
Complaints Policy – One Page Guide 

This is a summary. For full details, including exclusions, escalation rules, and links to related policies, please see the full 
Complaints Policy (v2.0, June 2026). 

Our Commitment 

We aim to provide a good, reliable service. When things go wrong, we want to put them right quickly,  
fairly, and openly. Complaints are welcomed as an opportunity to improve. 
 
Our Promise 

• Treat residents who make a complaint fairly and with respect. 
• Make reasonable adjustments if you need support. 
• Keep you updated, including regular phone contact and check-ins. 
• Learn from every complaint and use the feedback to improve services. 

 
What is a Complaint? 

“Any expression of dissatisfaction about the service, actions, or lack of action by Peabody or those 
acting on our behalf, affecting an individual or group of residents.” 

 
Examples of a Complaint 

• Delays in responding to requests or enquiries. 
• Failure to provide a service. 
• Staff treatment or attitude (including discrimination). 
• Concerns about building safety or data protection. 

 
What’s Not a Complaint? 

• First-time service requests (repairs, information requests, policy clarifications). 
• Service requests still within published timescales. 
• Insurance or personal injury claims, legal proceedings, or concerns over 12 months old (unless 

there’s good reason). 
• Disputes over policy wording or rent/service charge levels. 

 
Who Can Complain? 

Any resident of Peabody, Town and Country Housing, or Charlton Triangle, including tenants, 
leaseholders, shared owners, household members or groups of residents affected by our services, and 
representatives such as MPs, councillors, advocates or support workers acting on a resident’s behalf 
(with consent). 
 
How to Complain 

You can raise a complaint in any way that suits you, by phone, email or letter, webform (via our Make 
a Complaint page), live chat or in person via your neighbourhood manager. 
 
Information is also available in alternative formats or languages if you need it. 

 
The Complaint Stages 

 
• Stage 1 – We’ll acknowledge your complaint within 5 working days and send a full response 

within 10 working days after that. (extension up to 20 days if needed, with explanation). 
 

• Stage 2 – If unhappy, you can request a review within 10 working days of receiving your Stage 
1 response. We’ll acknowledge your escalation within 5 working days and send a full response 
within 20 working days after that. (extensions up to 40 days if needed, with explanation). 

 
You can contact the Housing Ombudsman at any stage for free, independent advice. 
 
For more information, please refer to our full Complaints Policy. 

https://www.peabody.org.uk/contact-us/make-a-complaint/formal-complaint/
https://www.peabody.org.uk/contact-us/make-a-complaint/formal-complaint/
https://www.peabody.org.uk/your-home/policies-and-insurance/

