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1. Policy statement

1.1.

1.2.

1.3.

1.4.

1.5.

1.6.

1.7.

1.8.

1.9.

Sage Homes is committed to providing excellent services to you by being open and
honest when things go wrong so that we can learn and continually improve the way we
work.

Our approach to handling complaints is simple, timely, and transparent and is in line
with the Housing Ombudsman’s Complaint Handling Code so that we keep ourselves
accountable for the work that we do. You can contact the Housing Ombudsman
Service at any point throughout our process for advice.

We encourage you to let us know when things go wrong so that we can put them right.
We accept complaints in a variety of ways including in person, over the telephone, in
writing, by email, via My Sage Home (customer portal) and the Sage live chat
functionality.

Our staff are trained on how to identify and handle complaints. You can raise a
complaint with any member of our staff. They will capture the details and refer it to the
Complaints team promptly on the same working day. You will not be disadvantaged or
treated differently for making a complaint.

We will consider the needs and circumstances in finding a solution and keep you
informed throughout the process.

We have the best interests of residents and staff at heart. We have a zero-tolerance
approach to abusive or vexatious communications. Where necessary, we may apply
proportionate contact restrictions in line with our Unacceptable Behaviour Policy so that
we can continue to progress your complaint safely and fairly.

This policy has been developed in line with any best practice guidance issued by the
Housing Ombudsman Service, including any temporary guidance on the management
of complaints due to unforeseen events, and the:

e Transparency, Influence and Accountability Standard
e Localism Act 2011
e Equality Act 2010

e Helping you Access Our Services Policy

Further details of how we define, record and review reasonable adjustments and
support for residents with additional needs are set out in our Helping You Access Our
Services policy, which should be read alongside this policy.

This policy is available on our website, where we also provide information about the
Housing Ombudsman and include details about the Housing Ombudsman Complaint
Handling Code. Additionally, all our complaint responses include information about the
Housing Ombudsman. For more information, please visit the relevant links on our
website: Make a complaint (sagehomes.co.uk) and Complaints handling
(sagehomes.co.uk).

1.10. Sage Homes will ensure that:

e All team members who engage with residents receive training on our Complaints
policy, internal complaints procedure and are knowledgeable about how to escalate
any expressions of dissatisfaction to the Complaints team.

e All teams are aware of our obligations to meet the timelines set out in the
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Complaints Policy and the Ombudsman’s Code.

e Our Customer Care team, along with all complaint handlers and decision-makers,
are thoroughly trained in complaint handling and are authorised to make decisions
in accordance with our Policies and Procedures.

2. The scope of this policy

2.1. This policy applies to all properties owned by Sage Homes, and any organisation
providing services on behalf of Sage Homes will be expected to follow this policy.

2.2. Residents may appoint a representative to act on their behalf and may be
accompanied at any meeting with Sage Homes. If someone is raising a complaint on
behalf of the resident, such as a Member of Parliament (MP) or Councillor, third party
agency (such as a social worker, or charity representative), or friend or family member,
we will require written consent from the resident to discuss the complaint with them.

2.3. We will accept complaints made within 12 months of the issue occurring, or within 12
months of you becoming aware of the issue. We may also exercise discretion to accept
complaints outside this timeframe where there is a valid reason, such as health issues,
safeguarding concerns, or where records still exist and it is fair to both parties to
investigate. This applies unless the matter is excluded on other grounds set out in
Section 5.

3. Definitions

3.1. We define a complaint 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.

3.2. We recognise that you do not need to use the word “complaint” for your dissatisfaction
to be treated as one. Any expression of dissatisfaction will be acknowledged and
treated as a complaint, unless an exclusion under Section 5 applies. Whenever you
express dissatisfaction, we will explain your right to have the matter dealt with as a
complaint and give you the choice to do so. If you decide not to pursue it formally, we
will still record your feedback and continue to address any related service requests. We
also accept complaints raised on your behalf by a representative or third party,
provided we have your consent to discuss your case with them.

3.3. A service request is a new request for us to take action, such as reporting a repair for
the first time or requesting information. Service requests are not complaints because
we must be given the opportunity to put something right in the first instance. However,
all service requests will be recorded, monitored, and reviewed regularly. If you are
dissatisfied with how we have responded to a service request, this will be treated as a
complaint in line with this policy and the Housing Ombudsman’s Complaint Handling
Code.

3.4. Raising a complaint will not delay or interfere with the resolution of the original service
request. We will continue to take all reasonable steps to address the issue concurrently
with investigating the complaint.

3.5. Where dissatisfaction is expressed in a survey, we will make sure residents are aware
of how they can pursue a complaint if they wish.
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4. Complaints Stages

4.1. Sage Homes operates a two-stage complaints process: Stage One and Stage Two.
Even when issues are resolved swiftly, we will still record them as complaints and
strive to address them without delay.

4.2. At each stage we will consider your needs and circumstances, alongside any
reasonable adjustments that are required. We will work with you to understand all the
issues relating to your complaint, and what outcomes you are seeking to resolve with
the complaint. We will maintain clear and consistent communication throughout the
investigation and will provide you with a response that addresses the issues raised and
offer suitable outcomes.

