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1 Aims and scope of the policy

1.1

1.2

1.3

1.4

1.5

1.6
1.6.1

1.6.2
1.6.3

1.6.4
1.7

1.8

1.9

This policy applies to all Hexagon Housing Association (Hexagon) residents,
applicants for housing, and those who come into contact with Hexagon
services. Hexagon will accept complaints from all registered residents of
properties owned or managed by Hexagon.

This policy applies to Hexagon staff, contractors, managing agents, and those
acting on Hexagon'’s behalf.

In this policy, ‘Hexagon’ refers to Hexagon Housing Association and its
subsidiaries, including Horniman Housing Association.

You are entitled to make your complaint through a representative, and be
represented or accompanied at any meeting with Hexagon. Hexagon will
accept complaints raised on your behalf so long as we receive your written
consent. Where correspondence is received on behalf of a customer from a
Councillor, MP, or Advocacy Service, consent will be assumed.

Neighbours and other members of the public will not be able to use the
complaints procedure, but we will respond to correspondence as a socially
responsible organisation.

The policy aims to:

Provide a fair and accessible complaints process that ensures Hexagon
provides a responsible and accountable service in line with our corporate
values.

Ensure Hexagon learns from any failings and continually improves our services.

Promote the Housing Ombudsman Service, comply with the Housing
Ombudsman Service Complaint Handling Code, and comply with the Regulator
of Social Housing Transparency, Influence and Accountability Standard

Comply with UK GDPR and the Data Protection Act 2018.

Hexagon has a separate Building Safety Act Complaints Policy, which defines
our approach to relevant complaints under the Building Safety Act 2022.

Complaints covered by the Building Safety Act Complaints Policy will be
handled in line with both the requirements outlined in this policy and in the
Building Safety Act Complaints Policy. Where following both policies is not
possible, because they directly conflict, the Building Safety Act Complaints
Policy takes priority.

Data Protection complaints under the Data (Use and Access) Act 2025 will be
managed in line with this policy, with the addition that residents will be made
aware of their right to escalate their complaint to the Information
Commissioner’s Office as well as the Housing Ombudsman.
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2 Policy statement

2.1

2.2

2.3

24

2.5

2.6

2.7

Hexagon aims to provide a good service. However, when things go wrong,
Hexagon wants you to make a complaint so that we have an opportunity to
investigate, learn, and to put right any wrongs.

Hexagon uses the Housing Ombudsman’s definition of a complaint as follows:

‘A complaint shall be defined as an expression of dissatisfaction, however
made, about the standard of service, actions or lack of action by the
organisation, its own staff, or those acting on its behalf, affecting an individual
resident or group of residents”.

Whenever you express dissatisfaction, including when you do not use the
word “complaint”, we will give you the choice to make a complaint.

Hexagon recognises the difference between a service request and a
complaint. Hexagon uses the Housing Ombudsman’s definition of a service
request as “a request from a resident to their landlord requiring action to be
taken to put something right”. Service requests will be logged, actioned, and
reviewed. If you express dissatisfaction with our handling of your service
request, we will give you the choice to raise a Stage 1 complaint. We will not
stop our efforts to resolve the service request if you complain.

If your complaint is about the behaviour of an individual member of staff, we
will ensure that this person does not make the decision on the outcome of
your complaint.

Complaints will be handled by Hexagon’s Complaints team. This team will
receive training and support to ensure they:

Deal with complaints on their merits in a competent, empathetic and efficient
manner.

Act independently, have an open mind, and consider all information and
evidence carefully.

Take measures to address any actual or perceived conflict of interest.

Keep the complaint confidential as far as possible.

Have access to staff at all levels to facilitate quick resolution of complaints.
Have the authority and autonomy to resolve disputes quickly and fairly at all
stages of the process.

Manage expectations from the outset.

Keep clear records of all communications.

