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Blackpool Coastal Housing views complaints as an opportunity to 
learn and improve for the future, as well as a chance to put 
things right when we have failed customers. 
Our policy is:   

 To provide a fair complaints procedure which is clear and 
easy to use for anyone wishing to make a complaint 

 To publicise the existence of our complaints procedure so 
that people know how to contact us to make a complaint 

 To make sure everyone at Blackpool Coastal Housing knows 
what to do if a complaint is received 

 To make sure all complaints are investigated fairly and in a 
timely way 

 To make sure that complaints are, wherever possible, 
resolved and that relationships are repaired 

To gather information which helps us to improve what we do 
 
Definition of a Complaint 
A complaint for the purposes of this policy is regarded as “an 
expression of dissatisfaction made about the standard or quality 
of service provided by Blackpool Coastal Housing, or by our staff 
or contractors. 
 
Complaints must be received within 3 months of an incident or 
experience of dissatisfaction. In exceptional circumstances, 
Blackpool Coastal Housing will consider complaints up to 12 
months, but cannot consider any complaints made after 12 
months under any circumstances.  
 
What is not a complaint? 
BCH does not class any of the following as a complaint or service 
failure: 

 Reports of fly tipping or vandalism 

 Request for a repair 

 Neighbour nuisance or anti-social behaviour reports 

 Complaints about the actions of an organisation that is not 
working for, or supported by, BCH 

Although we do not treat these issues as a complaint under this 
procedure, we will deal with them in an appropriate manner. 
 
Who can make a complaint? 
Complaints may be made by a person who receives or has 
received services from Blackpool Coastal Housing or any person 
affected or likely to be affected by Blackpool Coastal Housing’s 
actions, omissions or decisions.   
A representative of a person may also make a complaint.  The 
representative must be acting on behalf of a person who had a 
right to complain where this person: 
(i) is unable to complain themselves because of: a physical 
incapacity or a lack of capacity within the meaning of the Mental 
Capacity Act 2005; or (ii) has requested a representative to act on 
their behalf (proof must be provided in this instance); or has died 
 
We may refuse to deal with complaints made without permission 
from the person who is the subject of a complaint or if it is felt 
that the representative is not acting in the customer’s best 
interest. 
 
 
 

How to make a complaint 
A complaint can be received in person, by phone, by email or in 
writing. 
 
Publicised Contact Details for Formal Complaints: 
Written complaints may be sent to  
Complaints, c/o Involvement and Communications Team, 
Blackpool Coastal Housing, Coastal House, 17-19 Abingdon Street, 
Blackpool, FY1 1DG, 
e-mail to customerinvolvement@bch.co.uk 
via our website www.bch.co.uk/complaints 
 
Verbal complaints may be made by phone to 01253 477911 or in 
person at our offices: 

 

We are committed to making our complaints process accessible to 
all and can offer help and support to ensure any concerns from 
customers are listened to and understood. 
 
Confidentiality 
All complaint information will be handled sensitively, telling only 
those who need to know and following any relevant data 
protection requirements. 
 
Protecting the vulnerable 
Some complaints received by Blackpool Coastal Housing may have 
“safeguarding” issues.  This could be where someone’s life is at 
risk or a serious crime has been committed.  When complaints of 
this nature are received, the relevant Service Manager will pass 
the complaint to the relevant Director who will immediately 
action the correct procedures, process the safeguarding referral 
and ensure the safety of the individual, in line with Blackpool 
Coastal Housing Safeguarding Policy & Procedures. 
Whilst the details of the complaint will be considered, the safety 
of the service user is paramount and takes precedent over any 
other procedures. 
 
There are also occasions when it is not appropriate to use this 
Complaints procedure.  Below are some examples: 

 When matters are raised that are already being considered by 
the Courts 

 If a criminal police investigation is invoked 

 If a complaint has arisen out of the alleged failure to comply 
with a request for information under the Freedom of 
Information Act 2000. 

 If a complaint has arisen out of the alleged failure to comply 
with a request for information under the Data Protection Act 
1998. 

