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1. Introduction 

1.1 Triathlon Homes encourages and welcomes complaints and uses them to improve 

services. 

1.2 We aim to ensure all complaints are dealt with individually on their merits, in a clear, 

fair, and consistent way. 

1.3 This policy sets out who can make a complaint, how they can do so, which complaints 

can be considered using the complaints process and how and when we aim to 

respond. 

1.4 This policy has been developed in accordance with the Housing Ombudsman’s 

Complaint Handling Code, our statutory and legal duties and customer feedback. 

1.5 All new residents will be given information about the complaints process when they 

sign the tenancy or lease agreement for their new home. 

1.6 This policy does not apply to residents who wish to complain about not being 

nominated to Triathlon Homes. This is a matter for the nominating organisation. 

1.7 Triathlon Homes LLP (‘Triathlon Homes’) is the owner of 1,379 homes within East 

Village and is landlord to the occupiers of these properties and has appointed a 

Managing Agent to manage the properties on its behalf. Triathlon Homes’ policies are 

required to comply with the Regulatory Standards of the Homes and Communities 

Agency 

1.8 Any reference to ‘we’, ‘our’, ‘us’ refers to Triathlon Homes LLP. When we use ‘you’ and 

‘your’ we mean any resident or customer set out above. 

2. Policy statement 

2.1  A complaint is: 

An expression of dissatisfaction, however made, about the standard of service, actions 

or lack of action by Triathlon, our own staff, or those acting on our behalf, affecting an 

individual resident or a group of residents. The definition of a complaint is defined 

within the Housing Ombudsman’s Complaint Handling Code. 

2.2 The overall aim of this policy is to:  

• Assess whether any complaint has a basis, and if it does, resolve it to both 

parties’ satisfaction. 

• Learn lessons from resident’s dissatisfaction and complaints, ensuring policy 

and practices are amended to take into account any lessons learnt. 

2.3 To do this we will: 

• Ensure customers have easy access to information about how to complain 

• Make it clear what we consider to be a complaint 
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• Ensure information on complaints and how to progress them is easy to 

understand and use 

• Ensure Triathlon Homes is effective and efficient in handling complaints 

• Aim to resolve complaints where appropriate in an informal way to provide 

solutions as quickly as possible 

• Aim to make personal contact with all complainants to fully understand their 

complaint and attempt to resolve the complaint 

• Respond to complaints in accordance with the timescales set out in this policy 

• Support vulnerable complainants through the complaints process and where 

appropriate signpost them to an advocate who can help them with their 

complaint 

• Consider meditation if appropriate where it would assist delivery of this policy 

• Resolve the complaint, wherever possible, to the complainant’s satisfaction 

• Assess any lessons to be learned and steps needed to improve the service 

2.4 Our complaints process summary: 

2.4.1 We have a 2-stage approach to dealing with complaints. When you first contact us 

to let us know you are unhappy, we may try to resolve the matter there and then, or, 

if we believe the issue can be resolved with just a few straightforward actions, we 

will propose that this is dealt with informally. We will agree this with you, and if you 

want to raise a formal complaint you can.  

2.4.2 Stage one is dealt with by a dedicated Case Handler and they will provide you with 

a response to your complaint within 10 working days. If this doesn’t resolve the 

complaint, then your case will be escalated to Stage two where a review of the 

complaint will be undertaken by a senior role. 

2.5 Who can complain? 

2.5.1 We will accept a complaint from a person who is in a landlord or tenant relationship 

with Triathlon Homes or an applicant for a property that we own or manage. If the 

complaint is being made by an ex-occupier then they would need to have had a 

legal relationship with us at the time that the issue arose. 

2.6 Complaints not covered by this policy 

2.6.1 It is not normally possible to take complaints through this policy where: 

• They are submitted anonymously (although we may still investigate) 

• Legal proceedings have started (this will include receipt of a letter before 

action or similar threat of legal proceedings). Instead, this will be passed to our 

solicitors at the point we become aware (either at the beginning or during the 

complaint). 

