social behaviour, unless such
incident is followed by a formal complaint referring to our
failure to deal with the incident appropriately
* issues regarding hate crime or domestic violence unless
such issue is followed by a formal complaint referring to our
failure to deal with the issue appropriately
* a claim being dealt with by our insurers
* issues where a customer has commenced legal action against us
» a dispute against the amount of rent or service charge
being charged
* appeals against policy decisions

7.8. Policy Implementation
. All staff have a responsibility to be aware of and abide by the
provisions set out in this Policy and associated procedures. This will
include recognising feedback, recording feedback accordingly and to
be able to direct any customer concerns or enquiries that may arise to
line managers and/or a member of the Senior Leadership Team
appropriately.

. As such, all staff will be trained to manage comments, compliments
and complaints effectively and efficiently in accordance with this
policy and associated procedures.

. Managers, Senior Leadership Team and Chief Executive have
responsibility for investigating all formal complaints according to the
procedures set out below. They will also be responsible for preparing
half yearly reports to the Board and carrying out any strategic review of
services.

. Overall responsibility and accountability for the implementation of this
policy lies with the Chief Executive and Board.

7.9. Policy Update and Review
. The Policy will be reviewed every 3 years or more frequently if
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required by changes in legislation, regulation or as a result of system
audits and continuous quality improvement processes.

. Major changes in this policy and subsequent implications on the
complaints handling process and procedures will be presented to the
Board for approval.

. Minor changes in this policy and subsequent implications on the

complaints handling process and procedures will be presented to the
Board for monitoring.
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Complaints Procedure Flowchart

For concerns about our complaints handling, or any of Winner Trading LTD's Functions, you can always ask the Housing Ombudsman Service for Advice on 0300 111 3000
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The Complaints Handler informs both the Complainant and the
Compliance Officer of progress throughout.

The Compliance Officer updates the Comments, Compliments and
Complaints Log with the actions taken.
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The Complaints Handler informs both the Complainant and the
Compliance Officer of progress throughout.

The Compliance Officer updates the Comments, Compliments and
Complaints Log with the actions taken.
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If things go right, we like to
hear it. We can learn from
that to improve our
services. We also want to
know if something goes
wrong. We can learn from
that too.

This leaflet includes a
complaints' form and tells you
what you can expect from us
when you make a complaint.
If you want to know more
about other ways of giving us
feedback, you can read more
on our website, or ask for a
hard copy of our Comments,
Compliments and Complaints
Policy.

We will make reasonable
adjustments that may help
you access and use our
services.

Please contact us if you
prefer to learn about this
leaflet or any of our other
documents and processes in
a different way.



Giving us feedback

Most problems are best resolved by a prompt, informal discussion, but it is easier
to resolve problems if you contact us quickly. In the first instance contact a
member of staff. They will try to resolve any problems on the spot. If you do
not feel comfortable talking to a member of staff, you can raise a concern in
person at over the phone, in writing, or through our email.

When talking to staff, we will ask if you believe your concern is grounds for a
complaint and remind you of this complaints' procedure booklet and form.

We log all expressed concerns as comments, so we know when issues were first
raised and what action was taken to resolve it.

When there is a concern about crime, abuse of a vulnerable person, or an

important health and safety issue, your complaint will also be reported to the
appropriate authority.

If you do not want to give us your details, we will log your concern as an

anonymous comment, but we will not be able to investigate further or respond
to you.

What is a complaint?

We regard a complaint as any expression of dissatisfaction about our action
or lack of action, or about the standard of services provided by us or on our
behalf.

Your complaint may involve more than one of our services.

If you want to know our full definition of a complaint, you can find this in our
comments, compliments and complaints policy. You can ask any member of staff

for a copy or request a copy via email by letting us know at
info@purplehouse.co.uk .

What can | complain about?

You can complain about things like:

* delays in responding to your enquiries and requests
* repeatedly failing to provide a service

* repeatedly failing to meet our standards of service

* dissatisfaction with our policies and procedures

* treatment by, or attitude of a member of staff
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What can't | complain about?

There are some things we can't deal with through our complaints' procedure.

These include:

* a routine first-time request for a service, for example reporting a
problem, a fault that needs to be repaired, or initial action on antisocial
behavior.

* our policies and procedures that have a separate right of appeal.

* issues that are in court or have already been heard by a court or a tribunal

If other procedures or rights of appeal can help you resolve your concerns,

we will give information and advice to help you.

