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SIX TOWN

HOUSING

Great communities,
excellent services,
inspiring people

Making a difference

We involve tenants & leaseholders in everything we do.

This leaflet explains how you can let Six Town Housing know:

=When things go well

=When things go wrong

= Or when you just want to comment or make a suggestion about
the service Six Town Housing provides



Six Town Housing is committed to delivering the best
possible service at all times and you play a big part in
helping us get it right.

Every tenant and leaseholder can help make sure we provide housing
services in the right way by letting us know when you are happy with
the service we provide. However, sometimes things go wrong.

When they do, we really appreciate the feedback you give us as this
gives us the opportunity to try and put things right and look at
whether we need to change the way we deliver services.

Any complaints we receive relating to the service we deliver or
services that are contracted out will be assessed and any complaints
about our Strategic Housing Unit will be passed on to Bury Council
as they have their own complaints procedure “Your Voice Counts’.

We have systems in place to log, acknowledge, process and respond
to complaints, which will enable managers to analyse complaints about
the service and demonstrate that when complaints identify service
failures, remedial action is taken so the problems do not re-occur.

If our customer service is poor Six Town Housing may give you a
small complimentary gift.

We have put together this guide to help you with your complaints,
compliments, comments and suggestions. It will tell you how to go
about it and what to expect in return.



What is a complain

Complaints usually fall into one of the
following areas:

® You want to question what we
do or the way we do it.

You consider we have not
done something that we
should have.

Your needs are not being met
due to the lack of a particular
service.

You are not satisfied with the quality of service you have
received.

You are unhappy with the way you have been treated.

First time requests for a service or a simple report, such
as a repair, are not considered to be complaints but
valuable information to Six Town Housing. If we fail to
adequately respond to that information, a complaint may
well be justified.

If you have a problem that we are not dealing with, please
let us know.

We may not know we are getting something wrong unless
you tell us.



The complaints process

We will aim to resolve any problems or
complaints as they arise and learn from
them as an organisation. Therefore the
initial stage is for you to resolve it with
front line staff.

Stage 1

If you have not been able to resolve your
complaint with our front line staff
informally, you are encouraged to make a
formal complaint.

We will aim to sort out complaints effectively and within the target
time highlighted below:

o We will acknowledge all formal complaints in writing within
five working days, explaining what is happening and who is
dealing with your complaint.

o We will provide a detailed response within 10 working days

letting you know the outcome (within the 20 days identified in
Bury Council’s Complaints procedure framework).

If it is going to take us longer we will let you know when we will be
able to respond.

Stage 2

If you are still unhappy with our response after we have investigated
your complaint you can take the complaint a stage further.

You can do this by writing to:

Mrs Susan Jordan

Six Town Housing

Point Blue, Moor Street

Bury, BL9 5AQ

The Chief Executive will take a fresh look at your complaint. She
will write to you about the reinvestigation within 10 working days.



Stage 3

If you are still not satisfied with the action we have taken, you have
the right to complain to the Independent Housing Ombudsman. This
is an independent person appointed by the Government to look
into incidents of bad practice.

The address is:

Beverley House, 17 Shipton Road
York,YO30 5FZ

Phone: 01904 380200
Fax: 01904 380269

Please note:The Independent Housing Ombudsman will usually want to know if
your complaint can be settled locally, so please try the above steps first.

How to let us know your views

If you have a complaint, compliment, comment or suggestion about
Six Town Housing, you can talk to a member of staff or their
manager, or:
e You can visit us or write to us at:
FREEPOST RLUY-BXZX-UZGT E
Six Town Housing
Point Blue, Moor Street
Bury, BL9 5AQ

You can telephone Six Town Housing’s Customer
Contact Centre: 0161 686 8000

You can email us: enquiries@sixtownhousing.org
You can log on to the internet and fill in the on-line

comment, compliments and complaints form:
www.sixtownhousing.org

Alternatively you can fill in the freepost form at the back of this leaflet.



booklet is available in alternative

If you would like a copy of this booklet in your own language, in
large print, audio tape or computer disc, please contact Six Town
Housing on 0161 686 8000.
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Si vous désirez obtenir un exemplaire de cette brochure dans votre langue, en gros
caractéres, sur cassette audio ou disque compact d’ordinateur, veuillez contacter
I'organisation Six Town Housing au 0161 686 8000.
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W celu uzyskania kopii tej broszury w swoim jezyku, duzym drukiem, w postaci nagrania
lub dysku k go, prosimy ¢ sie z Six Town Housing pod nr tel. 0161
686 8000.




What is it you want to say about Six Town
Housing’s Services?

Name:
Address:

Contact phone number:

What happened/did not happen?

How have you been affected by this?

What do you think the service should do?

Have you given us feedback about this previously?

Suggestions




