Complaints Procedure

About

PETRA

Statement.

Even in the best run organisations, from time to time a slip up occurs and we have caused a resident to complain. Here is what should happen.

To lodge your complaint.

Step 1. The Complaint.

Please let the office know what your complaint is.

You can do this by telephone 01708 475358 by fax 01708 469350 by email petratmo@aol.com or by letter to 1 Parkview House Sunrise Avenue Hornchurch RM12 4YW.

Where possible we will try to answer your complaint straight away, but where this is not possible, we may need up to 5 working days in order to hold an investigation into the details of your complaint.
If your complaint is concerning the action/s or inaction/s of the caretaker, or a contractor we have issued work to, your complaint will be investigated by the Estate Manager, Jimmy Brett. If your complaint involves Jimmy Brett, your complaint should be addressed to either the PETRA Secretary (Natasha Cruickshank) or the Chairperson (Mike Davis) who will look into your complaint

In the event that your complaint involves a member or members of the PETRA Committee you should address your complaint to Homes and Housing, Havering Council, Chippenham Road Harold Hill RM3 8YQ. Who will deal with your complaint through the Council’s complaints procedure.
Step 2. An Investigation.

It is our aim to resolve all complaints about PETRA as quickly as possible. Therefore – once you have made the office aware of the nature of your complaint an informal (but nevertheless comprehensive) investigation will take place. This may include the investigating officer or member inspecting shoddy work, speaking to witnesses, and gathering evidence, via notes and/or photographs. It may even (in serious cases) involve the PETRA investigating officer contacting the police or other agencies.
You as the complainant will be asked to elaborate in as much detail as possible, with times dates and other supporting evidence. The investigating officer will make careful notes of what you say. If your complaint concern shoddy workmanship,  rudeness, sexist or homophobic language, or any inappropriate behaviour a formal interview will then take place.
Step 3.
Formal Interview.

The investigating officer will then interview the person/s you are complaining about and seek an explanation. This may take more than one meeting.
On completion of the formal interview process the investigating officer may take actions as s/he feels appropriate. These actions can encompass a whole raft of sanctions and/or recommendations.

Where serious health & safety breaches are involved, inappropriate behaviour or language, or flagrant misuse of equipment, suspension or in the case of contractor/s instant dismissal may result. However, where the complaint is not so serious, an apology may be the appropriate response recommended.
Step3.
If You Are Still Not Satisfied.

The result of that formal interview/s will be made known to you. 
Where the investigating officer is satisfied that a particular action, sanction or response is appropriate to your complaint you will be informed in writing.

Step 4.
An Appeals Procedure.  
Should you, as the complainant, not be satisfied that the investigating officer has dealt with your complaint in an appropriate way, you may ask PETRA to approach Homes and Housing, Havering Council (or you may want to approach them yourself on 01708 434000) in order to set up an appeal meeting.

If an appeal meeting at Homes and Housing, Havering Council is granted the findings of the appeal are final.