Who can complain?

Anyone can make a complaint, including a representative of someone who is
dissatisfied with our service. Please also read the section on 'Getting help to
make your complaint'.

How long do | have to make a complaint?

Normally, you must make your complaint within 12 months of the event you
are complaining about. In exceptional circumstances, we may be able to
accept a complaint after the time limit has passed. If you feel that the time
limit should not apply to your complaint, please let us know why.

How do | make a complaint?

If you want to make a complaint, you can complete the form in this booklet or
write to us. Please ensure the form or your letter is signed as no formal action
will be taken in response to anonymous complaints.

When complaining, tell us:

» your fullname and address

« as much as you can about the complaint

« what has gone wrong

* how you would like us to resolve the matter.

Send the form or letter for the attention of the Compliance Officer, to: Preston Road
Women’s Centre, 185 Preston Road, Hull, HU9 5UY

Alternatively, you can email the form or letter, to info@purplehouse.co.uk for the attention
of the Umbrella Compliance Officer.

We will acknowledge receipt of a complaint by letter within 5 working days.
We will always tell you who is dealing with your complaint and keep you regularly
informed about the process.
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Getting help making your complaint

We know that not everyone is comfortable putting things in writing, but we do
need your own record. A friend, relative or an advocacy service such as
Citizens Advice Bureau can write on your behalf if you give them consent.
We will also be happy to assist you to put a complaint in writing. Staff will
complete a complaint form and ask you to sign it.

What happens after | have complained?

Stage 1 - Investigation

We will acknowledge your complaint within 5 working days and may contact
you to discuss your complaint with you so that we both have a full
understanding of the issues and expectations.

If we can resolve your complaint at that time, we will do so. This could mean
an on-the-spot apology, and immediate action to resolve the problem. It may
also mean that we explain why we are unable to meet your expectations, i.e.,
this would breach compliance with regulations.

After a full investigation, we will reply to your complaint within 10 working
days. Where there is a delay, for example, if we are waiting for information
from a third party, or need to monitor contractor performance, we will write
and explain the reason for the delay.

Our formal response will include a summary of our findings and actions
proposed. If you also need our response in an alternative format, we can
provide this on request.

Stage 2 - Escalation

If you feel we have not resolved your complaint at Stage 1, you can ask for it
to be escalated to a Stage 2 complaint. You need to do this within 28 days
of getting our formal response to our investigation. You will get
acknowledgement of the escalation from a senior manager or the new
assigned Complaints Handler within 5 working days.

During Stage 2 the details of your original complaint, the results of the
investigation and the Service's response will be reviewed by a panel of senior
managers.

You will be offered:

« copies of the investigation papers provided to the panel
» opportunity to add additional information and comments.
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The panel will then arrange a meeting to review your complaint within 10
working days of escalation. If this is not possible, we will explain the reason for
the delay.

You will be invited to this panel meeting and present your case in person. If you
choose to do so, you can have a friend, relative or advocate present.

After further discussion, a senior manager from the panel will then write you a
formal response in the form of a letter, no later than 10 working days after the
Panel meeting.

If you choose not to attend the panel meeting, we will aim to send a formal
response in the form of a letter, no later than 10 working days

What is in the Formal Response Letter?

This letter will contain a full response to every aspect of your complaint:

« asummary of the findings

« proposed actions to rectify your specific scenario, and who will be
responsible for those actions.

« explanation for when we cannot meet your expectations, for example, where
things are outside of our control, if this would be against the law or where
we are bound by the Regulator for Social Housing requirements.

Because this letter concludes our internal complaints handling process, it also

reminds you of your right to refer your complaint to external organisations and

how to do so.

If you prefer, we will provide our response in an alternative format also or explain
the contents of the letter in person.

Learning from this process
Once your complaint is closed, we may ask you about your experience of this
complaints handling process.

What if | remain dissatisfied?

At the end of our internal process, we will remind you of how to refer your
case externally, however, you can contact the Housing Ombudsman Services
directly at any time for advice.

