pethmeads

Part of the Genesis Housing Group

Pathmeads Housing Association
Olympic Office Centre

8 Fulton Road

Wembley

HA9 O0TB

Telephone: 020 8900 4700
Fax: 020 8900 4743

email: info@pathmeads.org.uk
www.pathmeads.org.uk

Pathmeads Housing Association Limited Registered Office:
Capital House,25 Chapel Street, London, NW1 5DT Industrial & Provident Societies No. 17210R

Information for Landlords

Making a complaint

pethmeads

Part of the Genesis Housing Group



pethmeads

Part of the Genesis Housing Group

Introduction

Information for Landlords. Making a complaint

Information for Landlords. Making a complaint

pethmeads

Part of the Genesis Housing Group

Stage 1 - Complaint to the department manager

If the matter is not resolved to your satisfaction after discussion with a staff member, you can make a
formal complaint to the relevant department manager.

At Pathmeads we aim to provide a

. For Pathmeads Temporary
Type of Complaint Department Manager
s P B J Housing the address is:

Acquisition of your Property  Business Team Manager

high quality service in all areas of our work.
We welcome your complaints. They let us know
when we have got things wrong and give us the
opportunity to put them right and ensure that

they do not happen again. We take complaints

seriously and in order to deal with them fairly
we have a clear procedure for you to follow.

If you are thinking of making a complaint, please read this leaflet carefully. It explains:

* How to make a complaint
* What action Pathmeads will take
* The appeal process

Making a complaint

If you are unhappy with any aspect of the service
we provide, please follow the procedure set out
below. It is designed to ensure that your complaint
is resolved as quickly as possible.

Procedure

Before making a complaint please discuss the
problem thoroughly with the relevant front line
staff member (e.g. Negotiator or Maintenance
Surveyor).

If you are unhappy with any aspect of our service,
please speak to a member of staff in the section
dealing with the matter. In most cases they can sort
out the problem more quickly and effectively than
anyone else. If the staff member cannot resolve the
matter there and then they will discuss the issue
with their manager to resolve the problem as
quickly as possible. If the person you need to speak
to is not available, they will call you back within 24
hours.

Renewal of your Lease
Repairs to your Property
Tenants at your Property

Rent payments

Business Team Manager
Maintenance Manager
Housing Team Manager
Finance Creditors Team Leader
Deductions from your Rent  Customer Services Manager

Handback of your Property ~ Handbacks Team Leader
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To do this you should put your complaint in writing, giving as much detail as possible

We will record your complaint and send you a letter
within two working days of receipt (this excludes
weekends and bank holidays). The letter will give
you the name of the manager or department
dealing with your complaint.

Within 28 days we will write to you with a formal
response to your complaint. If your complaint
cannot be resolved within 28 days we will write to
you explaining what is happening and when you
can expect a full reply.

Please make it clear what your complaint is about.
If it is not clear what your complaint is about,
Pathmeads reserves the right not to accept it.
Pathmeads will not consider complaints that
are abusive.

Non-written complaints are also welcome,
please telephone the Landlords Enquiry Team on
020 8900 4700 for advice

Stage 2 - Final appeal to the Head of Temporary Housing

For Landlords of Pathmeads Temporary Housing,
the second and final step of the complaints
procedure is to appeal to the Head of Temporary
Housing. The Head of Temporary Housing will only
consider an appeal if the above stages of the
Complaints Procedure have been exhausted.

You must make your request within 28 days of

receiving the full reply provided in Stage 1 of the
Complaints Procedure.

A Landlord wishing to take this step should write to
the Head of Temporary Housing at the address
above.

Please make sure that you give full reasons for
your appeal request.

Following the outcome of Stage 2 the complaints procedure has been exhausted.

The only further redress you will have is to take the matter to court. The relationship between the
association and yourself is governed by the terms of the lease which is a legal document. Some areas may
be settled by taking the matter to independent arbitration. The circumstances when this may be
appropriate are set out in the terms of the lease.