4.3. Where something has gone wrong, we will acknowledge this and set out the actions we
have already taken or intend to take, to put things right. At each stage of the complaints
process, we will deal with complaints on their merits, act independently, and have an
open mind; give you a fair chance to set out your position; take measures to address
any actual or perceived conflict of interest and consider all relevant information and
evidence carefully.

4.4. Where residents raise additional complaints during the investigation, these must be
incorporated into the Stage One response if they are related, and the response has not
been issued. Where the Stage One response has been issued, if the new issues are
unrelated to the issues already being investigated or it would unreasonably delay the
response, the new issues must be logged as a new complaint.

4.5. Atthe end of each stage, we will confirm whether the complaint has been upheld,
partially upheld, or not upheld. Definitions of each outcome are:

¢ Upheld: we agree that you have not received the service we expect, or we have
identified failure against our policies and/or procedures.

e Partially upheld: we agree with aspects of the complaint and have identified
failures against our policies and/or procedures. However, some aspects of the
complaint we do not agree with and have not identified any failures.

¢ Not upheld: we do not agree with your complaint and have not identified any
failures.

4.6. When assessing a complaint, we will consider factors such as its complexity and
whether you are vulnerable or at risk. This helps us decide whether your complaint can
be resolved promptly or requires further investigation.

4.7. When providing a resolution to the complaint, we will acknowledge what has gone wrong
and set out the actions we have taken, or intend to take, to put things right. These can
include:

¢ Apologising;

e Acknowledging where things have gone wrong;

¢ Providing an explanation, assistance or reasons;

e Taking action if there has been delay;

e Reconsidering or changing a decision;

e Amending a record or adding a correction or addendum;

e Providing a financial remedy. Any remedies offered will take into account the
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4.8.

4.9.

4.10.

4.11.

4.12.

4.13.

4.14.

4.15.

4.16.

impact the issue has had on you;

¢ Changing policies, procedures or practices.

Stage One

We will acknowledge, define, and log the complaint at Stage One within five working
days of receiving it.

The Stage One complaint will be investigated by an independent member of staff from
the Complaints team. At the start of the Stage One process, we will clearly define the
complaint issues, the outcomes you are seeking, and confirm which aspects we are
and are not responsible for. Where necessary, we will contact you to confirm
understanding or clarify any areas.

We will issue our complaint response when the answer to the complaint is known, not
when the outstanding actions required to address the issue are completed, even if
some follow-up actions are still in progress. Any outstanding actions will be monitored
and updated to you with timeframes.

We will provide you with our Stage One investigation outcome, in the form of a written
response, within ten working days of it being acknowledged.

If your complaint is complex, or if we need to investigate additional issues, we will
contact you to explain this and confirm our estimated resolution time. We will also
provide you with the contact details of the Housing Ombudsman. Any extension at
Stage One will not exceed a further 10 working days without good reason. If an
extension is needed, we will explain the reasons for the delay and confirm the new

expected timeframe. If we cannot agree on an extension, you have the right to escalate

your complaint to Stage Two and/or contact the Housing Ombudsman.

If our Stage One response is delayed beyond any agreed extension, we will agree
suitable update intervals with you and keep you informed until the complaint is fully
resolved.

Within our Stage One complaint outcome response, we will confirm:
e the complaint stage;
¢ the complaint definition;
¢ the decision on the complaint;
¢ the reasons for any decisions made;

¢ the details of any remedy offered to put things right and the timeframes in which
these will happen;

o details of any outstanding actions; and
e details of how to escalate the matter to Stage Two if you’re not satisfied with the
response.
Stage One Escalation

If you're dissatisfied with aspects of the complaint investigation, or the resolution
offered, you have the right to request an escalation of the complaint to Stage Two of
our complaints process.

You can request an escalation to Stage Two within 20-working days of the date the
Stage One response was issued. We may use our discretion when requests are
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4.17.

4.18.

4.19.

4.20.

4.21.

4.22.

4.23.

4.24.

4.25.

received outside of the 20-working day timescale.

We won'’t ask you to justify your request, but during our review, we will aim to
understand what aspects remain unsatisfactory for you. We’'ll use all available details to
help define the scope of our investigation. Escalation will never be denied simply
because an explanation was not provided.

Stage Two

We will acknowledge, define and log the Stage Two complaint within five working days
of receiving the request to escalate.

At Stage Two, we will also confirm which aspects of your complaint we are and are not
responsible for and clarify any areas that are unclear.

The Stage Two complaint will be investigated by a different independent team member
who was not involved with the Stage One investigation and response.

We will issue our complaint response when the answer to the complaint is known, not
when the outstanding actions required to address the issue are completed, even if
some follow-up actions are still in progress. These will be tracked, and you will receive
updates on progress and timescales.

We will provide you with our Stage Two investigation outcome, in the form of a written
response, within 20 working days of it being acknowledged.

If your complaint is complex, or if we need to investigate additional issues, we will
contact you to explain this and confirm our estimated resolution time. We will also
provide you with the contact details of the Housing Ombudsman. Any extension at
Stage Two will not exceed a further 20 working days without good reason. If an
extension is needed, we will explain the reasons for the delay and confirm the new
expected timeframe. If we cannot agree on an extension, you have the right to contact
the Housing Ombudsman for guidance.