Hexagon will publicise the details of our Complaints policy, including
information about the Housing Ombudsman service and Code, on our website
and in our quarterly newsletter.
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3 When we will not consider a complaint

3.1

3.1.1

3.2

3.3

3.4

3.5

3.6

Each complaint will be considered on its own merits and there may be times
we will not consider a complaint. Hexagon may not consider a complaint at
Stage 1 if:

The event occurred (or you became aware of the event) more than twelve
months before the date you raised the complaint. We will apply discretion to
accept complaints outside this time limit where there are good reasons to do
so. This constraint does not apply to complaints involving safeguarding or
health and safety issues.

The same complaint or the same substantive issue has been considered
previously, and a final response has been provided. This may apply where the
complaint is made by another resident from the same household.

This does not prevent a resident from making a new complaint where there is
a new issue, new information, or a further occurrence that has not previously
been considered.

Hexagon may not accept or continue to consider a complaint at Stage 1 or may
decline to escalate or continue considering a complaint at Stage 2, where the
issue is, or has been, subject to legal proceedings. This is defined as details of
the claim, such as the Claim Form and Particulars of Claim, having been filed
at court.

Where Hexagon applies this exclusion, the matters subject to the legal
proceedings will be managed by the Disrepair Team or another relevant team,
as appropriate. Only the matters pertaining to the legal proceedings will be
excluded, while any other matters falling within the scope of the complaints
policy will continue to be managed through the complaints process.

Hexagon will accept complaints from former residents where the issue
occurred when they were a Hexagon resident, subject to the same restrictions
set out above.

If Hexagon refuses to consider or escalate your complaint, we will explain why
in writing and inform you of your right to take the complaint to the Housing
Ombudsman (see section 7).

Complaints about other residents undertaking anti-social behaviour are not
treated as complaints under this policy. They are handled in accordance with
our Anti-Social Behaviour Policy. However, if you are unhappy with the way
we have dealt with reports of anti-social behaviour, you can raise a complaint
about that under this policy.

Hexagon will gather feedback from residents and service users through
surveys to support learning and improvement of services. We will review
dissatisfied responses to surveys, but they will not be considered a complaint
under this policy. We will include information on how to make a complaint
whenever we ask for resident feedback.
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4 How to make a complaint

4.1

4.2

4.3

A complaint can be made to any Hexagon staff member. It can be made by:

e Telephone: 02087786699 or freephone on 0800393338.

o Email: Complaints@hexagon.org.uk

e Letter: Complaints Team, Hexagon Housing Association, 130-136
Sydenham Road, Sydenham, London, SE26 5JY

e verbally in person, or

e through the form on the Hexagon website

We are unable to accept complaints through any other channels, including
social media and online reviews. Wherever possible, if we see that you have
expressed dissatisfaction about Hexagon online, we will direct you to our
complaints process and encourage you to raise a complaint.

If you would like to make a complaint as a group of residents from separate
households, we will ask you to identify a lead complainant to be our point of
contact, and we will ask for evidence of consent from all complainants. We will
assess if the complaint is best handled as a group complaint, or if it will be
more effective to address your complaints individually.

5 Stages of complaints

5.1

5.2
5.2.1

5.2.2

5.2.3

The Complaints policy has two stages. If you are not satisfied with the
resolution at Stage 1, you can escalate it to Stage 2. If you are unsatisfied
with our final response at Stage 2, you can take your complaint to the Housing
Ombudsman.

Stage 1 - Investigation

Your complaint will normally be investigated by the Complaints Team at Stage
1. A complaints handler will log your complaint on our complaint handling
system and contact you within 5 working days of receiving your complaint and
provide a written acknowledgement that sets out our understanding of your
complaint and the outcomes you are seeking, and which aspects of the
complaint we are, and are not, responsible for. If any aspect of the complaint is
unclear, we will ask you for clarification and ensure you agree with how we have
defined your complaint.

The Complaints team will complete a fair, impartial, and thorough investigation
into your complaint, including making enquiries with the involved parties, and
reviewing communications and records, including older reports where the
problem is a recurring issue. We will keep you regularly updated about the
progress of the investigation.

