
Available in large print, Braille and on CD

Unhappy with our service?
We’d like you to tell us so we can put it right

standards & feedback



We put your views  

at the heart of what 

we do, so we need 

to know when you’re 

not happy with the 

service you get and 

how you think we 

can improve. 

This leaflet – and our 
complaints form – help 
you tell us when things 
go wrong, so that we can 
put things right. We would 
also like to hear if we do 
better than you expected.

You have the right to 
complain whenever you 
are unhappy with our 
service. Whenever possible 
we will act swiftly to put 
things right.

Filling in the customer   

complaints form
Our simple form asks you for as 
many details as possible about 
your complaint. There’s also a 
section asking how you think we 
should put things right. This helps 
us to deal thoroughly with your 
complaint and, wherever possible, 
provide the solution you want.

For help filling in the form, please 
ask a member of Northwards 
Housing staff. Or you can go to 
Manchester Advice in the Town 
Hall, a Citizens Advice Bureau or  
a Law Centre.

We put your views  

at the heart of what 

we do, so we need 

to know when you’re 

not happy with the 

service you get and 

how you think we 

can improve. 



What we will do with your 

complaint

We will:

l	 �acknowledge it in 5 working 

days

l	 �treat it seriously and 

confidentially

l	 �deal with it speedily with a full 

response within 10 working 

days or if this isn’t possible, 

explain the delay

l	 �take action to put things right

l	 �tell you what to do if you are 

not happy with our response

Keeping track of your complaint
We keep things simple and try to 
sort things out on the spot. But in 
case things take longer there is a 
section on the customer complaint 
form where you can make a note 
of each stage of the process to 
keep track of your complaint.

A fair system
Northwards Housing treats all 
complaints in a fair and equal 
way. The way we handle your 
complaint does not affect 
your legal rights or your right 
to take things up with your 
local councillor. For your local 
councillor’s details call 
0161 234 3235.



How the complaints procedure works:

INFORMAL STAGE

l	 �tell a member of our staff who will try and sort it out on the spot

If you’re not happy with the response

FORMAL STAGE 1

l	 �complete a customer complaints form 

l	 �we acknowledge your complaint within 5 working days

l	 �we send you a full response within 10 working days

l	 �we advise you how to take it further if you’re still not happy

FORMAL STAGE 2

l	 �we acknowledge your request for a review within 5 working days

l	 �we send you a full response within 10 working days

l	 �we advise you how to take it further if you’re still not happy

FORMAL STAGE 3 

The final stage of Northwards Housing’s complaints procedure

l	 �we acknowledge your request for an appeal within 5 working days

l	 �we send a full response within 10 working days

l	 �we advise you how to take it further if you’re still not happy

We hope that the thoroughness of our procedure ensures that your complaint 
is dealt with to your satisfaction.



You have the 

right to complain

Here’s how –

l	� Fill in a customer complaints form 

	 available from any Northwards Housing office

l	 �Complete a customer complaints form online 

	 at www.northwardshousing.co.uk

l	 �Send a letter addressed to	�

	� Northwards Housing Customer Services,                   

	� Hexagon Tower, Crumpsall Vale, Blackley, 

	 Manchester M9 8ZS

l	 Call us on 03000 123 123

l	 Textphone us on 0161 274 0899

l	 Fax us on 03000 124 123

l	 E-mail us at info@northwardshousing.co.uk



Albanian

Arabic

Extra services for customers with reduced hearing or vision
To get this leaflet in Braille, large print or on CD:

Call: 03000 123 123	 E-mail: info@northwardshousing.co.uk

Fax: 03000 124 123	 Text phone: 0161 274 0899

03000 123 123
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