The Housing Ombudsman's service investigates disputes between tenants
and landlords about any housing issues, but predominantly whether landlords
adhere to the complaints handling code and their own policy and procedures,
which vary from landlord to landlord.
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You can contact this service by letter, phone, or via their website:

Housing Ombudsman Service
Exchange Tower,

Harbour Exchange Square
LONDON, E14 9GE

Tel. 0300 111 3000 or www.housing-ombudsman.org.uk

The Housing Ombudsman may not get involved:

« If more than 12 months have passed since you first became aware of the
matter that you are complaining about.
« If the matter does not affect, or causes injustice, to you personally.
* If you have a right to appeal or take legal action, and it is reasonable for
you to have done so, the Ombudsman may not investigate the complaint.
If it involves issues that affect many people within an area. These should be
directed to the Regulator for Social Housing

Reporting a Significant Performance Failure to the Housing
Regulator

A significant performance failure is something that we do, or fail to do, that
puts the interests of all our tenants at risk. Significant performance failures

are not between one individual tenant and their landlord and are therefore not
dealt with through this complaints' procedure.

If you are affected by a problem like this, you should first report it to us. If
you have told us about it but we have not resolved it, nor informed you of

planned actions, you can report it directly to the Regulator of Social
Housing.

The Regulator also has information on their website:
https://www.gov.uk/guidance/information-for-tenants

Housing Related Support Complaints
If your complaint is about support services for which you were referred to
us by the council, you can:
« Visit  http://www.hull.gov.uk/support-adults/carers/adult-social-  care-
feedback-and-complaints
» call 01482 300300
send your complaint in writing to the Contact Coordinator, Adult Social Care,

Strategic Service Development Team Warehouse 8, Guildhall Road Hull, HU1
1HJ.
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Vexatious and Abusive Complaints

1. Introduction

1.1. One of the Service's primary objectives is to continuously improve
its services. It is therefore vital that all complaints are properly
considered on their merits, regardless of their nature or source.

1.2. In making complaints, most people act entirely reasonably.
Occasionally, complainants may act inappropriately and this can arise from
a variety of causes, including:

* acting out of character at a time of stress, anxiety, or
distress;

» a medical condition or mental illness which makes effective
communication difficult without giving the appearance of
being aggressive;

» the use of prescription or other drugs which cause similar
effects;

* alearning difficulty which hinders social communication.

1.3. Employees are trained to identify and make reasonable
allowances for such causes and to understand that it does not, of itself,
mean that a complaint is unjustified.

2. Vexatious complaints

2.1. A small minority of people make complaints that are vexatious in that
the person making the complaint (the complainant);

* has no sufficient grounds to pursue a concern and yet persists
unreasonably with complaints, or

* acts in a manner which, even after making allowances for the
cause of such behaviour, is inappropriate and unacceptable.

2.2. Vexatious complaints are not only distressing, but are also time
consuming and unnecessarily divert valuable resources from their true
purpose; to improve the Service's services to its customers. Therefore, it
is important that such complaints are properly identified and managed.

2.3. In identifying vexatious complaints, employees must be careful to
distinguish between genuine concerns and those that are pernicious,
i.e. have a harmful effect, especially in a gradual or subtle way.

24. This can be achieved by recognising that;

+ the focus must be on careful consideration of the merits of the
complaint rather than the behaviour of the person making the
complaint and

* even if someone has made a vexatious complaint in the past, it

must not be assumed that any other complaint they make will
also be vexatious.
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2.5.The need to consider every complaint on its merits cannot be
emphasised enough. However, a complaint may be regarded as
vexatious where:

* acomplaint persists in pursuing a concern which has already been
investigated and provides no new and material information;

* the person making the complaint seeks to prolong contact by
continually changing the substance of a complaint or by continually
raising further concerns or questions whilst the complaint is being
addressed;

» there is lack of clarity with regards the substance of a complaint or
the precise issues which may need to be investigated, despite
reasonable efforts by employees to obtain such clarity;

* matters raised are disproportionate to the significance they are given;

* itresults in excessive contact with the Service or seeks to impose
unreasonable demands or expectations on resources.

3. Handling vexatious complaints

3.1. Under no circumstances is The Service obliged to meet
unreasonable demands, for example by answering every single point
raised in a vexatious complaint.

3.2. In cases where itis decided that a complaint is vexatious, the matter
may be closed with the consent of the Chief Executive

3.3. The complainant must be informed in writing of the decision and
advised that the Service will not enter into any further correspondence
about the matter.

3.4. The management of vexatious complaints can be very time consuming
but, to a large extent, must be a matter of professional judgement for the
employee concerned, taking advice from their line manager or the Chief
Executive as appropriate.

