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This leaflet explains how North Lincolnshire 
Homes intends to deal with customer complaints, 
comments and compliments.

Customer feedback is very important to us regardless 
of whether it is good or bad. We encourage our 
customers to let us know what they think about the 
services we deliver so that we can learn from our 
mistakes and replicate our successes.

Definition
Customer feedback is defined as a complaint, a 
comment or a compliment.

A comment is a suggestion for making the service 
better.

A compliment is when someone is very happy with 
the service that we have provided when “we have 
gone the extra mile”.

A complaint is when someone tells us they 
are not satisfied with the quality of service 

that we have provided, where we have 
a responsibility to provide that service. 
Complaints can also be received from 
groups of customers.
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Comments
Whilst there is a natural inclination to think of feedback as 
primarily being about complaints, it is important that we 
encourage and consider customers’ suggestions on how 
things could be improved.

Compliments
Similarly North Lincolnshire Homes wishes to encourage 
compliments in order to celebrate success and reward 
outstanding customer service.

Complaints
Whenever a customer expresses dissatisfaction with the 
company or the services we provide we will try to resolve the 
matter immediately. All North Lincolnshire Homes employees 
are encouraged to work with customers to put things right. 
After a matter has been put right we shall send a letter of 
apology to the customer. In some instances it may not be 
possible to resolve the matter straight away and so customers 
will still have the right to make a formal complaint.

North Lincolnshire Homes delivers a three stage complaints 
management process. At stage one your complaint will be 
registered and then given to a Senior Manager to investigate. 



The manager will aim to contact you within five working 
days of receiving your complaint so that they can discuss the 
matter in person. At this first stage we aim to satisfactorily 
resolve your complaint within a total of ten working days. 

Where a complaint has been received from a group of 
customers, the manager will arrange a meeting with an 
appointed group representative/s, wherever possible, to hear 
first hand what the grievance is and how they would like to 
see it resolved.

If the complaint cannot be resolved to your satisfaction you 
may request your complaint is heard at stage two.

Stage two complaints are investigated by the appropriate 
Company Director who will carry out a new review of your 
complaint. As at stage one, the director will contact you to 
discuss the matter in person with the aim of reaching an 
agreement and resolving your complaint within ten working 
days. We may offer to introduce an independent mediator 
to assist with the case. If your complaint cannot be resolved 
to your satisfaction at this stage, then you may request your 
complaint is heard at stage three.

Stage three is the final stage in North Lincolnshire Homes 
own complaints procedure. At stage three you will be invited 
to attend a meeting where an Appeals panel consisting of 
members of the company’s Management Board and members 
of the Executive Management Team shall consider your 
complaint. A final decision shall be sent to you in writing. 



The Housing Ombudsman Service

If, after the Appeals Panel has heard your complaint, you are 
still dissatisfied with the outcome, you may refer the matter to 
the Housing Ombudsman Service.

Everyone is entitled to use this service to assess their 
complaint, however the Housing Ombudsman will not 
investigate until your complaint has been through the North 
Lincolnshire Homes complaints procedure.

Housing Ombudsman Service 
81 Aldwych
London 
WC2B 4HN

email: 	 info@housing-ombudsman.org.uk

tel:	 020 7421 3800

lo-call:	 0845 7125 973

minicom:	 020 7404 7092

fax:	 020 7831 1942



Support for customers making a complaint
Some customers may find it difficult to express themselves for 
whatever reason and so we shall always be open to customer 
feedback however it is expressed. In addition, customers are 
encouraged to get support from third parties, family members 
and other agencies such as the Citizens Advice Bureau.

What you can expect to come of your complaint
In trying to seek a resolution to your complaint, the following 
outcomes will be considered:

	 •	 An explanation of why things worked out as they did.		
	 •	 An apology with an explanation of how things went 		
		  wrong.
	 •	 An explanation of how the complaint has been used to 		
		  improve services.
	 •	 A commitment to reviewing procedures.
	 •	 A payment as a goodwill gesture or as compensation.



The proposed outcome of your complaint will be largely 
determined by what you feel is a reasonable way to resolve 
your complaint.

Compensation payments
In cases where service failure has contributed to financial or 
personal losses we may offer to pay compensation as part 
of the complaint’s resolution. Any request for compensation 
will be considered on an individual basis. All compensation 
payments will be monitored by the North Lincolnshire Homes 
Executive Management Team.

Learning
North Lincolnshire Homes needs to learn from your feedback 
in order that mistakes are not replicated in the future and 
success is built upon. In many cases the commitment to 
change procedures will form part of the resolution of a 
complaint so it is vitally important that the actions are 
followed up.

All customer feedback will be recorded and monitored 
regularly by Community Voice and by the North Lincolnshire 
Homes Management Board.

Visit us online
www.nlhomes.org.uk
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