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We want your feedback

To help ensure that we provide the best possible service and
continually improve what we do, wed like to hear your views and
ideas. Please get in touch if you have a:

Complaint — if you are unhappy with us, we want to make things
better as quickly as possible and learn from your feedback so that
things don't go wrong again;

Compliment — wed like to hear about when we have done
something really well;

Comment or suggestion — if you have an idea about how we can
do things better, wed love to hear it.

Getting in touch

You can contact any staff member or contractor to give your
feedback and get in touch with us in any way you like. If you
would like to contact our Customer Services team directly, please
use one of the following ways:

Email: enquiries@originhousing.org.uk

Phone: 0800 040 7989

Letter: Complaints, Origin Housing, Freepost NW3744, London
NW12YQ

Fax: 020 7209 9223

Text: 07500 /798 227

You can also call our 24 hour voicemail service to leave your
feedback on 020 7209 9333.



What you can expect if you make a complaint:

» An acknowledgement, with an outline of our Complaint Policy
and Procedure, to be provided within three working days.

» A full response to be provided within ten working days (or a
holding response if more time and information is needed).

» Our dedicated Customer Services Officer (CSO) to oversee your
complaint case. You can get in touch with the CSO using the
contact details above.

» That our staff will assist you when making a complaint if you
want us to, for example with form filling, arranging the use of an
interpreter or translator, or providing information in other formats.

» That we will treat your complaint confidentially and it will not
affect how we treat you in the future.

» All communication to be tailored to your needs and preferences
wherever possible.

» That we will signpost you elsewhere if it is more appropriate for
another organisation to assist you.

We have a three stage complaints procedure which we will guide you
through if you are not happy with the first response that we provide.

Any person or group that receives a service from Origin Housing
can make a complaint. We also accept complaints from any third
party, for example a friend or family member or an MP or advocate.

We understand that not all of our customers will wish to use
our three stage complaint procedure when they are dissatisfied
with us. If you are unhappy, but do not wish to log a “formal”
complaint, we still want to hear from you so please do get

in touch. You can contact us anonymously or ask that your
complaint or comment is addressed in a less formal way.

Compensation

In some cases compensation will be paid to customers in order to
redress costs incurred, disruption, distress and inconvenience caused
or if we have taken a long time to resolve the issue of complaint. We
also have a Compensation Policy that customers can refer to.



Feedback form - Once you have completed this form
please hand it to a staff member or send it to: Complaints, Origin
Housing, Freepost NW3744, London NW12YQ. No postage is required.

Name;

Address:

Today’s date:

1. What kind of feedback would you like to provide?

Complaint Compliment Comment

2. Please provide details of your complaint, compliment or
comment in the box below:




3. If you are making a complaint, how would you like it to be resolved?

4. Would you like us to contact you about this issue?
Yes No
If “Yes’, how would you like us to do this?
Phone Email Letter Text message
Home visit Large print

Text Relay (for hard of hearing)

Please provide the appropriate contact details here e.g. your
email address or phone number:

Thank you for your feedback! If you have
anything else to say, please get in touch.




Thig leafiet is about how o make a complaint, compliment or comment. If you need a copy Iranslaled, in large print,
in audic, of in Braille, pleass contact the Contact Centre on 0800 040 TE79 or infod@onginhousing org.uk . You can
also ask your Neighbourhood Officer, Support Worker or Scheme Manager.
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Wargadan yari waxey ku saabsan tahay sidii aad u sameyn laheyed cabasho, boogaadin ama aad rabtid hadal in
aad ka geysato. Hadii aad u baahantahay koobi in laguu tunumo,.ama goraak waaweyn, ama cajala ku duuban, ama
qoraalka indhoclaha, fadlan la” 500 xinir xarunta xanirka & 0800 040 7879 ama infa@onginhousing.org.uk . Waxaad
kalo weydiisan kartaa Sarkaalka Jiraanka, ama Shaqaalah Daryeelka, ama Maamulaha Nidaamka.

Samali

Este documents se refiere a presentar una queja, un agradecimiento o un comentanio. Si lo necesila raducids, en latra
grande, en cinfa o en braille, llame a nuestro Centro de Contactos 08300 040 7989 o escnba a info@onginhousing org,uk.
Tambidn puisds consultar al Encangads de su urbanizacion, al irabajador social o al Gerente del programa

Spanish

Bu brogir nas sikayel, dvgl ve yvorum yapilacagdiyla ilgili bilgi vermekiedir. Terchme edilmig, in harflere, ses kayilh
veya glirme engelliler igin Braille seklinde bir nishasina ihtivag duyuyorsamz, 10ifen 0200 040 7879 veya
infofonginhousing org uk'dan Inibat Merkezivle temas kurun, Mahalli Daire Memuru, Destek Memuru veya Proje
Yénatici'nizdan de isteyebilirsiniz.
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