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Beacon Supported Housing Complaints Policy 2026
1. Purpose

The purpose of this Complaints Policy is to ensure that residents of Beacon Supported
Housing CIC receive a fair, transparent and accessible process for raising concerns or
complaints.

We are committed to resolving complaints promptly, effectively and in a way that upholds the
dignity and rights of all individuals involved. This policy outlines how complaints will be
managed, including the steps residents can take if they are dissatisfied with the services or
support they receive.

This policy complies with the Housing Ombudsman Complaint Handling Code 2025.
2. Scope

This policy applies to all residents, staff and stakeholders involved with Beacon Supported
Housing CIC, including tenants, families, carers and visitors.

It covers complaints relating to any aspect of the services provided, including but not limited
to:

Accommodation quality and maintenance
Support services (personal, financial, social)
Service request

Staff behaviour and conduct

Communication

Health and safety concerns

Management of housing policies and procedures

3. Definition of a Complaint
Beacon Supported Housing CIC adopts the Housing Ombudsman’s definition of a complaint:

A complaint is an expression of dissatisfaction, however made, about the standard of
service, actions or lack of action by the organisation, its staff, or those acting on its behalf,
affecting an individual resident or group of residents.

A complaint may relate to:

Poor service or failure to meet expectations
Delays in responding to requests

Unfair treatment or discrimination
Miscommunication or lack of information
Inadequate living conditions or repairs

We will accept complaints made in any format and will not unreasonably refuse to accept a
complaint.
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4. How to Make a Complaint
Residents may make a complaint through the following channels:

In person: Speak to a member of staff
By phone: Contact the housing office

e In writing: Email info@bshcic.org or write to Beacon Supported Housing CIC, 9 Old
Main Road, Costock, Loughborough, LE12 6XF

e Online: Via www.bshcic.org

Compilaints should include:

e The nature of the complaint
e Relevant details (dates, locations, individuals involved)
e The outcome being sought

e Contact details for follow-up

We will record the complaint when it is received and will not delay logging it while seeking
further information.

5. Exclusions
We may not accept a complaint where:

e The issue occurred more than 12 months ago
e Legal proceedings have commenced in relation to the matter
e The issue has already been fully considered under this policy

Where a complaint relates to matters older than 12 months, we will consider whether there is
good reason to exercise discretion and investigate the complaint.

If we decide not to accept a complaint, we will provide a clear explanation and advise the
resident of their right to contact the Housing Ombudsman Service.

6. Complaint Handling Process
Stage 1

Acknowledgement: We will acknowledge receipt of the complaint within 5 working days.

We will:
e Confirm our understanding of the complaint
e Clarify the outcomes the resident is seeking
e Request clarification if necessary
e Investigation: We will conduct a fair and impartial investigation.

Response: We will provide a written response within 10 working days of acknowledgement.

If an extension is required, this will not exceed 10 additional working days unless there is
good reason. The reason for any extension will be clearly explained.
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Our response will include:

The complaint definition

Our decision

The reasons for that decision

Any remedy offered

Details of how to escalate to Stage 2

If the complaint is upheld, we will explain what actions will be taken and how we will prevent
recurrence.

Stage 2
Residents are not required to explain why they wish to escalate.

e Acknowledgement: Within 5 working days.
e Review: Conducted by a different person from Stage 1.
e Final Response: Within 20 working days of acknowledgement.

If an extension is required, this will not exceed 20 additional working days without good
reason. The reason for any extension will be clearly explained.

Stage 2 is the organisation’s final response.
7. Housing Ombudsman Service

If a resident remains dissatisfied after Stage 2, they may contact the Housing Ombudsman
Service.

Housing Ombudsman Service

PO Box 152

Liverpool

L33 7wWQ

Telephone: 0300 111 3000

Email: info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk
8. Confidentiality

All complaints will be handled confidentially and managed in accordance with data protection
legislation.

9. Equality and Accessibility
We will ensure the complaints process is accessible to all residents.
Provide assistance with making a complaint

Offer translation or communication support where required
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Make reasonable adjustments in accordance with the Equality Act 2010
10. Monitoring, Learning and Governance
We will monitor complaint data regularly and identify trends.

Complaint performance will be reviewed by senior management and reported to the Board
annually.

An annual self-assessment against the Housing Ombudsman Complaint Handling Code will
be completed, approved by the Board and published.

We will publish an annual complaints performance and service improvement report. We may
also carry out surveys of the service we are providing. Any dissatisfaction via a survey does
not constitute a complaint and the person completing the survey will be made aware of how
a compliant can be made if they wish to.

11. Policy Review

This policy will be reviewed annually or sooner if required due to legislative or regulatory
change.

Contact Details

Complaints Officer: Elizabeth Finney
Email: liz@bshcic.org

Senior Lead for Complaints: Yvonne Lee

Email: yvonne@bshcic.org
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