
Making a complaint 
(Tenants and Homeowners) 

We try to give as good a service as 

possible, but sometimes things go 

wrong. We want to put things right if we 

can, and learn from these situations to 

ensure that we don’t make the same 

mistakes again.  

Who can make a complaint? 

 Someone who has (or had at the time they 

complained) a lease, tenancy, licence to 

occupy, service agreement or other 

arrangement to occupy premises owned or 

managed by Hightown 

 A person who is or was liable to pay a (or 

who at the time of the matter complained of 

paid) service charge to Hightown 

 An applicant for a property owned or 

managed by Hightown 

 A representative of any of the people above 

who is authorised by them to make or 

pursue a complaint on their behalf, this may 

be a family member or carer 

 A representative of a person who is entitled 

to complain but does not have the capacity 

to act on their own behalf 

How to make a complaint 

You can make a complaint in person, over the 

phone, in writing, or via Hightown’s website at 

www.hightownha.org.uk/residents/report-an-

issue/complaints.  

If you are not happy with the service you have 

received within the last 6 months you should 

contact the person who was dealing with the 

issue – they may be able to put it right straight 

away or they will investigate and aim to 

respond to you within 10 working days.  

However, if you feel that it has not been 

resolved satisfactorily you can make a formal 

complaint within 20 working days to the 

relevant Senior Manager. This can be in 

writing, by phone or in person. 

You can ask for a meeting if you feel that 

would help. You can ask for someone (maybe a 

friend or a support worker) to act on your 

behalf if you would prefer this. 

The Senior Manager will log your complaint. 

The complaint will be investigated and we will 

aim to respond within 10 working days. 

If you are not satisfied with the Senior 

Manager’s response, then within 20 working 

days, you can request your complaint is 

escalated to the second formal stage. It will be 

looked at by either a Director or the Chief 

Executive, who will aim to respond to you 

within 15 working days. 

At each stage we will consider offering the 

opportunity of mediation if it might help to 

resolve the complaint. 

If you still feel that Hightown has not dealt with 

your complaint satisfactorily you can contact a 

‘designated person’ who will usually be a local 

MP or Councillor. The designated person may 

seek to resolve the complaint or progress it 

directly to the Housing Ombudsman.  

Once eight weeks have passed after 

exhausting Hightown’s Complaints Process you 

may go directly to the Ombudsman, whether 

you have contacted a designated person or 

not.  



You can also contact the Housing 

Ombudsman’s Dispute Support Advisors at any 

time for advice and assistance with your 

complaint. 

You can find more information regarding the 

Housing Ombudsman Service on their website 

at:  

www.housing-ombudsman.org.uk 

Or contact them using the following details: 

Post: Housing Ombudsman Service, PO Box 

152, Liverpool, L33 7WQ.  

Email: info@housing-ombudsman.org.uk 

Tel: 0300 111 3000  

There may be occasions where the 

Ombudsman is unable to deal with a 

complaint as he may not have the authority to 

do so.  The Ombudsman Service will advise you 

if this is likely to be the case.  

If you are a homeowner and your complaint is 

about service charges, you should instead refer 

to the First Tier Tribunal (Property Chamber). 

Hightown may refuse to deal with a complaint 

or deal with it differently from our complaints 

procedure if it is pursued unreasonably or the 

circumstances otherwise merit it. 

 

 

How we use complaints to change how 

we do things and to improve services 

In considering the complaint at each stage of 

the process we will consider whether any 

changes are needed to working practices, 

policy or whether any improvements to the 

service can be made. 

The Complaints Scrutiny Group made up of 

residents and staff meet quarterly to review 

how complaints have been handled, to analyse 

any trends in complaints and to recommend 

any further changes to working practices or 

policies that have not already been instigated 

as a result of the complaints received. 

We will publish annually information about the 

number of complaints received and how we 

have changed the way we do things to improve 

services as a result of feedback.  

Please do not hesitate to contact us if you feel 

that we haven’t dealt with things well. You can 

see our complaints procedure on our website 

www.hightownha.org.uk or ask any member of 

staff for a copy. 
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 If you would like to receive this information in another language, 
on audio tape/CD, in large print or Braille, please call 01442 292300. 

Kung gusto mong makatanggap ng impormasyong ito sa ibang 
salita, tape, CD, malaking sulat o' Braille, tumawag lang sa 01442 
292300 

Se desiderate ricevere queste informazioni in un’altra lingua, su 
audiocassetta/CD, a caratteri ingranditi o in Braille, vi preghiamo 
di contattare il numero telefonico 01442 292300. 

Jeśli chciałbyś/chciałabyś otrzymać te informacje w innym języku, 
na taśmie audio lub CD, dużą czcionką lub Braillem, proszę za-
dzwonić pod nr: 01442 292300. 

Se for do seu interesse obter estas informações em outro idioma, 
em gravação em fita ou CD, em letras garrafais (letras grandes) ou 
Braille, favor entrar em contato através do número 01442 292300. 

Jos haluaisitte saada tämän tiedon muulla kielellä, kasetilla tai 
CD:llä, isona tekstinä tai pistekirjoituksena, olkaa hyvä ja ottakaa 
yhteyttä numeroon 01442 292300.  


