Tell usyour concern

useful contacts
The ExtraCare Charitable Trust
Registered Office
7 Harry Weston Road, Binley,
Coventry, CV3 2SN
02476 506 011
betterlives@extracare.org.uk

Hughenden Gardens
Hughenden Boulevard
High Wycombe
Buckinghamshire, HP13 5GA
colin.cole@extracare.org.uk

Use this leaflet to raise a concern
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If the ExtraCare Charitable Trust or the Housing Partner have not been able to resolve the
complaint to your satisfaction, after you have been through their procedure, you have a right to
contact the Local Government and Social Care Ombudsman if your complaint was about a care
related issue or the Housing Ombudsman Service if your complaint was about a housing related
issue. To take your complaint to the Housing Ombudsman Service you can contact a designated
person (such as your MP or local councillor). If they cannot help they can refer your complaint to
the Ombudsman. Or, if you prefer not to do this, you can contact the Ombudsman yourself when
8 weeks have passed since the internal complaints process has been concluded.
The Local Government and Social Care
Ombudsman
PO Box 4771
Coventry
CV4 0EH
0300 061 0614
lgo.org.uk

Housing Ombudsman Service
PO Box 152,
Liverpool,
L33 7WQ
0300 111 3000
housing-ombudsman.org.uk

The ExtraCare Charitable Trust is registered, and therefore licensed to provide services, by the Care Quality
Commission (Provider ID: 1-102642963).
We collect and use personal information provided by you in this leaflet, in accordance with current data
protection legislation, only for the purposes of: managing your complaint; reviewing and improving our
services; and reporting to regulatory authorities (including the sharing of your personal information in
certain circumstances)

Having trouble reading this?
You can get a copy of this form in large print, Braille and different
languages. Call 02476 506 011
The ExtraCare Charitable Trust, 7 Harry Weston Road, Binley Business Park, Binley, Coventry CV3 2SN
Tel: 02476 506 011
www.extracare.org.uk
The ExtraCare Charitable Trust is a registered charity No.327816.
Registered in England and Wales No.2205136
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Endorsed by Residents

A registered charity since 1988.

Please tell us about your complaint.
(Continue on a separate sheet if you need to.)

Your feedback’s important to us

Date:

We use it to make things better for you. Our aim is to provide the best
quality service possible for all our residents.
So if a resident, relative, volunteer or visitor has a complaint, we’ll take it
seriously and respond appropriately. We will not treat you any differently if
you make a complaint.

What to do if you have a complaint
F ill in this form and hand it to your Manager
Talk to a member of staff
Write a letter to the Manager
Email the Manager
Telephone the Manager
We will co-operate in the same way with
another person acting on your behalf, with
your full knowledge and agreement, as we
would with you yourself

If you’re still not satisfied
We hope you’ll be satisfied with the way we deal with
complaints, but if you’re not, let us know and we will
escalate your complaint to Stage 2. We aim to review
your complaint and respond within 20 working days
You can also contact the housing partner if your
complaint is about your tenancy agreement (for example
repairs or lettings issues, problems with neighbours).
Staff in the location can help you make a complaint to
the housing partner

Please tell us how you think we can put things right.

You’ll find contact details on the back of this leaflet

What we’ll do when we receive
a complaint
We’ll look into it straight away and write to
you within 5 working days to let you know
who is dealing with it
We aim to deal with your complaint within
10 working days. If we need more time to
investigate or resolve your complaint we will
agree a new deadline with you.
We’ll keep you informed of progress
We’ll tell you the outcome of your
complaint in writing
We will provide a response in writing
within 10 working days of receiving a
complaint, unless we have previously agreed a
later deadline

If, after going through the above process, you are
still unhappy with the decision, or if we fail to provide
that decision by the agreed deadline, you may refer
your complaint to the relevant Ombudsman. Details
of how to do this are on the back of this leaflet. We
will co-operate fully with the Ombudsman during any
investigation and comply fully with the resulting
decision, which will be binding on us

Your contact details
Name:
Address:

Postcode:
Telephone number:
Mobile number:
Email address:

!
Acknowledgement Slip (for staff use only)
This is to acknowledge receipt of your complaint,
received on

by

(Print Name)

