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NOTICE TO ALL TENANTS

~ HOW TO MAKE A COMPLAINT ~


The formal process of making a complaint is a legitimate part of our housing association.  This includes making a complaint about the actions of other tenants, staff members or even Polices and Procedures used by RHHCH.  Every effort will be made to resolve complaints and appeals promptly and simply within the bounds of the resources available and within the guidelines of our Policies and Procedures.  All tenants should be aware of our disputes procedure and feel safe about accessing it if they need to.

If you have a problem with another tenant you need to:

1) Keep a diary or an accurate record of the relevant events.

2) Try and sort out the matter with the tenant concerned.

3) If this fails, contact your housing manager who will meet with you and the other tenant separately before proposing a solution to the problem.

4) A formal complaint may be lodged with RHHCH and will be dealt with in accordance with our Complaints and Appeals Policy. (See Tenants’ Information Manual, Section 3.3.13)

5) If the dispute remains unresolved, then the assistance can be sought from an external mediator such as the Housing Appeals Committee (HAC). (Contact details for this Committee is available through RHHCH). Note that access to the Consumer Trader and Tenancy Tribunal (CTTT) may be required for issues involving breaches of the Residential Tenancies Act.
Tenants who do lodge a complaint with RHHCH staff can reasonably expect a response within 14 days of the complaint being lodged.  RHHCH encourage tenants to make a complaint in writing, if you prefer a Complaints/Appeals Form is available for your use. If staff cannot resolve the dispute to your satisfaction the dispute will be forwarded to RHHCH’s Disputes and Appeals Committee which will acknowledge receipt of the complaint within 14 days and will give you a written response within 28 days.

For more detailed information regarding the Disputes and Appeals Policy, please refer to the Information Guide for Tenants which each tenant receives when signing their lease.  Additional copies can be obtained by contacting the RHHCH office.

The making of a complaint should never be the cause of future discriminatory treatment.  On the contrary, RHHCH takes the view that fair and equitable procedures relating to complaints and dispute resolution form an integral part of supplying adequate services to tenants.  Informing us about your problem may help us improve our service.
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