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1. Purpose 

1.1 The purpose of this policy is to ensure that TorVista Homes is committed to providing our customers 

with high quality services and we want to know if we have got something wrong so that we can put 
things right. If customers are not happy with the quality of the service they receive, or the way they 
are treated by TorVista Homes staff or our contractors, they have the right to complain. Complaints 
may be made by a person who receives or has received services from TorVista Homes or any person 
affected by TorVista actions, omissions or decisions. 

 

1.2 We aim to build on our reputation as an organisation, of being a provider of choice and excellence, 
ensuring we use complaints as the drivers in delivering improvements that our customers want. We 
will inform our customers when they have influenced changes to policy and improveme nts to 
services. 

 
  

2. Scope 
2.1 This Policy provides information on how TorVista Homes will deal with complaints. 

2.1.1 What is a Complaint and what is not?  
2.1.2 How to make a complaint. 
2.1.3 How we will deal with your complaint and the timeframe it will take us to deal with it.   
2.1.4 How a complaint can be escalated. 

 
2.2 This policy deals with complaints only, where a customer makes a claim for compensation, this is 

covered under our Compliments and Compensation policy.  
 
 

3. Policy Statement and Aims 
3.1. Statement 

TorVista Homes have an approach to complaints that is clear, simple and accessible that ensures 
complaints are resolved promptly, politely and fairly and specifically shall offer a range of ways for 
tenants to express a complaint and set out clear service standards for responding to complaints, 
including complaints about performance against the standards, and details of what to do if they are 
unhappy with the outcome of a complaint. 
 

3.2. Aims  

3.2.1. To increase customer satisfaction by resolving complaints promptly, politely, fairly and in a 
consistent manner. 

3.2.2. To achieve continuous improvement by recording and reviewing areas of the service which 
cause dissatisfaction amongst customers and learning from the trends that are identified. 

3.2.3. To set out a consistent framework for dealing with complaints. 

3.2.4. To make the process customer focused and customer friendly.  
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4. What is a Complaint and what is not? 
4.1. A complaint is defined as an expression of dissatisfaction, however made, about the standard of 

service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, 
affecting an individual resident or group of residents’.  Any matters addressed to our Board, Directors 
or Chief Executive will be directed to the relevant teams and may take longer to filter and could 
course a delay in our reply. 
 

4.2. While the following lists what is not a complaint, TorVista Homes will still deal with your                                                    
enquiry but not as a complaint.    
4.2.1 Matters already being dealt with by the Housing Ombudsman service. 

 
4.2.2 A first-time customer enquiry. Its important TorVista Homes has an opportunity to provide 

a response or resolve our customer’s issues, by the relevant staff or service.  
  

4.2.3 Liability or personal injury claims. 
  

4.2.4 Where we are advised that legal action has begun, we will continue to manage through the 
complaints process until confirmation of legal action has been received.  

 
4.2.5 Complaints from one resident about another. (one word against another, with no 

independent witnesses or evidence) 
  

4.2.6 Issues regarding antisocial behaviour (ASB), between you and other parties. This will be 
dealt with through our ASB process.  

 
4.2.7 Feedback about our policies and procedures from customers or other parties will be 

recorded and form future reviews.  
 
4.2.8 Issues TorVista Homes receives in an unreasonable manner. 

 
4.2.9 The same complaint which has been closed. 

 
Any matter not accepted as a complaint TorVista Homes will respond to the enquiry.    
 

 

5. How a complaint can be made? 
5.1. A complaint can be made in one of the following ways.  

5.1.1. Telephone  
5.1.2. Letter  
5.1.3. Email  
5.1.4. Released App  
5.1.5. Face to Face conversation  

 
 
5.2. A complaint can be made by any person who is dissatisfied with the services provided by 
         TorVista Homes or one of its appointed contractors, and does not fall into one of the points in  
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         section 4.2 above. 
    
5.3. In the case of our customers, we will accept a complaint from the customers themselves, an 
 Advocate for that customer, any third party person who we have the written consent from the 

customer to speak to. 
 
5.4. If a customer is unable to complain because of a physical incapacity or a lack of capacity  
         within the meaning of the Mental Capacity Act 2005, we will work with their designated 
         support worker/team, to resolve any complaints. 

 

6. The Complaints Process 
6.1 We want to ensure that we resolve any customer dissatisfaction or complaint as quickly as possible  

and have therefore developed a simple process for resolving complaints. This process adheres to the  
principles outlined in the Housing Ombudsman Service Advice & Good Practice regarding complaint 
resolution: ‘Nip it in the Bud’. 

