TATTERSHALL BEDE HOUSE TRUST
COMPLAINTS PROCEDURE AND HANDLING OF SAME.

Please note prior to this procedure taking place an investigation into if
the issue is a service request for repair or maintenance rather than a
complaint, all efforts will be made to reduce the need for this formal
procedure to reduce impact on all parties.

This complaints procedure is designed to deal with complaints made about the
Trustee’s action or perceived lack of action, or about the standard of a service,
whether the action was taken or the service provided by the Trustee’s itself acting
as a body corporate, or by a person or body acting on behalf of the Trustee’s.

Any complaint can only be processed by the Trustees at a properly convened
meeting of either the full body of Trustees or of a Committee tasked with
investigating the matter.

Any complaint that involves one of the Trustee’s employees will be dealt with in the
first instance via this complaints procedure, and if any further action is required, then
in accordance with the Alms House association processes.

Please be aware that there are other bodies with responsibility for certain types of
complaint:

Individual member’s conduct Trustees, Almshouse assoc, Housing
Ombudsman

Alleged financial irregularity Trustees or Alms house association

Alleged criminal activity The Police

Before the meeting

1. Any complaint about the Trustees’s procedures or administration should be
made in writing to the Clerk to the Trustees at Ebony, Armtree Rd,Langrick,
PE22 7AQ

2. If the complainant does not wish to make the complaint via the Clerk to the

Trustees, it should be addressed to the Chairman of the Trustees, Graham
Harness 10 Lodge Road Tattershall

3. The Clerk to the Trustee or Chairman will acknowledge receipt of the
complaint and advise when the matter will be considered by either the
Trustees or a nominated Committee working on behalf of the Trustees,
minimum 3 members of Trustees.

4, Please be aware that any complaint will be treated as confidential, and that
the council is obliged to comply with its duties under the Data Protection Act
1998 at all times to safeguard against the unlawful disclosure of personal
data.

5. The complainant will be invited to attend the meeting at which the complaint
will be considered, and be offered the opportunity to be accompanied by a
representative,if required.



Seven clear working days prior to the meeting, the complainant is required to
provide the Trustees with copies of any documentation or other items on
which the complaint is based.

The Trustees will provide the complainant with copies of any documentation
upon which it wishes to rely at the meeting and shall do so promptly, allowing
the opportunity to read all material in good time for the meeting.

At the meeting

8.

10.

11.

12.

13.

14.

15.

The Trustees shall exclude the public and press whilst discussion of the
matter takes place. Any decision on a complaint shall subsequently be
announced at a meeting in public, whilst taking into account any duties to
safeguard personal data as under (4) above.

The Chairman will introduce everyone at the meeting, and explain the
procedure to be followed.

The complainant will be asked to outline the grounds for the complaint, and
thereafter, questions may be asked by (i) the Clerk and (ii) members of the
Trustees.

The Clerk to the Trustees will then have an opportunity to explain the
Trustee’s position and questions may be asked by (i) the complainant and
then (i) members.

The complainant will be offered the opportunity to summarise their position.

The Clerk will be offered the opportunity to summarise the position on behalf
of the Trustees.

The Clerk and complainant will both be asked to leave the room whilst
members decide whether or not the grounds for the complaint have been
made. If a point of clarification is necessary, both parties shall be invited
back.

The complainant will be given the opportunity to await the outcome but if a
decision is unlikely to be finalised quickly, will be advised when a decision is
likely to be made and communicated to them.

After the meeting

16.

17.

Any decision will be confirmed to the complainant within seven working days,
together with details of any further action to be taken.

Should the complainant wish to they may contact the Almshouse Association
/or and the Housing Ombudsman to acquire information — Trustees will
provide all evidence of procedures on request.

The Almshouse Association
Billingbear Lodge, Maidenhead Road, Wokingham RG40 5RU

01344 452922

Email: info@housing-ombudsman.org.uk
Phone: 0300 111 3000

o Write: Housing Ombudsman Service, PO Box 152, Liverpool L33 7WQ


https://www.bing.com/ck/a?!&&p=ab8e2f7d880a5f765f12164f821f074b53464891bbfa6b0d54593f9d9bec6ec2JmltdHM9MTczMjQwNjQwMA&ptn=3&ver=2&hsh=4&fclid=2da043d6-0635-63f5-08a4-51bc070d62ad&u=a1aHR0cHM6Ly93d3cuYmluZy5jb20vYWxpbmsvbGluaz91cmw9aHR0cHMlM2ElMmYlMmZ3d3cuYWxtc2hvdXNlcy5vcmclMmYmc291cmNlPXNlcnAtbG9jYWwmaD1ySHFGakVja0dCUmF1aWdmTFRaV0p5ZW1HaVA3YnpKZEd4Q0tWd3J4eVk4JTNkJnA9bHdfZ2J0JmlnPTk4RDFCNkE1NEE0OTQ3OUE5M0VFMTQ2RDk3REJGQzI1JnlwaWQ9WU4xMDI5eDEwMDI1ODIyOA&ntb=1
https://www.bing.com/ck/a?!&&p=9c39cb777cf943625359b8e6b721d56eb577fa517978874ece4c4db83dde11f9JmltdHM9MTczMjQwNjQwMA&ptn=3&ver=2&hsh=4&fclid=2da043d6-0635-63f5-08a4-51bc070d62ad&u=a1L21hcHM_Jm1lcGk9MTA5fn5Ub3BPZlBhZ2V-QWRkcmVzc19MaW5rJnR5PTE4JnE9VGhlJTIwQWxtc2hvdXNlJTIwQXNzb2NpYXRpb24mc3M9eXBpZC5ZTjEwMjl4MTAwMjU4MjI4JnBwb2lzPTUxLjQzODUyNjE1MzU2NDQ1Xy0wLjgxNTUzNjAyMjE4NjI3OTNfVGhlJTIwQWxtc2hvdXNlJTIwQXNzb2NpYXRpb25fWU4xMDI5eDEwMDI1ODIyOH4mY3A9NTEuNDM4NTI2fi0wLjgxNTUzNiZ2PTImc1Y9MSZGT1JNPU1QU1JQTA&ntb=1
tel:01344452922