Habitual and vexatious complaints 
In some cases, Blackpool Coastal Housing may have to refuse to 
deal with complainants who become habitual or vexatious.  In 
such circumstances BCH will follow the Habitual & Vexatious 
Complaint Policy. 
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RESOLVING COMPLAINTS 
 
Informal complaints 
Due to the nature of our services, our residents may present a 
wide range of problems or queries to staff members on a daily 
basis. 
 
In many cases, informal complaints are best resolved by the 
person responsible for the issue being complained about. If the 
informal complaint has been received by that person, they may be 
able to resolve it swiftly and should do so if possible and 
appropriate; these will not be recorded as formal complaints. Such 
issues should be dealt with immediately wherever possible.  
 
Customers must be made aware of the formal complaints process 
and should be able to make a complaint if they are unhappy with 
Blackpool Coastal Housing’s informal response.  
 
Members Enquiries  
From time to time, customers will contact a parliamentary 
representative to act on their behalf. Enquiries from such sources 
will be handled in the same way as Stage 1 of this complaints 
policy. 
 
Formal Complaints 
Formal complaints will be handled as part of a 2 stage process 
with targets for responses set for each stage. Where it is not 
possible to respond within set timescales, the complainant will be 
informed of the reason for the delay and an expected date for the 
response will be given. 
 
 
Stage 1 – (Formal) 
Complaint requiring further investigation  
If a customer has made an informal complaint and they are 
unhappy with the way we have dealt with it, or the service is still 
poor despite our efforts to resolve the issue, the complaint will be 
passed to the Manager responsible for the area of the service they 
are complaining about.  
 
The Manager will investigate the complaint and will respond in 
writing to the complainant within 10 working days of receipt to 
advise the outcome. If the Manager of the service cannot send a 
response within 10 working days, a letter will be sent to explain 
why and how long it will take.   
 
Stage 2 – Appeal Panel (Appeal) 
If the customer is unhappy with the outcome of a Stage 1 
complaint, they can then appeal against the decision. Their appeal 
will be heard by a Panel comprising of the Director responsible for 
the service area and a customer who has been trained to deal with 
complaints within 15 days of the customer lodging their appeal.   
 
 
 
 
 
 

The Manager who dealt with the complaint will explain to the 
panel why they made that decision. An acknowledgement letter 
will be sent to the customer, which may include an invitation to 
attend the panel hearing to provide evidence. If the customer is 
required to attend the appeal panel, the customer can ask that the 
panel is held at a venue other than BCH’s Head Office (for example 
at a Community Centre or at an Area Housing Office). 
 
The panel will then decide whether the complaint has been dealt 
with properly or not. The panel will write to the customer to 
explain their decision within 10 working days.  
 
If the customer is unhappy with the outcome of the Appeal Panel 
and remains dissatisfied after our internal complaints procedure 
has finished, the customer has the right under ‘the localism act 
2011’ to refer their complaint to a designated person.  
 

A designated person 
A designated person is independent of BCH and is somebody who 
works in the locality and is aware of local housing issues.  The 
designated person for BCH is the Cabinet Member for Housing, 
Public Protection and Street Scene at Blackpool Council.  If a 
customer requests that their complaint is investigated by the 
Designated Person, the Involvement & Communications Team will 
arrange for all of the paperwork relating to the complaint to be 
forwarded to the Designated Person. Their role is to try and 
resolve a complaint themselves by talking to us, or they can refer 
the complaint straight to the Ombudsman, with the customer’s 
permission.  
 

Housing Ombudsman Service (External) 
A customer can complain to the Housing Ombudsman Service at 
any time but the complaint will usually be referred back to BCH if 
it has not been through the full internal complaints process. There 
must be at least 8 weeks from the end of our complaint process 
before the Ombudsman can consider your complaint.  
 
A customer can refer their complaint to the Local Government 
Housing Ombudsman by: 

Visiting http://www.housing-ombudsman.org.uk 
Calling the LGO Advice Team on 0300 111 3000  
(Mon – Fri 9.15am – 5:15 pm) 
Texting ‘call back’ to 0762 481 1595 
Emailing: info@housing-ombudsman.org.uk 
Writing to:  

The Housing Ombudsman,  
Exchange Tower,   
Harbour Exchange Square,  
London  
E14 9GE. 
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