 
6.2  If a customer is unhappy with the service, they have received from TorVista Homes or one of                                   

our contractors they should contact TorVista Homes to express their initial dissatisfaction. All 
complaints received will be dealt with at Stage One. These complaints will either be dealt as a Service 
Failure or Staff. Service Failure is where the business or an individual with the business has failure to 
delivered a service which has been previously agreed, and will be dealt at office level. Staff 
complaints are if a staff has not maintained our high standards in customer services.  

 
6.2.1 Stage One  – (Service Failure) (Dealt within 10 working days)  
 An officer from the relevant service will investigate the complaint and try to resolve the 

issue to the customers satisfaction 
 
6.2.2   Stage One – (Staff) - (10 working days) 
  A formal complaint will be allocated to an appropriate manager who will try to resolve the 

complaint within 10 working days. The manager will initially discuss the complaint directly 
with the customer (preferably face-to-face) to gain a better understanding of the issues and 
resolution that is being requested. The manager will then carry out a thorough, timely and 
appropriate investigation. The manager will then confirm their decision, an explanation of 
why they made this decision and the resolution in a formal letter. If the manager cannot 
complete their investigation within 10 working days, a letter will be sent to explain the 
reasons for the delay and how long they expect the investigation to take.  

 
6.2.3   Stage Two – Formal – Case Review (10 working days)  
 If a customer believes that TorVista Homes still have failed to resolve the matter, they may 

request a case review.  This request must clearly outline the reasons why they feel their 
complaint has not be resolved with supporting evidence. If a case review is deemed 
appropriate an independent manager as well as a Head of Service will review the 
complaint. A letter will be sent confirming their decision, an explanation of why they made 
this decision and their resolution.  

 
6.2.4  Stage Three - Formal – Independent Review (20 working days) 



Page | 6 

 

 

 This Independent Review will be made up of three out of the following four people one of 
which needs to be an independent member. A Board Member, a Director of TorVista 
Homes, a Customer Representative, and an independent member who could be a Local 
Councillor, a member of another housing provider, a manager from Torbay Council, but 
someone who has not been involved in the case at any stage. A letter will be sent 
confirming their decision, an explanation of why they made their decision and their 
resolution.  

 
6.2.5  Stage Four  – Formal - Housing Ombudsman Referral.  
 Customers who are not satisfied with how their complaint was handled after the formal 

independent review can refer their complaint directly to the Housing Ombudsman.  
 

 
 

6.3 Dealing with complaints about a Director, The Chief Executive or Board Member 
If a legitimate complaint is received about a Director, The Chief Executive, or a Board member the 
following post/s will investigate this complaint. 

 
Complaint is about Post/s to carry out the investigations 

Director Chief Executive  
A Board Member  Chief Executive and Chair of the Board  

The Chair of The Board  Chief Executive  
 

  
 

7. Dealing with Inappropriate behaviour 
7.1. TorVista Homes is empathic to how frustrating it can be when things go wrong for one of our 

customers. However unreasonable demands from customers which impact substantially on our work 
through the amount of information they seek or provide, the nature and scale of service they expect, 
or the regularity or number of approaches they make. Also customer should not threaten staff in any 
way. 

  
7.2. If the above type of behaviour is received staff are to report this to their manager immediately and 

the manager will decide on the best course of action after speaking to the customer. This 
conversation will then be followed up in writing. 

 

8. Dealing with any new issues  
8.1. Our Complaints policy sets out to encourage valid complaints, which will be thoroughly investigated 

and if necessary escalated in a timely manner.  
 

8.2. TorVista Homes is clear that while it will engage with customers during the relevant complaints 
process, it will however treat any new item or service failure as a new complaint. Any new issue will 
be considered in the same way as all our complaints and if it is a complaint will be dealt with at Stage 
One or Stage Two, depending on the issues raised.  
 

9. Vexatious Complainant 
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9.1. Appendix 1 explains how TorVista Homes will deal with vexatious complainants.  
 

10. Complaints Received as a Petition 
10.1. A complaint made in the form of a petition on behalf of multiple customers will be treated as one 

complaint; interactions and correspondence will be directed to the nominated signatory. 
 

11. Equality and Diversity 
11.1. We will ensure that this policy is applied fairly. We will not directly or indirectly discriminate against 

any person or group of people because of their race, religion, gender, marital status, sexual 
orientation, disability or other grounds set out in our Equality Policy.  

