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1. IntroducƟon  

  
1.1. The Finchley ChariƟes is commiƩed to delivering a high quality housing and support service that is 

resident focused and meets the needs and aspiraƟons of our residents, and also promotes best 
pracƟce in all areas of performance, value-for-money and saƟsfacƟon.   

  
1.2. It is, therefore, important that we take the learning opportuniƟes offered by complaints and all forms 

of related feedback to conƟnually seek service improvements and increase overall resident 
saƟsfacƟon.   
  

1.3. This procedure sets out the process by which residents, customers, contractors and other 
stakeholders may complain if dissaƟsfied with the service they receive. It also lays out the 
responsibiliƟes of The Finchley ChariƟes in responding to complaints.   
  

1.4. Complainants will be provided with the support they need in order to make their views known. We 
will ensure that no residents are disadvantaged or treated less favourably as a result of making a 
complaint.   
  

1.5. Complaints will be invesƟgated and responded to imparƟally, objecƟvely and professionally, taking 
all known circumstances and available informaƟon into consideraƟon.   
  

1.6. The Finchley ChariƟes’ objecƟve is to resolve any concerns or complaints at the first point of contact, 
wherever possible. However, there may be instances where residents wish to take their complaint 
further to a formal stage. The complaints policy outlines a consistent and systemaƟc approach to 
dealing with complaints.   
  

1.7. The Finchley ChariƟes does not consider a request for a service, anƟ-social behaviour and nuisance 
and employee issues as a complaint and will deal with such requests through the appropriate policies 
and procedures.    

  
1.8. The Finchley Charity (TFC) deems a complaint to be “An expression of dissaƟsfacƟon, however made, 

about the standard of service, acƟons or lack of acƟon by TFC, our staff, or those acƟng on our behalf, 
affecƟng a resident or group of residents”  

  
  

2. When to use the complaint procedure  
  

2.1  A complaint should be logged and invesƟgated if a resident feels TFC has failed to deliver what we should. 
A complaint may be made because TFC has:  

  
• Provided a poor service or failed to provide a service at all  
• Failed to do something that we have an obligaƟon to do  
• Taken too long to deal with a request  
• Our staff have behaved unhelpfully, inappropriately or discourteously  
• Policies and procedures that are wholly unfair or inappropriate  

  
2.2. When not to use the complaints procedure      
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The complaints procedure should not be used for the following:   

• To request a service e.g. for maintenance work to be carried out   
• To complain about things outside the control of The Finchley ChariƟes e.g. Local Authority 

responsibiliƟes  
• CompensaƟon claims   
• To report anƟ-social behaviour or nuisance, as these are dealt with under a separate anƟ-social 

behaviour  policy and procedure  

• To appeals against behaviour agreements, noƟces to determine or evicƟons                  (Please 
refer to our Appeals Procedure).   

• Legal proceedings have started.   
• MaƩers that have previously been considered under the complaints policy  

  
  

3. Assistance in making a complaint  
  
3.1 The Finchley ChariƟes will ensure that barriers are not put up to prevent residents from using the 
complaints procedure. Complaints will therefore be accepted in a range of formats, including in wriƟng, over 
the telephone, by email or in person.  

  
3.2 Residents can request help from staff to make a complaint. Assistance and advice making a complaint or 
understanding the complaints procedure independently can be obtained from:   

  
• RelaƟves or friends  
• London Borough of Barnet  
• Specialised chariƟes such as Age UK or MIND  
• Their local MP or councillor  
• Solicitors  
• CiƟzens’ Advice Bureau or a similar advice centre  Local advocacy services.  

  
4. Monitoring and learning from complaints   

  
Feedback from our residents on their experience of our services is important. We use this feedback 
to improve the service we provide. All complaints received are reported to the AdministraƟon team 
who monitor the progress and outcomes of the complaints and report to the management team and 
the relevant sub-commiƩees’ meeƟngs, where lessons learned can be disseminated through the 
relevant staff teams.   
  

4. Roles and responsibiliƟes  
  

The AdministraƟon Team is accountable for the overall policy and is responsible for its 
implementaƟon and for ensuring compliance.  
  
All colleagues are responsible for:  
  
• answering complaints when required,  
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• ensuring they take collecƟve responsibility for any shorƞalls idenƟfied rather than blaming 
others and, working collaboraƟvely across teams and departments towards resolving 
complaints effecƟvely.  

  
5. Geƫng in touch  

  
OŌen the quickest way to put things right is to speak with the onsite Sheltered Housing Officer. We 
do however appreciate that someƟmes this isn’t possible.  
  
