
Our complaint process

Not satisfied
You escalate

Not satisfied

Stage one

You’re satisfied

You raise a complaint

We acknowledge 
5 working days

We respond  
10 working days

Stage two

You escalate your complaint

You’re satisfied

We acknowledge 
5 working days

We respond  
20 working days

The Housing Ombudsman 
can help you throughout 
the process and you can 

escalate to them after 
Stage two.


