
Customer summary of a Genesis Housing 
Group policy 
This policy sets out Genesis Housing Group’s approach to 
managing complaints from customers. 

Introduction
As a customer-focused organisation, we welcome feedback 
on our services, whether positive or negative. Effective 
handling of complaints increases customer confidence and 
satisfaction and can provide valuable insights into what we 
do well and where we need to improve. 

We aim to:
•	 �encourage feedback, both positive and negative
•	 �resolve complaints to the customer’s satisfaction, quickly 

and sensitively
•	 �resolve complaints at the point of service delivery, 

wherever possible
•	 �use complaints and compliments to help us improve our 

services and reduce the level of complaints in future.

Definitions 
A complaint is an expression of dissatisfaction with our 
services whether justified or not. We will view all complaints 
as a source of information that can help us to improve the 
service. A complaint will arise if:
•	 we failed to take action following initial contact
•	 we failed to provide a service
•	 we delayed in providing a service
•	 we missed an appointment, giving no notice
•	 we failed to comply with a policy or procedure
•	 we provided an unfair service
•	 we got something wrong.

There are some comments or complaints which are not 
dealt with under our complaints policy and procedure.
These include: 
•	 �a first request for service, information or an explanation 

of our policies and procedures
�•	 �disagreements between customers about anti-social 

behaviour or harassment, unless the complaint refers to 
our failure to deal with the disagreement appropriately

•	 �a claim being dealt with by our insurers
•	 �issues where a customer has commenced legal action 

against us

Complaints 
•	 �a dispute against the amount of rent or service charge 

being charged 
•	 �appeals against policy decisions. Customers can complain 

about how we put policies and procedures into practice, 
but we don’t treat challenges to the policies and 
procedures themselves as complaints. Instead, customers 
can take up matters relating to policies through their 
relevant customer forum or customer association.

Who can complain?
Anyone who receives a service from us can make a 
complaint. This includes:
•	 tenants, including prospective tenants
•	 �leaseholders, including shared owners and prospective 

leaseholders
•	 �customers in receipt of services such as floating support, 

domiciliary care or community development work
•	 �residents neighbouring Genesis Housing Group 

properties or development sites.

Our complaints process is also open to anyone acting on a 
customer’s behalf, with their written permission. 

How to complain
Customers who are not happy with any aspect of our service 
should first contact the member of staff who usually deals 
with that particular service. If this member of staff does not 
sort out the problem to the customer’s satisfaction, the 
customer can then make a formal complaint.

Complaints can be made in the following ways:
•	 In person
•	 In writing – by letter, email or using our complaint form
•	 By phone
•	 By fax
•	 By the complaints page on our website.

Complaints can be made in any language. If a customer 
needs help to put their complaint in writing, or needs an 
interpreter to help them make a verbal complaint, we will 
make the necessary arrangements for this on request.
If a complaint relates to an agency providing a service 
on behalf of Genesis Housing Group, the customer must 
exhaust the agency’s complaints procedure before making  
a complaint to us.
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Persistent or abusive complaints
Complaints must be made in a reasonable manner.  We 
will not accept the complaint where the behaviour of the 
complainant has become unreasonable – for example, if 
they are being threatening or abusive in any way, or if they 
are making persistent and ongoing complaints in relation to 
matters that have been addressed.

What we will do when we receive a complaint 
We will deal with complaints impartially, objectively and 
professionally. We will make clear that making a complaint 
will not result in any adverse consequence such as removing 
a service. We will take ownership, apologise where we have 
made a mistake and aim to resolve the complaint to the 
customer’s satisfaction. 

Our target is to acknowledge the complaint within two 
working days and give a full response within ten working 
days. If we are not able to do this, we will let the complainant 
know why and will keep them informed of our investigation.

Initial contact
Customers and stakeholders can make a complaint to 
anyone in the organisation. When we receive a complaint, 
we will clarify the issue and clarify how the complainant 
would like us to resolve the situation. We will check whether 
the complainant needs any kind of support, and we will 
explain the procedure. 

We will try to deal with the issue right away and at the point 
of service delivery. If the member of staff receiving the 
complaint cannot deal with the issue there and then, the 
complaint will be referred to the relevant service manager.

Further investigation
If the complainant is not happy with our attempt to resolve 
their complaint at the initial contact, or if we believe a 
more extensive investigation is needed, the case will be 
investigated by the relevant senior manager. Once the case 
has been investigated, we will give the complainant a full 
written response which will include who the complainant 
should contact if they wish to proceed to the next stage..

Appeals panel/committee
If the customer is not satisfied with the outcome of our 
further investigation, their complaint will be considered by 
a panel or committee with representatives from the Group 
who have not previously been involved in the complaint.

Complainants are invited to present their case in person. 
They may be represented at the hearing or be accompanied 
by a friend, relative or support worker for support.  
However, solicitors or lawyers are not allowed to represent 
the complainant as the complaints procedure is not a  
legal process.

Final response
After we have investigated the complaint at the appeals 
stage, we will provide a final response letter in clear, plain 
language which answers all the points of the complaint. The 
letter will include details of what the complainant should do 
if they wish to refer their case to the Housing Ombudsman.

Monitoring and learning from complaints
Gathering feedback from our customers on their experience 
of our services is important. We use this feedback to 
improve the service we provide. We will keep and analyse all 
complaints, compliments and suggestions we receive and 
will monitor timescales for responding to them.

Contact us

If you would like a copy of the full policy please contact the 
Policy Team on 020 8150 4112 or email info@ghg.org.uk

	� If you are a PCHA customer phone us 
on 020 8150 4000

 	 or email info@pcha.org.uk
	 www.pcha.org.uk

	� If you are a Springboard Housing 
Association customer phone us  
on 020 8475 0033

	 or email info@springboardha.org.uk
	 www.springboardha.org.uk

	� If you are a Pathmeads customer 
phone us on one of the numbers below:

	 Temporary housing 020 8900 4900 
	 Octavia Hill 020 8900 4998 
	 Key Places 020 7380 9025
	 or email info@pathmeads.org.uk
	 www.pathmeads.org.uk 

	� If you are a St Matthew Housing 
resident phone us on 01284 732550 
or email info@stmatthewhousing.org  
www.stmatthewhousing.org
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French

Arabic

Bengali

If you need any part of this 
information in large print, Braille, 
on audio tape or explained in your 
own language please contact us  
on the number below.

Telephone 020 7563 0037 
or email info@ghg.org.uk

Somali

Spanish

Portugese

Gujarati
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