3.5. In some cases it may be worth devoting the time to do so, trying to
resolve the matter at an early stage or attempting to discover the
underlying cause, rather than to draw the matter to a close and then
having to divert valuable resources enforcing that decision.

4. Disruptive Telephone Complaints

4.1. If a complainant persistently calls to discuss a complaint or to make
further complaints, and this is proving time consuming and disruptive, it is
reasonable for the employee concerned to ask the person to put their
concerns in writing and to terminate the conversation.

4.2. It is also perfectly acceptable for an employee to terminate a
telephone conversation if a complainant displays an unacceptable

Approval Date October 2024, Review date October 2025



level of abuse or aggression during the conversation.

5. TITLE NEEDED FOR SECTION
5.1. In either case the employee should remain polite and, wherever possible:
» provide the complainant with the opportunity to modify their
behaviour, by informing them that unless they do so, the call
will be terminated;

» warn that, if the call is terminated, the Service may decide they will only
further deal with the complainant in writing.

5.2. If a call needs to be terminated as a result of a complainant's
conduct, the employee will do so politely, make a file note of what
occurred and inform their line manager.

5.3. With the consent of the Chief Executive, the complainant may be
informed in writing that the Service will no longer accept telephone calls
from them and will only further deal with the person and complaint in
writing.

6. Abusive complainants

6.1. People under stress or who are feeling angry or upset may react in an
abusive or aggressive way to the person with whom they are dealing.
However, a balance must be drawn between the ability and desire to assist
and what can reasonably be achieved in the circumstances.

6.2. The Service is committed to maintaining a working environment in
which threatening, abusive, humiliating or offensive behaviour is not
tolerated. It is not appropriate that employees should be faced with verbal
aggression or abuse. A robust approach must be adopted in any case
where a complainant subjects an employee to:

« harassment, intimidation or verbally aggressive behaviour such
as excessive swearing or foul language;

» personal abuse such as offensive sexual or racial remarks or
offensive remarks about disability;

» threats or use of physical violence.

6.3. The personal safety of employees must never be compromised.
Meetings should always be brought to an end in circumstances where the
complainant becomes aggressive, abusive or displays a high level of
distress.

6.4. So far as possible, the decision to end a meeting should be explained
clearly and politely, so that the complainant does not feel that they are being
dismissed or their complaint ignored. Unless it is clearly inappropriate to do
so, they should also be informed that it may be possible to continue the
conversation at a future meeting when they are less distressed.
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6.5. In any case where a meeting is terminated because of the
conduct of the complainant, the employee should make a file note of what
occurred and bring the matter to the attention of their line manager.

6.6. The line manager will review the case and may decide that, with
consent from the Chief Executive, personal contact with the complainant
is to be discontinued. In that event the line manager will inform the
complainant in writing that the complaint may only be pursued further by
written correspondence.

6.7. If correspondence is predominantly abusive or threatening, it is
acceptable notto reply to it and simply leave the correspondence on file with
a note explaining why a reply has not been sent. All such correspondence
should be brought to the attention of the line manager, who will review the
case and, with consent of the Chief Executive, may decide to respond to the
complainant explaining that the tone of their correspondence is
unacceptable and that no further correspondence will be entered into unless
the complainant amends their tone.

6.8. In extreme cases, for example, where there are direct and credible
threats towards an individual, the Line Manager may refer the
correspondence to the police.

6.9. Violence or threats of violence are unacceptable and will not be
tolerated by the Service. Other than in the most exceptional of
circumstances, any assault on a member of staff in course of their duties
will be reported to the police.
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Winner Trading Ltd
185 Preston Road
Hull

HU9 5UY

T 01482 790310

W www.purplehouse.co.uk 2 5

[COMPLAINTANTS ADDRESS]
[CITY], [POSTCODE]

[DATE]

STAGE 1 COMPLAINT ACKNOWLEDGEMENT LETTER

To: [COMPLAINANT]
From: WINNER TRADING LTD of 185 Preston Road, Hull, HU9 5UY

We are writing to you to confirm we have received your Stage 1 Complaint, and have logged this on our
Comments, Compliments and Complaints Log. Your complaint has now been allocated to [STAFF NAME]
who is the Complaints Handler for this stage of the complaint, and will be investigating the complaint
in line with our Comments, Compliments and Complaints Policy. If you would like a copy of the policy
sending to you, this can be arranged.

Your complaint is in relation to:

- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]

If this is not correct, please contact the centre on 01482 790310 or by emailing the
info@purplehouse.co.uk so that we can update our record of your complaint.