AlternaƟvely, the AdministraƟon Team can be contacted in any of the following ways –  
  

 •  Telephone – 0208 346 9464 (Monday to Friday 9am - 5pm)  
•  Email – info@thefinchleychariƟes.org •  Website – www.thefinchleychariƟes.org  
• Post – The Finchley ChariƟes, 41a Wilmot Close, East Finchley, N2 8HP  
• Via our social media handles eg- whats app, where theses handles are up and running  

  
6. Timescales  

  
We operate a two-stage complaints procedure, the Ɵmescales for responses are:  
*When stated in this document ‘working days’ refer to standard Monday-Friday working days.  
  
• Logging and acknowledgement of a complaint – 5 working days.  
  
• Telephone call to the complainant by the complaint handler - within 2 working days (from 

logging and acknowledgement).  
  
• Stage one decision – 10 working days from the complaint being acknowledged.  
ExcepƟonally, if this is not possible, we will provide an explanaƟon and a date by when the stage one 
response will be received. This will not be more than a further 10 working days total without good 
reason. If an extension beyond 20 working days is required to enable us to respond to the complaint 
fully, this should be agreed with the complainant. If agreement cannot be reached the complainant 
will be provided with the details of the Housing Ombudsman Service so the complainant can 
challenge our plan for responding and/or the Ɵmeliness.  
  
• EscalaƟons to Stage two should be requested within 30 days of receipt of the Stage one 

response. We can however make excepƟons to this Ɵmeframe. Details of when we would 
refuse to escalate a complaint are explained in the secƟon ‘Refusing to accept or escalate a 
complaint’.  

  
• Stage two (response to any appeal made on a stage 1 decision) – 20 working days from 

logging and acknowledgement. ExcepƟonally, if this is not possible, we will provide an 
explanaƟon and a date when the stage two response will be received. This will not be more 
than 10 working days total without good reason.  

  
If an extension beyond 20 working days is required to enable us to respond to the complaint fully, 
this should be agreed by the complainant. If agreement cannot be reached the complainant will be 
provided with the details of the Housing Ombudsman Service so the complainant can challenge our 
plan for responding and/or the Ɵmeliness.  
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7. Our approach to complaints  
  

We aim to welcome, understand, and resolve individual complaints in a Ɵmely manner; applying an 
approach that allows for monitoring. We will seek to idenƟfy any lessons arising from complaints 
and use these to improve our service provision across the Charity.  
  

8. Making a complaint  
  
We welcome complaints from anyone, or the representaƟve of anyone, who is affected by the 
services provided by The Finchley ChariƟes. This includes but is not limited to:  
• residents  
• customers seeking to rent a property  
• family members  
• friends, representaƟves, or advocates of residents  
• neighbours  
• service providers or professionals.  
  
We can engage with a third party pursuing a complaint on the complainant’s behalf as long as we 
have evidence that this person has their specific approval to act on their behalf and to have 
informaƟon provided to them by us. We will always work within what our Data ProtecƟon Policy 
allows.  
  

9. Accessing our service  
  
To make it as easy as possible and in keeping with our obligaƟons under the Equality Act, we will take 
reasonable steps to adapt our normal complaint handling policies, procedures, and processes where 
appropriate to accommodate a disabled person’s needs, for example providing correspondence in 
large print or idenƟfying an auxiliary aid or service. We will also look to take steps, when reasonable, 
to accommodate the communicaƟon needs of others, for example accessing a language line service 
for those whose first language is not English.  
  

10. Refusing to accept or escalate a complaint  
  
We will not discriminate against anyone who makes a complaint. If a complainant behaves 
inappropriately in making a complaint, we will seek to manage that behaviour as necessary, while 
treaƟng the complaint like any other. However, there will be some rare occasions when we will not 
accept a complaint, examples of this are given below (this list is not exhausƟve):  
  
• Inappropriate or unacceptable behaviour, which is threatening, abusive or aggressive.  
  
• Where the issue giving rise to the complaint happened over 6 months ago. Though an 

excepƟon will likely be made for any complaint that has a safeguarding or health and safety 
element.  

  
• The same maƩers have been fully addressed under a previous closed complaint.  
  
• Where the complaint is a dispute over legislaƟon or is a maƩer that is already the subject of 

legal proceedings.  
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• The complaint is dispuƟng the term of a lease, cost, or reasonableness of a service charge, 
sinking fund/reserve fund contribuƟon, or rent increase. These disputes are dealt with by the 
First Tier Tribunal (see details below in the ‘contact’ secƟon.  

  
If we do not accept a complaint for any other reason, including those described above, we will write 
to the complainant within 10 working days (of its acknowledgement and logging) providing our 
reasons. The complainant will also be told of their opƟon to appeal this decision by contacƟng the 
Housing Ombudsman Service.  
  

11. MediaƟon  
  
We will explore the use of mediaƟon by an external organisaƟon where it is appropriate.  
  

12. CompensaƟon  
  
We may consider an offer of compensaƟon or good will when we have, through our own acƟons or 
inacƟons, failed to deliver services of an acceptable standard.  
  

