
 

 
 

Portsmouth Churches Housing Association aim to provide an excellent service, but when something 
goes wrong, residents can make a complaint. The Flow Chart below shows the two stages of the 

complaints procedure. 

 

 

Complaints Procedure Flow Chart 

Stage 1 - Investigation 

When a complaint is received, the Housing Manager who is the complaint handler will issue a written 

acknowledgement stating an understanding of the complaint within 5 working days 

A fair and impartial investigation into the complaint will be carried out. You, and if applicable, any 

employee will be given the opportunity to provide their version of events.  You will receive  a written 

response of the outcome from the Complaints Handler within 10 working days 

  If you are not satisfied, then you may appeal and 

escalate to Stage 2 of the Complaints Procedure 

within 20 working days of Stage 1 being closed 

 

If you are satisfied with the 

outcome, the case will be 

closed 

Stage 2 - Appeal 

Your Stage 2 request will be acknowledged within 5 working days.  You will be requested to clarify, 

within 5 working days what specific parts of the complaint were not investigated, what part of our 

response you disagree with and why; and what we can do to resolve the complaint and put things right. 

 

A fair and impartial investigation will be carried out either by the Executive Officer or a member of the 

Management Committee.  They will review Stage 1 and make sure that the complaint was handled 

correctly, that the original decision was correct, that the resolution offered was fair and reasonable. The 

Association aims to provide a formal written response of the outcome for the appeal investigation within 

20 working days. 

If, following the appeal process that you are not satisfied with the outcome, you may refer your complaint 

directly to the Housing Ombudsman PO Box 152, Liverpool L33 7WQ 

Phone 0300 111 3000  Email: info@housing-ombudsman.org.uk 

Further information is available at www.housing-ombudman.org.uk 

 

http://www.housing-ombudman.org.uk/