• The resident has already made a complaint on the matter concerned and the 

resident’s complaint has already been considered via the complaints process, 

the courts or another tribunal. 
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• The complaint has been submitted more than six months after the event being 

complained of unless in exceptional circumstances, such as a health and 

safety or safeguarding issue. 

• The complainant is an employee of Triathlon Homes (unless they occupy one 

our properties and the complaint relates to issues around their tenancy/lease) 

• The complaint concerns employment matters. 

• The decision being complained about has been made in accordance with our 

statutory obligations, or in line with legislation or regulation, for example 

Succession or the Right to Rent. Issues relating to how we handled the matter 

will be dealt with as a complaint. 

• The complainant is subject to specific contact restrictions, including restricted 

access to our Complaints Policy, which have been introduced in line with our 

Unacceptable Behaviour policy, or if the complaint is being pursued in an 

unreasonable manner including frivolous and vexatious complaints.  

• The dissatisfaction is with the content of our policies. Instead we will provide 

you with a response to the issue raised and we will consider the feedback 

when carrying out future policy reviews. Depending on the policy, you may also 

have a right of appeal (which will be detailed in the policy itself).  However, if 

your complaint is about how we dealt with your request, for example we took 

too long to provide you with a decision, then this will be dealt with as a 

complaint. 

• It is a claim for Personal injury or a third-party liability claim. These claims will 

be dealt with by our insurers. 

• It is about the behaviour of our residents. We have a separate policy for how 

we manage complaints of Anti-Social Behaviour. 

3. Context 

3.1 Legal/Regulatory 

• The Regulatory Framework for Social Housing in England 

• Housing Ombudsman Complaint Handling Code 2020 

 

3.2 Links to other Triathlon Homes Policies: 

• Compensation and Redress Policy 

• Reasonable Adjustments Policy 

• Unreasonable Behaviour Policy 

4. Method statement – the process 

4.1 How people can complain 

4.1.1 Complaints can be made: 

• By letter or email to our East Village office 80 Celebration Avenue, E20 1DB 
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• In any language or in Braille 

• By telephone through calling the contact centre on 0333 300 2012 9am-5pm 

Monday to Friday 

• In person by visiting our East Village office at our published opening times (see 

Triathlon Homes website) or bringing the matter to the attention of a member 

of the Triathlon Homes staff at a meeting or during a home visit 

• By letter or email to the complaints@triathlonhomes.com  

4.2 Advocates 

4.2.1 We recognise that some people who wish to complain may need support in doing 

so. We will accept complaints made by advocates on behalf of a complainant 

providing that we have evidence that they have been authorised by the complainant 

to represent them. However, this does not include a person that you have 

appointed in a legal capacity unless they have been appointed due to your 

incapacity or disability (for example, they have a Power of Attorney or have been 

appointed by an authority such as the Court of Protection to act on your behalf). 

Where, for reasons of incapacity, it is not possible for the complainant to authorise 

an advocate in this way, we will seek other evidence that the advocacy is legitimate. 

4.3 How we handle complaints 

4.3.1 When we receive a complaint: 

• We will confirm receipt of a complaint by phone (wherever possible) 

• Complaints sent in by email to complaints@triathlonhomes.com will receive an 

automatic response confirming receipt by return 

• If we have not agreed with you to resolve the issue informally you will be 

contacted by the case handler dealing with the complaint within three working 

days 

4.3.2 When we deal with a formal complaint 

• we will, at the outset, seek to confirm our understanding of your complaint and 

to find out what resolution you are seeking.  Your complaint will be logged onto 

our case management system and you will be provided with a case reference 

number, and the contact details of the case handler who will be managing your 

case.  

• provide personal contact throughout the process and this may include face-to-

face meeting 

• we will investigate the root cause and identify a realistic and deliverable 

solution 

• we will aim to provide you with a response within 10 working days. If this is not 

possible, we will contact you and let you know why we are not able to do this 

and when we will provide the response. This will not exceed a further 10 

working days.  

mailto:complaints@triathlonhomes.com
mailto:complaints@triathlonhomes.com
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• if there are further actions that we need to take as part of the remedy to your 

complaint we will inform you of these within the formal response. The 

complaint investigation case will be closed but the proposed remedies will be 

monitored as part of a live action plan. We will contact you if we run into any 

difficulties and we will revisit any offer of compensation already made at the 

point when all actions have been completed.  

