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Give us your feedback

We welcome feedback on our services, whether you are one of 
our tenants, shared owners or leaseholders, applying for a home 
with us, or affected by our work in some other way.

You can give us:

•	 comments -  for example, suggesting ways for us to 
	 do things better

•	 compliments - to let us know if we did something really well

•	 complaints - to tell us you are unhappy with our service.

You can do this by:

•	 talking in person to a member of staff

•	 phone or fax

•	 emailing us

•	 writing us a letter

•	 filling in the form at the end of this booklet

•	 asking a relative or someone else to contact us for you; or

•	 using the online complaints form on our website.



Our service standards - what you can expect
If you give us comments or suggestions, we will always let you 
know we have received them and keep you informed. 

Making a complaint

When you make a complaint, we will:

•	 contact you within three working days to say we received it

•	 phone you to discuss the complaint within five working days

•	 aim to send you our full response within 10 working days and 

•	 apologise and put things right quickly when we have done 	
	 something wrong.

If you contact us on separate occasions about the same 
complaint, we will look into this as one complaint.

Not satisfied with our initial response to your complaint?

If you are not satisfied with our response, you can ask us to take 
things further, but you need to do this within 20 working days of 
our response. 

We will pass on the details of your complaint, and how we 
responded, to one of our senior managers. We will write within 
three working days to confirm they received the details. The senior 
manager will aim to respond in full within 10 working days. 



Still not satisfied?

If you are not satisfied with the response from our senior 
manager, you can ask for your complaint to go to our Complaints 
Panel, but you need to do this within 20 working days of our 
second response. The Panel is made up of Board and Committee 
members, and includes a tenant.

When the Panel meets, you can choose to attend and bring 
someone with you if you wish. The Panel will hear from you and 
Octavia staff before making its decision. The decision is final and 
marks the end of our complaints process.

The Housing Ombudsman

If you get to the end of our complaints process, and you are still 
not satisfied with our response, you can take your complaint to 
the Housing Ombudsman. You must do this within 12 months of 
the Complaints Panel meeting.

The Housing Ombudsman Service will investigate, before writing 
to you and us with their decision and any recommendations.

You can contact the Service by:

•	 phoning 020 7421 3800, or 020 7404 7029 if you 
	 use a textphone 

•	 faxing 020 7831 1942

•	 emailing info@housing-ombudsman.org.uk

•	 writing to: The Housing Ombudsman Service, 
	 81 Aldwych, London WC2B 4HN. 
 

 



If your complaint is about a care and support service that we 
provide then the Housing Ombudsman Service does not deal with 
these. In these cases we will let you know the details of another 
organisation that you can contact. 

When our complaints process does not apply

We will have to handle your complaint differently if, for example:

•	 you are taking legal action related to your complaint

•	 the complaint you want to make is not about us but about 	
	 another organisation or person 

•	 you are also making a significant insurance claim (unless you 	
	 want to complain about the way we handled this). 

If any of these apply, we will talk to you about what action you 
can take instead.

Compensation

If our failure to provide a good service costs you money or 
causes you a great deal of inconvenience, we may pay you 
compensation.

For more information, call Customer Services and ask for our 
booklet on compensation.



Please detach and send your completed form to: 

The PA to the Director of Housing and Care
Octavia Housing
Emily House
202-208 Kensal Road
London
W10 5BN



Feedback form

Your name 

Your address 

Your email address	

Daytime Phone

Date
 

Are you making a:

Comment           Compliment           Complaint 

(You can tick more than one) 
 

What is your feedback?



Have you contacted us about this before? 

Yes       No        If yes, please tell us what happened.

 
If you are making a complaint what do you think we should 
do about it?





Octavia Housing
Emily House
202-208 Kensal Road
London
W10 5BN

T:	 020 8354 5500
F:	  020 8354 4280
E:	 info@octaviahousing.org.uk

www.octaviahousing.org.uk


