
 

PCHA aims to provide an excellent service to all our tenants, ensuring that everyone 
feels both valued and respected. We acknowledge that sometimes things go wrong and 
when they do, our aim is to put things right as soon as possible. We will endeavour to 
get it right first time, so every effort will be made to resolve matters informally at the 
point of a complaint being made. We believe that complaints are an excellent 
opportunity to listen and respond to our tenants in a proactive way.  

What is a complaint?  

A complaint is an expression of dissatisfaction about an aspect of our service, policies, actions or decisions. 

This could be due to:  

 Failure to meet our stated standards or promises  
 Treatment by or attitude of a member of staff  
 Failure to adequately respond to an initial request  
 Giving unclear, misleading or unsuitable advice 
 Failure to comply with our policies or procedures. 

 
What is not a complaint? 

A complaint is not a first attempt to request a service or an enquiry. 

A complaint is not a report of anti-social behaviour. We have special procedures for reporting anti-social 

behaviour and neighbour/nuisance disputes.   

We will not be able to deal with the following via the complaints process:  

 Complaints about other tenants 
 Any matter that is being/has been dealt with by a solicitor 
 Any matter that is being/has been dealt with by our insurer 
 Complaints already being dealt with by the Ombudsman or MP 
 Any matter that occurred more than 6 months ago 
 Complaints that have already been through the complaints process or that, in PCHA’s opinion, are 

being pursued in an unreasonable manner 
 Complaints that fall outside our jurisdiction (e.g. complaints about utilities) 
 Decisions where there is already a right of appeal, unless we have not followed our own processes 

 Service charge queries, unless we have failed to provide an acceptable service. 

How can I make a complaint? 

You can make a complaint on the telephone, in writing, by email or in person to any member of our staff. We 

see complaints as an opportunity rather than a threat and so our staff are encouraged to actively identify  
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complaints. If you would feel more comfortable, you can also ask a friend or a family member to complain on 
your behalf. However, you would need to confirm in writing or in person that you are happy for us to speak to 
them before we respond to the complaint.  

How will we respond to your complaint? 

We will do everything we can to resolve a query or complaint informally and as quickly as possible. We aim 
(where possible) to resolve an initial complaint informally within a week. It may be possible to resolve the 
complaint immediately at the time it is reported, or we may need to gather further information – for example, 
visit a property, carry out a survey or get professional advice. If this is the case, we will let you know how long 
this will take.  

If we cannot agree a course of action to resolve the complaint to your satisfaction within this time, we will 
then escalate this to the formal stage of the complaints procedure, as outlined below: 

Stage 1  
The relevant manager will contact you within 2 working days to discuss the matter and try to find a positive 
resolution; wherever possible we will meet with you face to face. At this point the manager will agree a 
timescale with you for resolving the issue. The manager will aim to complete the investigation as quickly as 
possible and will feed back to you in person, followed by an outcome letter detailing any agreed action. 

Stage 2 
If you still feel that the complaint has not been resolved, you can request for your complaint to be reviewed. 
The review may be carried out by our Chief Executive or a member of our Board, who will investigate the 
matter as quickly as possible and feed back to you in person, followed by an outcome letter detailing any 
agreed action. Their decision is final. 
 

What if I am still not satisfied with the outcome of my complaint? 

If a complaint is not resolved at the end of our internal complaints process, you can:  

 Refer the matter to a Designated Person OR  

 Wait 8 weeks and refer the matter directly to the Housing Ombudsman. 

For more information about Designated Persons or the Ombudsman, you can visit the Ombudsman’s website 

www.housing-ombudsman.org.uk or telephone them on 0300 111 3000.  

For further advice or information: 

Contact us:  

W: www.pcha.co.uk 

T: 020 8659 3055 

E: housing@pcha.co.uk 
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