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Complaints
and compliments
This leaflet explains how to make a complaint or compliment

Accord Group / Complaints and compliments

Not happy?
We strive to ensure we continuously provide an excellent level of service
to all, but we do accept that at times we can get it wrong. We want to hear
your feedback so we are able to improve our services where possible.

Our service standards
We have made it easy for you to log a compliment or complaint with
any member of the Group. We log all customer compliments and
complaints, and report on our performance at least annually. You can
get in touch in person, by telephone, in writing, by email, by social
media or via your customer account log-in page on our website.
If a staff member cannot resolve your query immediately, they will explain
the process and the timescale of a resolution to you. If you have a
problem, we will keep you informed regularly of how we are dealing with
your query or complaint and the reasons for any changes.
We will publish details of service improvements as a result of complaints
as often and as widely as we can to demonstrate what we have learnt
from your feedback. We will treat every complaint fairly, promptly and
politely. We will assign you a dedicated investigating officer at each stage
of the process who will take a person-centered approach.
We will only close the complaint once you are satisfied, or when all the
internal stages have been exhausted. Where all internal stages have been
exhausted, we will advise you of your right of appeal and how to access
external advice.

How do I make a complaint or compliment?
You can contact us in writing, by telephone, by email at customercare@
accordgroup.org.uk, via social media, in person at one of our offices,
or via your online customer account. Complaints via social media will
be acknowledged between 8am-8pm Monday to Friday or on the next
working day. If you are unable to make your complaint via these methods,
we can come to your home or you can make a complaint through an
advocate working on your behalf.

What information do I need to submit?
Please provide your preferred methods of contact, the nature of your
complaint, providing us with as much detail as possible. This may include
dates and times or if this is something that you have raised previously. We
would also like to know what you would like to happen to resolve your
complaint.

What happens once I submit a complaint?
We will acknowledge your complaint within two working days of receipt,
also confirming the course of action we will take and inform you of who
the investigating officer will be. We will also inform you of the proposed
resolution date or at least when we will respond to you, which will normally
be within 10 working days.
If you are unhappy with the outcome, we will advise you of the next stage
of the process. You can also call the Housing Ombudsman, who will
consider the complaint once our procedure has been completed. A period
of eight weeks must have passed from the resident panel review stage.
Once you are happy with the outcome, we will send you a letter closing
the complaint and ask for your feedback on how we dealt with it.

Do you need this document in another language or format?
Tick the box next to the language or format you need and send it to
the address below. This leaflet is also available in large print, Braille,
audio and EasyRead formats.
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