If our Stage Two response is delayed beyond any agreed extension, we will agree on
suitable update intervals with you and keep you informed until the complaint is fully
resolved.

Within our Stage Two complaint outcome response, we will confirm:
¢ the complaint stage;

¢ the complaint definition;

e the decision on the complaint;

¢ the reasons for any decisions made;

¢ the details of any remedy offered to put things right and the timeframes in which
they will happen;

e details of any outstanding actions; and

e details of how to escalate the matter to the Ombudsman Service if you remain
dissatisfied. Their contact details are below:

Housing Ombudsman Service
PO Box 1484, Unit D

Preston

PR2 OET
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T: 0300 111 3000
E: info@housingombudsman.org.uk

5. Exclusions

5.1. There are some instances where we are not able to consider a complaint. Please note,
whilst this list is intended to provide a guide on circumstances where a complaint won’t
be considered, discretion must be used on a case-by-case basis to ensure fairness and
equality. This policy does not apply in the following situations:

e Afirst request for service (for example, reporting a repair for the first time or
asking for information).

e The complaint is raised by a non-Sage customer, including private customers or
prospective customers.

e Claims for personal injury or ill health (these are legal matters and outside the
scope of our complaints process).

¢ The matter is already subject to, or has been decided by, legal proceedings (for
example, where court papers have been filed).

e Disputes about insurance claims (these must be taken up with the insurer
directly). However, we will still consider complaints about our service in relation
to the insurance process, our communication or the support we provided.

e Matters that must be dealt with under specific legislation (for example, Data
Protection or Subject Access Requests).

¢ Neighbour disputes that are being managed under our Antisocial Behaviour
(ASB) policy, unless you are complaining about how we handled your ASB
case.

e The same matter has already been considered under this complaints policy and
no new evidence or materially different issues have been raised that would
change the outcome.

5.2. If we decide that an issue is not suitable for the complaints process, we will explain the
reasons clearly in writing and confirm your right to take that decision to the Housing
Ombudsman.

6. Equality and diversity

6.1. Sage is committed to make sure all services are accessible to all our residents. Our
staff will be trained to communicate appropriately with you, and they have the relevant
information and access to translation services to make sure they fully understand you.

6.2. This policy will be applied in a way which makes sure we treat all residents with
fairness and respect. We recognise our duty to advance equality of opportunity and
prevent discrimination or victimisation on the grounds of age, sex, sexual orientation,
disability, race, religion or belief, gender reassignment, pregnancy and maternity,
marriage and civil partnership and any other defined within the Equality Act 2010. We
will keep a copy of any reasonable adjustment agreed, as well as a record of any
disabilities a resident has disclosed.

6.3. On request we will provide translations of all our documents, policies and procedures in
various languages and formats including braille and large print. Our website also has
accessibility tools allowing you to personalise each web page to make it easier to read
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and to download content as audio files.

6.4. This approach is supported by our Helping You Access Our Services policy, which
provides more detail on how we meet the needs of residents with disabilities or
vulnerabilities. We will review these records regularly to make sure the support remains
appropriate.

7. Delivery of this policy
7.1. This policy should be read alongside:
o Remedies Policy
¢ Unacceptable Behaviour Policy
¢ Antisocial Behaviour Policy.
7.2. The effective delivery of this policy including learning from complaints, training,

guidance, and support required by staff for implementation of this policy will be
provided by the Complaints team.

7.3. We regularly analyse complaint outcomes and identify learning points. These are
reported to our Board and shared with resident scrutiny panels to support
accountability, improve services, and prevent repeat issues.

8. Policy review

8.1. We will review this policy annually to make sure it remains relevant and accurate

unless:

o Legislation/regulation or industry changes require otherwise, making sure that it
continues to meet our aims and industry best practice

o We identify any problems or failures in this procedure as a result of resident and
stakeholder feedback, complaints, or findings from any independent organisations.

8.2. We also complete and publish an annual self-assessment against the Housing
Ombudsman’s Complaint Handling Code. This is reviewed by our Board and made
available on our website to ensure transparency and accountability.

8.3. We will also publish our annual Complaints Performance and Service Improvement
report on our website, together with our board’s response.

Version Checked by Amendments Approved at/by Date of Published by Date of Next
Approval Review

1.6 Deputy Head of | New Policy Board Apr 23 | Office April 24
Customer Care Management

1.7 Deputy Head of | Strategic review and Board May 24 | Office April 25
Customer Care update to corporate Management

template

1.8 Deputy Head of | Incorporated Complaints | Board Sept 24 | Policy & Service Sept 25
Customer Care Audit improvements Improvement

1.9 Deputy Head of | Updated Housing Head of Policy Apr 25 | Policy & Service Sept 25

& Service
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Customer Care Ombudsman Address

Improvement Improvement
2.0 Deputy Head of | Housing Ombudsman Board Sept 25 | Policy & Service Sept 26
Customer Care recommendations and Improvement
annual review
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