13. Internal escalaƟon and appeals  
  
A complainant can request that their complaint be escalated to stage 2 if they are dissaƟsfied with 
the iniƟal response at stage 1.  
  
There may be rare and excepƟonal circumstances where it is necessary to immediately escalate a 
new complaint to the final stage of the internal process. This will be at the Chief ExecuƟve’s 
discreƟon.  

  
14. ConfidenƟality  
  

The Finchley ChariƟes will ensure confidenƟality is maintained wherever possible but should make 
staff, residents and partners aware that informaƟon may need to be shared with appropriate 
agencies in certain circumstances.   
  

15.  Appeal  
  

15.1 Complaints to the Housing Ombudsman  
  

Should the complainant fail to be saƟsfied with the final response, they could seek to refer it to the 
Housing Ombudsman. Complainant are able to contact the housing ombudsman at any stage of 
the complaint.  
  
  
  
  
To contact the Housing Ombudsman:  
  
Call: 0300 111 3000  
Lines are open Monday to Friday from 9.15am to 5.15pm (except public holidays)  
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Calls to and from 0300 111 3000 and direct dial lines of the Dispute ResoluƟon Team are recorded 
for training and monitoring purposes.  
  
Email info@housing-ombudsman.org.uk  
  
Write: Complaint correspondence: Housing Ombudsman Service, PO Box 152, Liverpool L33 7WQ  
  
Note: The Housing Ombudsman Complaint handling code is available via the Housing Ombudsman 
website or you can request a copy via your Housing Services Manager.  
  
Website: hƩps://www.housing-ombudsman.org.uk/   
  
15.2 Local Councillor or a Member of Parliament (MP)  
  
Names of Local Councillors can be found in local Libraries or via the local council.   
  
Names and contact details of MPs can be found by phoning the House of Commons informaƟon 
office on 02072194272 or online at www.parliament.uk.   
  
15.3 Complaints to the Charity Commission   

The Charity Commission’s involvement in looking at complaints is limited to issues that pose a serious 
risk of significant harm to a charity’s residents, assets, services or reputaƟon. The commission deals 
with:  
  

   complaints received from members of the public   
  
Charity Commission First Contact   
PO Box 1227   
Liverpool   
L69 3UG   
  
Or visit their website: hƩps://www.gov.uk/complain-about-charity    
  

16.  Self-Assessment  
  
As part of our ongoing learning we will comply with the Housing Ombudsman complaint handling 
code and carry out annual self-assessment of our complaints service and handling. This will:  
  

• Be reported to The Finchley ChariƟes Trustees  
• Published on our website  
• Form part of our annual report  
• Be reported to the Ombudsman  

  
We will measure our performance against our complaints by monitoring the following KPIs which will be part 
of our Trustee updates  

  
• Number of complaints received  
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• Number of complaints upheld and not upheld  
• Complaints responded to in Ɵme  
• SaƟsfacƟon with complaints handling  

  
  
  

17. Policy Review  
  

All polices of the Charity are placed on a review cycle. The form below is designed to ensure that this 
policy is updated on a regular basis and conform to statutory and best pracƟce standards.  
  
The lead on each policy retains this form and updates according to changes in the policy operaƟng 
environment. When presenƟng a new or exisƟng policy the completed policy review form must 
be presented.  
  
  

  Policy:  Complaints Policy and Procedure  

  Date of last review:  August 2026 

  Date of next review:  August 2028 
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Appendix 1  
1A Wilmot Close,  
East Finchley, London N2 8HP  

  
Tel: 020 8346 9464  

  
Email: 
info@thefinchleychariƟes.org 
www.thefinchleychariƟes.org  

  

Complaints Form  

  

Name    

Address    

Telephone Number    

Email Address    
  
  

How would you like us to respond?  

By LeƩer    

By Email    

By Telephone    

Personal Visit    
  
  

When is the best Ɵme to contact you?  

Morning    

AŌernoon    

Evening    
  
  

Have you already discussed this maƩer with a member of staff?  

No    

Yes  
If yes, please say who and when  

  
  
  
  
  
  
  
  
  

What outcome or acƟon would you like as a result of this complaint?  
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Type of Complaint  
  

  

Date and Ɵme of complaint    

LocaƟon  
  

  

What Happened?    
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How did this make you feel?    
  
  
  
  
  
  
  

Is there anyone we should speak to 
about this maƩer?  
What would you like us to do?  

  
  
  
  
  
  
  

What would you like us to do?    
  
  
  
  
  
  
  

  

For Internal Use    

Date Received      
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Out of invesƟgaƟon  
(Please  use 
 another necessary  

sheet  if    
  
  
  
  
  
  
  
  
  
  
  
  

   
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

  


