ther information from Charter
guage or a different format,

J : to help.
If you have a general complaint then staff will usually try and 3
sort it informally as soon as possible. We always try to do that

first, because the most important t
if it's wrong. If you want to make a
then we have the following ways:

hing is to put right something
'formal’ complaint,

¥ Write to us - send a letter detailing your
complaint or fill out our complaints form
¥ Telephone us - our customer service advisors

are available to help you on (01633) 212375
¥ Email us - send in your complaint to

customerserviceteam@charterhousing.co.uk
via our website www.charterhousing.co.uk
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Charter aims to give you the best standards
of service. We try to get it right first time,
every time, but there may be occasions

when you’re not happy with what we do.

We obviously hope you don’t have a need to complain, but to deal with
those times when you don't feel we've got it right for you, we have a
complaints procedure. It’s fine to complain if you fee| unhappy with
something we've done, or not done. We'|| always listen to what YyOou have to
say, treat your complaint seriously and look into it as soon as we can. We'l|
also use your complaint to learn from any mistakes and to continue

improving our service. Complaints can be a very helpful way to show us
what we need to do better

' ion - f
If you’'re unhappy with the standard of service, action - or La?;no
[ tractors that we use, yo
ion - by Charter, its staff or con : ' ’
arT:::ke a complaint. We really don't mind you telling us that you're

not happy, we'd much rather know!

1
l
1
'
'
'
'
'

Yes. Complaints can come from one person, a group of people, or
an organisation who think they've been affected by something
Charter has done, or should have done. Complaints can also come

from a friend, relative Or someone else acting on your behalf, if
that is easier for you.
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[ mplaint informally in the ﬂrst.
'We'H alwaCy)S :ryrité)ri(’?ji \é\gtguiosuc:mCZthﬁwg right where V\{e’\/e got it
'”StanCi wz czm and to explain why we can't if we can't. If \évif
\évarr?’rgsgsg|ve your ’problem informallcly, then r\:\ijer;ljlbrzra?sra:trei/f/zlrn o

[ [ rence . .

o v Comtﬁiarlrlth?;];jv%g/riiﬁzudaaﬁ Snd we'll tell yqu vyho’s dealing
tO_ yhoroL\jlr c|omp|aint. we'll look into your complaint in seve};']e
\\jvvgrkiyng days and write to you or ring you about what we

going to do to put things right.

ou a full answer about what we're going to doin

If we can't give'y y we need more

this time, we'll contact you again and tell you é\/h
time and give you a new date for our response.

If we've got it wrong, we'll admit to that and apologise. Even if we
haven't done something wrong according to our policy, we will
always look at what you've told us to see if we need to change
the way we do things for the future.

We will tell people regularly about what we've changed as a result
of complaints we’'ve had in ‘Contact’ magazine.

is there anyone else | can

complain to if Pm still not happy?

If you aren't happy after your complaint has been dealt with
formally, you can complain to the Public Service Ombudsman
for Wales. They have a Complaints Advice Team who can offe
advice on what to do next.

Contact: The Public Service Ombudsman for Wales
1 Ffordd yr Hen Gae, Pencoed, CF35 5LJ
Tel: 01656 641150 Email: ask@ombudsman-wales.org.uk

More information on our Complaints Policy and how we deal
with complaints is available on our website -
www.charterhousing.co.uk
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