
If you have a problem, let us know as soon as possible so we can take steps to put things right, 
learn and make improvements. Our complaints procedure allows us to do this while dealing with 
problems quickly and fairly, and this is how it works:

the complaints process

STAGE 1
WE’LL
INVESTIGATE 

YOU MAKE A 
COMPLAINT 

STAGE 2
[COMPLAINT 
ESCALATION]

THIS CAN BE
ACCEPTED OR 
REJECTED IF REJECTED 

WE WILL 
SAY WHY IF ACCEPTED

WE WILL 
TAKE ACTION 

20

STAGE 3
TAKING IT FURTHER

You have the right 
to take your 
complaint to the 
Housing Ombudsman, 
if so, they will take it 
up on your behalf

!!!

WE’LL ACKNOWLEDGE
THIS WITHIN 
5 WORKING DAYS

We understand that sometimes, despite our best efforts, we might get things wrong and 
you might want to submit a complaint. 

WE WILL 
RESPOND 
WITHIN 
20 WORKING 
DAYS

5

ST
ILL

 NOT HAPPY?

ASK FOR
A REVIEW

ST
ILL

 NOT HAPPY?

& RESPOND WITHIN 
10 WORKING DAYS10

HAVE YOUR SAY!

Online
plusdane.co.uk

Phone
0800 169 2988

Social
Media Face to Face customer@plusdane.co.uk

@
Customer

Portal

WE MAY NEED 
TO EXTEND YOUR 
COMPLAINT,
IF SO, WE WILL 
WRITE TO YOU 
& LET YOU KNOW

WE MAY CARRY 
OUT A SURVEY 
AT EACH STAGE 
OF YOUR 
COMPLAINT


