s HOM:S

COMPLAINTS PROCEDURE

This procedure applies to an actual or potential landlord; a tenant; a former landlord or a
former tenant making a complaint against SU Homes. We would also accept a complaint
from properly appointed representative, provided we have written confirmation from the
complaint directing us to deal with them on their behalf.

If you have a complaint, please put it in wrifing, including as much detail as possible. We will
then respond in line with the timeframes set out below (if you feel we have not sought to
address your complaints within eight weeks, you may be able to refer your complaint fo the
Property Ombudsman to consider without our final viewpoint on the matter).

If you are an existing tenant, please ensure that your rent is up to date in order to follow this
procedure. Non-payment of rent negates your tenancy rights and does not help to find a
solution to your complaint.

Level 1:
Complaints in the first instance should be made in writing and directed to the Lettings
Manager of SU Homes either by:

i. email to gemma@suhomes.co.uk

iil. or by post to:
The Lettings Manager
SU Homes
Square 3
Wivenhoe Park
Colchester
Essex CO4 35Q

Complaints should contain the following:

i.  The complainants name, contact telephone number and contact email address.
For tenants please provide your @essex email address.

iil. Details of the event or occurrence which has given rise to the complaint.

The complaint must be made within 28 days of the event or occurrence.

Written complaints will be acknowledged within 3 working days and an investigation will then
take place.

The complaint will be investigated by a senior member of staff not involved with the
complaint.

A written outcome of the investigation will be sent within 15 working days from when the
complaint was received.

Level 2:
Should this approach not resolve the issue satisfactorily, the complainant’s next route is to
write fo the Director of Services Activities & Support either by:
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i. email fo reeves@essex.ac.uk
iil. or by post to:
The Director of Services Activities & Support
SU Homes
Square 3
Wivenhoe Park
Colchester
Essex CO4 35Q

The escalated written complaint must be received within 10 working days of issuing the Level
1 outcome

Written complaints will normally be acknowledged within 3 working days.

A formal investigation will then take place. This will be a detailed and independent review of
the complaint by staff not directly involved in the transaction.

A formal written outcome of the investigation will be sent within 15 working days from when
the complaint containing a statement expressing our final view, and will include any offer we
wish fo make.

This will also include details of how fo refer the complaint to The Property Ombudsman.

Level 3:
If you are noft saftisfied with the final response received you may refer your complaint to The
Property Ombudsman. This must be done with 12 months of receiving the final response.

You can refer your complaint to:
The Property Ombudsman

Milford House

43-55 Milford Street

Salisbury

SP1 2BP

01722 333306

www.tpos.co.uk admin@tpos.co.uk

)~ The Property
\ Ombudsman
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