 

Action plans will state: 

  

• The steps we are going to take to resolve the complaint 

• Agreed appointment dates for any on-going works 

• An expected date for the completion of works or other steps where the 

complaint is not related to repairs 

• Timescales and an agreed way for providing updates 

4.3.3 If you are unhappy with the response provided you can either speak to us to 

discuss your concerns so that we can explore if there is anything further that can be 

done, or you can request for your complaint to be escalated to Stage 2.  

4.3.4 If you want to escalate your complaint you need to let us know within 20 working 

days. If you do not let us know within this timeframe then we will not normally re-

open your complaint unless there are exceptional circumstances.  

4.3.5 There may be occasions when it would not be appropriate to escalate the case to 

Stage 2, for example if the outcome being sought was not within our power or ability 

to deliver. In cases such as these we will write to you and explain why the complaint 

will not be escalated and what options are available to you. 

4.4 Stage 2 – Senior Manager Review 

4.4.1 The Senior Manager Review involves a senior role, who has not previously been 

involved in the complaint reviewing the handling of the issue and your subsequent 

complaint.  If your dissatisfaction is solely related to compensation, then this will be 

dealt with as a Stage 2 – Compensation review. 

• You will be asked if you would like to speak to the Manager who will be 

undertaking the review. The purpose of this call is to give you an opportunity to 

explain your position and for the reviewing Manager to ask you to clarify any 

points or answer any queries which will assist them in reaching a conclusion. 

• The Reviewing Manager will be provided with the complaint file and any other 

relevant information to assist them in their review and you are able to provide 

them with any information that is relevant and has not previously been 

provided. 

• Our aim is to provide you with a response within 20 working days of you having 

requested escalation of the complaint. If that is not possible, we will contact 
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you and let you know why we are not able to do this and when we will provide 

the response. This will not exceed a further 10 working days. 

4.5 Stage 2 – Compensation Review 

4.5.1 The Compensation Review will be undertaken by the Head of Operations (or 

another senior manager if they have already been involved in your case) and they 

will contact you so that you can set out your position.  

4.5.2 They will then consider this along with relevant information, including Triathlon’s 

Compensation and Redress Policy, and notify you of the decision in writing within 

10 working days. If that is not going to be possible, we will notify you and confirm 

when we will provide the response, and this will not exceed a further 10 working 

days.  

4.5.3 Along with detailing the reasons behind the decision we will also provide you with 

the details of what options are available to you should you remain dissatisfied with 

the outcome of the review. 

4.5.4 The Stage 2 Review is the final stage of the Triathlon Homes complaints process. If 

a customer remains dissatisfied after exhausting the full process, they may wish to 

refer their complaint to the Housing Ombudsman. 

4.6 Complaints from a group of residents or a petition 

4.6.1 If we receive a complaint from a Residents or Tenants Association or a petition from 

a group of residents, then this would be dealt with in line with the process that we 

have set out above. We will require you to nominate a lead person who is the main 

point of contact and all our correspondence will be with them. 

4.7 Complaining directly to the Independent Housing Ombudsman 

4.7.1 Social housing tenants, leaseholders and market rent tenants may contact the 

Ombudsman directly at any point throughout their complaint for advice. Their details 

can be found on the last page of this document or via our website. 

4.8 Unacceptable behaviour 

4.8.1 Triathlon Homes accepts that at times people may act in a way that is out of 

character especially in times of trouble/distress. We accept a complainant may 

sometimes be upset or disappointed by our action or inaction and this may be 

demonstrated in the way that they contact us. However, where a complainant 

responds in an unreasonable, angry or violent way, we reserve the right to deal with 

the complainant in line with our Unacceptable Behaviour Policy. 

4.8.2 Where a complainant places unreasonable demands on Triathlon Homes staff, for 

example, through demanding responses within an unreasonable timescales, 

insisting on seeing or speaking to a particular member of staff, continual phone 

calls, emails or letters, repeatedly changing the substance of the complaint or 
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raising unrelated concerns and this is having an impact on our ability to deliver a 

service, we may restrict a residents or neighbour access to the complaints 

procedure, and other services e.g. by giving the resident or neighbour a named 

point of contact. 

