
Complaints & Appeals Process

Complaint received, logged into OPENHousing 

by Customer Services

(1 working day)

Email to Lead 

Officer

Acknowledgement 

Letter

Written acknowledgement sent to complainant.

Stage completed on OPENHousing

and copy of acknowledgement letter attached

(1 working day)

Investigation completed and complainant 

notified in writing of decision and the right of 

appeal.

Action plan completed.

Stage completed on OPENHousing and copies 

of documents attached

(15 working days)

Action Plan

Letter to 

Complainant

Feedback requested from 

complainant

Stage completed on OPENHousing

Feedback Survey 

– Phone/Form

Appeal received from complainant.

Stage completed on OPENHousing

Complaint decision reviewed and 

complainant notified of outcome.

Stage completed on OPENHousing

(within 1 month)

Acknowledgement 

to Complainant

Appeal Outcome 

to Complainant

Updated Action 

Plan

Information from completed action plans 

and customer feedback forms reviewed by 

Complaints Panel and used to inform 

organisational change and service 

delivery improvements

Email to Lead 

Officer

Complainant Referred to 

Ombudsman

 


