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Contact us if you
would like a copy
of this publication
in large print, Braille,
audio format or
another language.

Registered Charitable Housing Association No. 24178R.
Registered with the Tenant Services Authority.

Textphone for all offices: 0161 226 2222

Have you complained about this matter before? Yes No

If yes, who did you complain to?

When did you make the complaint?

Name:

Address:

Postcode:

Email:

Contact Telephone numbers:

Signed:

Date:

If you return this form to us using the following address,
you will not need to use a stamp:

Mosscare Housing
Freepost
NWW 1312
Manchester M14 9HY

Complaints form part of our regular review and improvement
of services.

In certain situations where we have failed to provide a service we
may pay compensation. Please see our separate leaflet on
compensation for more information.

If you have followed the full complaints procedure described in
this leaflet and you are still not satisfied you have the right to
complain to:

The Housing Ombudsman Service
81 Aldwych
London
WC2B 4HN

Mosscare Housing Head Office
101 Great Western Street
Moss Side
Manchester M14 4AA
Tel: 0161 226 4211
Fax: 0161 226 8752

information@mosscare.org.uk
www.mosscare.org.uk

Mosscare Housing
Neighbourhood and Community
Liaison Team East
New Roundhouse
1328–1330 Ashton Old Road
Openshaw
Manchester M11 1JG
Tel: 0161 371 6570
Fax: 0161 370 9170

Carrbrook Housing Co-operative
1 Broadbent Close
Carrbrook
Stalybridge SK15 3LJ
Tel: 01457 832195
Fax: 01457 838943

A guide to making a
complaint against us



If the problem is not resolved, how do I complain?
You could talk to the member of staff you usually deal with who will
formally record the complaint
You can write a letter of complaint, or use the form at the end of this
leaflet which should be returned to our head office. If you need an
interpreter or need help writing your letter please contact the
Continuous Improvement Officer on: 0161 232 4452
You can complain via a third party, such as your local Citizens
Advice Bureau who can complain on your behalf

Our Complaints procedure
Our complaints procedure has 3 stages:

Stage 1 – When you first contact us
You will receive an acknowledgement within 3 working days
You will be given the name of the manager dealing
with your complaint
This manager will investigate your complaint and respond
within 10 working days

Stage 2 – If the matter is unresolved at stage 1
You can ask for a director to investigate
We will send you an acknowledgement within 3 working days giving
you the name of the director who is dealing with your complaint
The director will investigate your complaint and provide you with a
written response within 10 working days

Stage 3 – If the matter is unresolved at stage 2
You can ask for your complaint to be considered by
an appeals panel
You should do this within 28 days of receiving your response
from the director at stage 2 or the case will be closed
The appeals panel will be made up of 3 Mosscare Board or
Committee members
A director will then be appointed to deal with the paperwork
for your complaint
The director will agree a convenient date and venue for the
appeals panel to consider your complaint
The director will make sure you are provided with copies of
relevant paperwork, and information about the appeals panel
You can attend with a relative, friend or representative, or even
send a written statement instead of attending
You will receive the appeals panel’s decision
within 5 working days

How to make a complaint

Tell us if you aren’t satisfied

We aim to give a high standard of service to everyone. We care
about getting it right, but we know things can sometimes go wrong.
If this happens we want to know about it.

We hope that most problems you may experience can be cleared up
quickly by talking to the member of staff you usually deal with or their
manager, who will discuss the problem with you, find out what you
would like to happen and agree with you what to do next.

If your complaint is about a member of staff it may be dealt with as
part of our disciplinary procedure and subject to confidentiality.

If the complaint you wish to make is against another organisation it
is not appropriate to use this complaints procedure, unless it is
someone who is contracted to work for Mosscare, for example, our
repairs contractors.

Complaints form
Please tell us about your complaint and how we could put it right.
(If you need more space please attach a separate sheet)