4.9 Mediation 

4.9.1 We will consider using mediation where we consider it appropriate and where it 

would assist delivery of this policy. 

5. Monitoring the policy 

5.1 This policy will be monitored by the Head of Operations who will review this policy 

periodically as set out above capturing best practice, customer feedback and legislative 

changes to inform this review. 

5.2 Measure of success 

• Monitoring through the use of the complaint’s key performance indicators, 

including resident satisfaction 

• Monitoring and addressing complaints in one-to-one and performance 

monitoring reviews with staff 

6. Equality Needs Impact Assessment 

6.1 An Equality Impact Screening has been carried out as part of the development of this 

policy. Triathlon Homes aspire to embed diversity and inclusion within all of our 

business activities to enable these principles to become part of our everyday 

processes. 

6.2 We will make reasonable adjustments to our complaints process where necessary, 

ensuring that customers with a specific need are not at a disadvantage when accessing 

the service. Examples of the reasonable adjustments we may make include using a 

customer’s communication preference for the duration of the complaint and providing 

information in alternative formats e.g. Braille, large print or on coloured paper. More 

information is available in our Reasonable Adjustments Policy. 

7. Continuous Learning and improvement 

7.1 We recognise the valuable feedback that a complaint can provide, and we have 

mechanisms in place to ensure that we capture this when we conclude a complaint. 

7.2 We speak to customers to find out how we dealt with their complaint and pass their 

feedback onto managers across the business in order to improve the services we 

provide. We regularly review the number of customers we speak to in order to get fair 

and representative feedback.  



 

Complaints Policy   Page 9 of 10 
 

7.3 We record and monitor all complaints that we receive, and this information is reviewed 

by relevant Committees, Managers and Staff across the organisation and is used to 

identify areas where we can improve our services.   

7.4 Organisational learning and changes to policy and services resulting from complaints 

will be captured and shared with our Board, Staff and Residents.  

7.5 Our performance in respect of complaint handling is constantly reviewed and this 

information is provided to the Management Team and our Board. Information 

concerning our performance is also available to our customers and this can be viewed 

in our Annual Report to Residents or on our website. 

8. Glossary 

Advocate: A person or group who has been authorised by a resident to represent them. This 

might be a support worker, MP, councillor, friend, solicitor or recognised advocacy group such 

as the Citizens Advice Bureau. 

The Independent Housing Ombudsman Service: The independent body which considers 

complaints made against certain landlords including Triathlon Homes. 

Designated Persons: Under the Localism Act 2011 these are defined as a MP, a local 

councillor for the district in which a complainant’s home is located, or a designated tenant panel. 

9. Accessibility of information 

9.1 The information from this policy will be available as part of the customer 

promises/residents pack. 

Housing Ombudsman Service 

Address: 

Housing Ombudsman Service 

PO BOX 15 

Liverpool 

L33 7wq 

Email:info@housing-ombudsman.org.uk   Telephone: 0300 111 3000 
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Policy Controls sheet 

Author Date Main changes and why (i.e. change in 

legislation, change in internal processes) 

Customer Services Policy 

Manager 

13 December 

2021 

Timescale for acknowledgment of new complaints 

changed to be within 3 working days. 

Customer Services Policy 

Manager 

May 2021 Update new template. Correct minor typing errors.  

Customer Relations Manager December 2020 Revised policy to take into account changes 

required to comply with the Housing Ombudsman 

Complaint Handling Code.  

Head of Operations June 2016 Officers seek to resolve complaints informally. If 
not successful then it becomes formal with an 
agreed action plan and input from Head of 
Operations. 
Action plans are monitored to completion. If the 

customer is still dissatisfied following an action 

plan, they can request an M.D review. 

Policy and Research Manager 

and Head of Operations 

December 2015 Stage 2 Panel removed and replaced with a 

review by TH Managing Director. 

Policy and Project Officer April 2013 Original policy. 
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