 
11.2. When applying this policy we will act sensitively towards the diverse needs of  individuals and to 

reduce discrimination and harassment by: 
11.2.1.  Ensuring communication relating to their complaint is sent in the most appropriate format 

for the recipient. 
  

11.2.2.  Ensuring that all customers are given the same opportunities regardless of any protected 
characteristic they may have. 

 

12.APPROVAL DATES  
 
 

Version/Date Consultation & Approval Process Review 

 Residents  Management 
Team 

Board  
 

 

V1  Jan 2021    Feb 2022  
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Appendix 1 – Dealing with Vexatious Complaints 
 

A. Definitions 
A.1. TorVista Homes defines a vexatious complaint as follows; 

A.1.1. “An expression of dissatisfaction about the standard of service, actions or lack of actions by  
TroVista Homes or its staff. However these comments or request may be unreasonably 
persistent, vexatious and because of the frequency or nature of their contacts with TorVista 
Homes hinder TorVista Homes operations. This could also include when TorVista Homes has 
already provided a reply to their request. 

 
A.1.2. The description ‘unreasonably persistent’ and ‘vexatious’ may apply separately or jointly to 

a particular complainant. 
 

B. Examples of unreasonably persistent and/or vexatious complaints may include 
B.1. have insufficient or no grounds for their complaint and be making the complaint only to  annoy (or for 

reasons that he or she does not admit or make obvious) 
 

B.2. refuse to specify the grounds of a complaint despite offers of assistance  
 
B.3. refuse to co-operate with the complaints investigation process while still wishing their complaint to 

be resolved or escalated  
 
B.4. refuse to accept that issues are not within the remit of the complaints policy and procedure despite 

having been provided with information about the scope of the policy  and procedure (e.g. anti-social 
behaviour) 

 
B.5. refuse to accept that issues are not within the power of TorVista Homes to investigate, Change or 

influence (examples could be a complaint about something that is the responsibility of another 
organisation)  
 

B.6. insist on the complaint being dealt with in ways which are incompatible with the complaints 
procedure or with good practice.  

 
B.7. make what appear to be groundless complaints about the staff dealing with the complaints, and seek 

to have them dismissed or replaced 
 
B.8. make an unreasonable number of contacts with TorVista Homes, by any means in relation to a 

specific complaint or complaints 
 
B.9. make persistent and unreasonable demands or expectations of staff and/or the complaints process 

after the unreasonableness has been explained to the complainant (an example of this could be a 
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complainant who insists on immediate responses to numerous, frequent and/or complex 
communications)  

 
B.10. harass or verbally abuse or otherwise seek to intimidate staff dealing with their complaint, in relation 

to their complaint by use of foul, offensive, racist or inappropriate  language or by the use of threat or 
raise subsidiary or raising new issues whilst a complaint is being addressed that were not part of the 
complaint at the start of the complaint. 
 

B.11. purposefully withhold information relating to the complaint 

 
B.12. deny statements he or she made at an earlier stage in the complaints process 
 
B.13. electronically record meetings and conversations without the prior knowledge and consent of the 

other person involved 
 
B.14. adopt an excessively ‘scattergun’ approach, for instance, pursuing a the same complaint or 

complaints with a number of different staff e.g. Housing, Property, Managers, CEO and or board 
members 

 
B.15. refuse to accept the outcome of the complaint process after its conclusion, saying that an inadequate 

response has been given, when it has. 
 
B.16. make the same complaint repeatedly, perhaps with minor differences, after the complaints 

procedure has been concluded, and insist that the minor differences make these 'new' complaints 
which should be put through the full complaints procedure  

 
B.17. persist in seeking an outcome which TorVista Homes has explained is unrealistic for legal or policy (or 

other valid) reasons 
 
B.18. refuse to accept documented evidence as factual complain about or challenge an issue based on a 

historic and irreversible decision or incident 
 

C. Procedure 
C.1. The Housing Manager must be notified if it is felt a complaint has become vexatious. All supporting 

documentation should also be provided to the Housing Manager to assess the situation and agree a 
strategy for managing the vexatious complainant. 

C.1.1. If the issues are about the Housing Manager their line manager will make the decision if the 

complaint should be dealt with as vexatious. 
 

C.2. If it is agreed that the complaint/complainant has become vexatious, abusive or persistent then a  
response will be sent to them; explaining TorVista Homes policy in respect of such complaints asking  
them to desist from such behaviour, and issue a warning about the consequences of continuing with this 
type of behaviour.  
 

C.3. If their behaviour does not improve TorVista Homes will then contact them further and take the 
appropriate action to ensure that their behaviour is reasonable. 


