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COMPLIMENTS COMPLAINTS SUGGESTIONS
WE WANT TO HAVE YOUR FEEDBACK

HOW TO MAKE A
COMPLAINT

We aim to give our customers excellent
service. If we get things wrong, we want
to try to put them right and learn from
our mistakes. You can use this leaflet to
make a complaint about us. Any member
of staff will be happy to talk you through
our complaints procedure.

WHO CAN COMPLAIN?
Any individual or group who uses or is
affected by our services.

IF YOU NEED HELP
MAKING A COMPLAINT
We can assist you if you need help
making a complaint. You can also ask a
family member or friend to help on your
behalf.

WHAT TO EXPECT WHEN
YOU MAKE A COMPLAINT
Your complaint may be resolved on the
day we receive it, or we may need time to
look into it. If so, we will send you an
acknowledgement within three working
days, giving details of the person
investigating your complaint, and will
respond fully in writing within 15 working
days. We aim to resolve most complaints
at this stage.

We realise that a truly successful business always puts its customers
first and listens to their views, comments and suggestions on an
ongoing basis.

We want to make it easy for you to give us
your feedback, particularly if:

• you have not had a good experience when
dealing with us

• we have made an error that has affected
you.

We would also be delighted to hear
from you when:

• you are particularly happy with a
service you have received from us

• a particular member of staff has exceeded
your expectations

• you would like to compliment us on
anything you think is important.

It would also be helpful to have any
ideas or suggestions about how we

can improve our service to you.

You can contact us in person,
by phone, writing, fax, or

email (please see the
back page for details)
or via our website at
www.mho.co.uk



IF YOU ARE NOT HAPPY
WITH OUR RESPONSE TO
YOUR COMPLAINT
• You should tell us why within 20 working

days of the date of our response.

• We will send you an acknowledgement
within three working days.

• The Head of Service will investigate your
complaint and respond in writing within
15 working days of receipt of your complaint.

IF YOU ARE STILL
DISSATISFIED WITH OUR
ATTEMPTS TO RESOLVE
YOUR COMPLAINT
• You can ask for it to be referred to an

independent appeals panel. You must do
this within 20 working days of the date of
the Head of Service’s response.

• We will send you an acknowledgement
within three working days.

• We will arrange for the appeals panel to
review your complaint within 20 working
days of receiving it.

This is the final stage of our complaint
process. If you remain unhappy after this final
stage, you can ask the independent Housing
Ombudsman Service to consider your case.
Their address is:

Housing Ombudsman Service
81 Aldwych
London
WC2B 4HN

Tel: 020 7421 3800
Fax: 020 7831 1942
Email: info@housing-ombudsman.org.uk
Web: www.housing-ombudsman.org.uk

IMPROVING THE SERVICE
WE OFFER
Once your complaint has been resolved, we
will contact you to see how well you felt we
dealt with your complaint. We can take
your feedback over the phone or send you a
Customer Satisfaction Questionnaire to
complete, if you prefer. We appreciate you
taking the time to give your feedback as it is
really important to us and helps to shape
the service we provide.

Please let us know if you would like this
leaflet in another format, for example large
print or audio, or in another language, or if
you need help filling in this form.

WOULD YOU LIKE TO GET
MORE INVOLVED?
We want you to have your say and be able
to do it in a way that suits you. This can be
from the comfort of your own home, by
phone, email, survey or by attending a
meeting or focus group. For more
information please pick up a copy of our
Menu of Involvement from our reception
area or visit us on our website at
www.mho.co.uk

Metropolitan Home Ownership
The Grange
100 High Street
Southgate
London N14 6PW

Tel: 020 8920 7777
Fax: 020 8920 7776



Name: ....................................................................................................................

Address:..................................................................................................................

..............................................................................................................................

........................................................................Postcode: ......................................

Telephone number: ................................Mobile number: ......................................

Email address: ........................................................................................................

Preferred method of contact (please tick) Telephone Mobile Email

Thank you for your comments

CUSTOMER FEEDBACK FORM
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We may put this form together with other information we hold about you. We may also
pass on some of the details you provide to other organisations for statutory requirements or
to help us improve our services. If we do this, we will comply with all relevant legislation.

What would you like to tell us? (Use a separate sheet if necessary)

If you are making a complaint, what do you think we should do to put things right?