We will now proceed to investigate your complaint, and aim to respond to you with our decision and any
planned actions in writing within 10 working days.

Yours Sincerely
[STAFF NAME]
On behalf of Winner Trading LTD

’ ®
Registered office: 185 Preston Road, Hull, HUS 5UY e .
gRegisTer'd in England and Wales No. 05699019 é

% Registered Charity 1195511 LOTTERY FUNDED

™ o S

INVESTOR IN PEOPLE



Winner Trading Ltd
185 Preston Road

Hull

HU9 5UY

T 01482 790310

W www.purplehouse.co.uk o i

[COMPLAINTANTS ADDRESS]
[CITY], [POSTCODE]

[DATE]

STAGE 1 COMPLAINT FORMAL RESPONSE LETTER

To: [COMPLAINANT]
From: WINNER TRADING LTD of 185 Preston Road, Hull, HU9 5UY

We are writing to you to confirm that we have now investigated your Stage 1 Complaint, which was in
relation to:

- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]

As aresult of our investigation now concluding, we have found the following [INSERT FINDINGS OF
INVESTIGATION] and have decided that the best course of action to resolve your complaint is the
following:

- [INSERT FOLLOW UP ACTIONS. ]
- [INSERT FOLLOW UP ACTIONS.]

If you are not satisfied with the outcome or how we handled your complaint; please contact the centre
on 01482 790310 or by emailing the info@purplehouse.co.uk within 28 days to escalate the complaint
to a Stage 2 Complaint for review. Alternatively, you may contact the Housing Ombudsman Service on
either 0300 111 3000 or info@housing-ombusman.org.uk or by visiting their website
https://www.housing-ombudsman.org.uk/contact-us/.

If we do not hear from you within 28 days, we will assume that you're satisfied with the outcome and
how we handled your complaint, and will mark your Stage 1 Complaint as resolved on our Comments,
Compliments and Complaints Log.

Yours Sincerely
[STAFF NAME]
On behalf of Winner Trading LTD
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[COMPLAINTANTS ADDRESS]
[CITY], [POSTCODE]

[DATE]

STAGE 2 COMPLAINT ACKNOWLEDGEMENT LETTER

To: [COMPLAINANT]
From: WINNER TRADING LTD of 185 Preston Road, Hull, HU9 5UY

We are writing to you to confirm we have received your request for escalation to a Stage 2 Complaint,
and have logged this on our Comments, Compliments and Complaints Log. We are extremely sorry that
we could not resolve your Stage 1 Compliant in a satisfactory manner. We have included all evidence
from the Stage 2 Complaint for your reference as stated in our policy.

Your Stage 2 Complaint has now been allocated to [STAFF NAME] who is the Complaints Handler for
this stage of the complaint, and will be investigating the complaint in line with our Comments,
Compliments and Complaints Policy.

Your complaint is in relation to:
- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT]

If this is not correct, please contact the centre on 01482 790310 or by emailing the
info@purplehouse.co.uk so that we can update our record of your complaint.

As part of this stage of the investigation, we will invite you to an optional panel meeting to discuss your
complaint within 10 working days. After this meeting takes place we will proceed to investigate your
complaint, and aim to respond to you with our decision and any planned actions within 10 working days
after the meeting.

If you decide you do not wish to have a panel meeting, we will proceed to investigate your complaint,
and aim to respond to you with our decision and any planned actions in writing within 10 working days.

Yours Sincerely
[STAFF NAME]
On behalf of Winner Trading LTD
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[COMPLAINTANTS ADDRESS]
[CITY], [POSTCODE]

[DATE]

STAGE 2 COMPLAINT FORMAL RESPONSE LETTER
To: [COMPLAINANT]
From: WINNER TRADING LTD of 185 Preston Road, Hull, HU9 5UY

We are writing to you to confirm that we have now investigated your Stage 2 Complaint, which was in
relation to:

- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]
- [INSERT TERMS OF THE COMPLAINT.]

following:

- [INSERT FOLLOW uP ACTIONS ]
- [INSERT FOLLOW UP ACTIONS.]

on either 0300 111 3000 or info@housing-ombusman,org.uk or by visiting their website
hﬁps://www.housinq—ombudsman.orq.uk/con'racf-us/.

Yours Sincerely
[STAFF NAME]
On behalf of Winner Trading LTD
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