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If you would like this document in your language, large print or Braille, please
contact your Neighbourhood Housing Office, who can do this for you free of charge.
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Si wous désirez recevoir oa documant dans vobre propre langue, en gros canaclénes ou en

braille, veullez contacter vobre Bureau Logement -Meighbourhood Housing Office- qui se

changera de vous Menvoyer graluiremeni.
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Sa prebender obber esle documenio no Seu idioma, impresso em lelras grandes ou em Braille,
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We are committed to giving

you the best possible service

at all times. Our service standards
define the quality of service you
should expect from us. Our service

standards are widely available and
can be found in your tenant
handbook, in leaflets available in
all our housing offices and on our
website.

We would like to hear from you if:

* you have a suggestion on how we can improve our
services;

* you have received a particularly good service;

° you are unhappy about a service you have received
from us;

* you feel you have been treated inappropriately.

You can contact us in person, by phone, by email, via
our website or by completing and returning this form.



Our aim is to get things right for our customers, first
time every time and we welcome your opinion about
our services. We are committed to analysing
complaints, getting to the root cause of problems,
improving our systems and processes to make sure
things will not go wrong again.
We will:

Make it easy to submit a complaint.

Treat each complaint properly, investigate it fully and
take action to put things right.

Acknowledge complaints within 1 working day of
receiving them.

Investigate, resolve and respond to all complaints
within 10 working days of receipt.



Complaints can be made:
In person at any of our housing offices or council
one stop centres.
To any member of our staff.
By telephoning or writing to West North West
Homes.
By completing this ‘Comments, Compliments and

Complaints form’ and sending it to West North West
Homes.

Via our website or by email.

We will try to sort the problem out straight away and
we encourage complaints to be reported as soon as
possible.

We believe that most problems can be sorted out by
raising the issue with a member of staff and we
encourage you to do this.



Our complaints process has 3 stages and you have
the right to have your concerns dealt with as a
complaint immediately.

At stage 1 we will acknowledge the complaint straight
away and we will let you know the name of the team
who will be dealing with the problem. A team member
will make every effort to meet with you or speak to
you personally. They will investigate the complaint
fully and make sure all the issues are dealt with to
your satisfaction. We will send you a response
confirming the outcome of the investigations and the
actions we have agreed with you to resolve the
complaint. If you are not satisfied with the outcome,
you have the right to raise the matter to stage 2 of our
process.

At stage 2 we will again acknowledge the complaint
immediately and we will allocate another person to
investigate the matter, normally a manager. Our
principle is that a fresh pair of eyes should always re-
investigate the complaint without prejudice. The
person investigating will make every effort to speak to
you to make sure we clearly understand the problem.
We will investigate all the issues and we will write to
you to let you know the outcome. If this fails to
resolve the matter to your satisfaction, you have the
right to raise the matter to stage 3 of the process.



At stage 3 your complaint will be adjudicated by an
independent panel made up of tenants or
leaseholders. The panel will review the case fully,
consider all evidence and the actions taken by West
North West Homes Leeds. You have the right to
attend the panel meeting to make your case
personally. At the conclusion the panel will reach a
decision which West North West Homes Leeds will
abide to.

If you are still not satisfied with the outcome you have
the right to take your complaint to the Local
Government Ombudsman, an independent body, who
will investigate your complaint and make a decision.

They can be contacted at:

Local Government Ombudsman, PO Box 4771,
Coventry, CV4 OEH

Telephone: 0300 061 0614
Text: 0762 480 4299
Email: advice@log.org.uk



You can make your comment, compliment or
complaint by completing this form. You can:

Send it to West North West Homes Leeds, Freepost,
RRJX-TUHK-JKAA, Westfield Chambers, Lower
Wortley Road, LEEDS, LS12 4PX.

Hand it in at any of our Neighbourhood Housing
Offices or council One Stop Centres.

Hand it in to any member of our staff.

Please make your comment, compliment or
complaint by completing this form. Send it to
Freepost RRIX-TUHK-JKAA, West North West
Homes Leeds, Westfield Chambers, Lower Wortley
Road, Leeds LS12 4PX

(Additional forms are available at your local
neighbourhood housing office)

Title: Mr / Mrs / Miss /Ms / Other (please circle)
First name:
Last name:

Address:

Postcode:
Telephone:
Mobile:
Email:



Do you wish to make a:
comment compliment complaint

What do you want to say to us?

(Please use this section to give us details such as
dates, names etc)

What do you think we can do to improve our service?



Is your complaint about a case of discrimination?
yes no

Is your complaint about an incident of harassment?
yes no

If yes, what kind of harassment motivated the
incident?

FACIAL ...
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homophobic, bimorphic or transphobic...
disability related...........eeeeeeeee

| do not wish to answer any of these questions.

All monitoring information is classed as personal data
under the Data Protection Act and is, therefore,
confidential.

Please note any personal data will be stored and may
be shared with Leeds City Council for the purposes
of keeping all central records updated and correct,
and to improve service delivery.

The partners we will share monitoring information
with are Connaught, Kier Building Maintenance
Leeds, West Gas, HEAT, Easaway Drain Care,
Intruder Protection Systems, Admas Ltd, Thomson
Ltd (asbestos) and Bradley Environmental.

Signature:

Date:






If you wish to contact us, please do so by visiting us at:

Aireborough One Stop Centre
Micklefield House, New Road Side, Rawdon LS19 6DF

Armley One Stop Centre, 2 Stocks Hill, Armley, Leeds L

Bramley Neighbourhood Housing Office, 202 Town Stre
Bramley, Leeds LS13 2EP

Horsforth Neighbourhood Housing Office, The Gree
Town Street, Leeds LS18 5JB

Kirkstall Neighbourhood Housing Office, 45 Kirksta
Kirkstall, Leeds LS5 3BE

Little London Neighbourhood Housing Office, Oatl
ittle London, Leeds LS7 1SH

ey One Stop Centre, 8 Boroughgate, Otley, Lee
ey One Stop Centre, Town Hall, Robin Lane,

eighbourhood Housing Office, 36 Heights
eeds LS12 3SU

s Calluson: 0800915 1113*
5 or Minicom: 0845 127 1113

*standard charges apply when calling from a mobile

Email us on:
@ wnwhl.enquiries@wnwhl.org.uk
Q www.wnwhl.org.uk

Visit us at:
. Il Neighbourhood Housing
Offices or One Stop Centres

& \Vrite to us at:
Westfield Chambers, Lower ° Mixed Sources
Wortley Road, Leeds LS12 4PX

Information correct at time of print, January 2010