You will normally receive a full response within 10 working days of your
complaint being acknowledged. If the complaint is complex, we may need a
further 10 working days to issue our response. We will not extend the timeframe
any further than this without good reason.
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5.2.6

5.2.7

5.2.8

5.2.9

5.3
5.3.1
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Whenever we need more time to respond than the initial 10 working days from
your complaint being acknowledged, we will always tell you, explain the reasons
and tell you how to contact the Ombudsman to challenge this extension. If we
have been unable to give you a full response within 10 working days of
acknowledging your complaint, we will keep you updated about the progress of
your complaint at regular intervals which we will agree with you.

If you raise additional related complaints during the investigation, we will
incorporate these into our Stage 1 response. If this would unreasonably delay
our response, or if the new issues are unrelated to the issues already being
investigated, we will log your additional complaints as new Stage 1 complaints.

Where you have made your complaint by phone or in person to another member
of staff outside of the Complaints Team, and they are able to resolve the issue
to your satisfaction at this first point of contact, they will do so with your
agreement and this will not be investigated further by the Complaints Team.
The member of staff will clarify with you our understanding of your complaint
and the outcomes you are seeking, and which aspects of the complaint we are,
and are not, responsible for. If any aspect of the complaint is unclear, we will
ask you for clarification and ensure you agree with how we have defined your
complaint.

Where complaints are resolved at first point of contact, you will not receive an
acknowledgement letter. The colleague you spoke to will inform the Complaints
Team of the complaint and the resolution, and the Complaints Team will log this
and issue you with a formal Stage 1 response letter within 5 working days of
when you made the complaint.

When issuing a formal Stage 1 response letter, we will ensure we address all
points raised in your complaint, as set out in the agreed definition of your
complaint. We will also provide clear reasons for any decisions, referencing
relevant polices, law, or good practice, wherever appropriate. Once you’ve
received the formal Stage 1 response letter, if you are unsatisfied with the
outcome of your complaint, you have a right to escalate your complaint to Stage
2. This applies to complaints handled at the first point of contact, as well as for
complaints handled by the Complaints team.

We will issue our formal Stage 1 response letter as soon as the answer to the
complaint is known, not when the outstanding actions required to address the
issue are completed. Outstanding actions will be tracked and actioned promptly
and we will keep you updated about the progress of these actions until they are
completed.

Stage 2 — Review

If you are not happy with the response to all or part of your complaint at Stage
1, you can escalate all or part of your complaint to Stage 2. Stage 2 is not
another investigation. It is an independent review by a member of the
Complaints Team of how your complaint was handled at Stage 1. Your Stage
2 review will never be handled by the same person who handled your case at
Stage 1. The Complaints Manager will oversee the Stage 2 process and may
escalate complex or high-risk complaints to an appropriate member of the
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5.3.3

5.3.4

5.3.5

5.3.6

5.3.7

5.3.8
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leadership team where necessary. You have 30 calendar days from receipt of
our Stage 1 response to escalate your complaint. Hexagon will consider
applying discretion where requests are received after 30 calendar days.

It is helpful if you tell us why you are not satisfied with our Stage 1 response,
and what outcomes you want from this Stage 2 review, but you do not need to.
We will log your stage 2 complaint on our complaint handling system and
contact you within 5 working days of your escalation to Stage 2 and provide a
written acknowledgment that sets out our understanding of issues outstanding
and the outcomes you are seeking from the Stage 2 review, and which aspects
of the complaint we are, and are not, responsible for. If any aspect of your
complaint is unclear, we will contact you to ask for clarification and make sure
you agree with how we have defined your complaint and reasons for escalation.

If we decline to escalate your complaint to Stage 2 under the exclusions set out
in this Policy, we will provide you with a written explanation of our reasons and
inform you of your right to take your complaint directly to the Ombudsman.
Where the exclusions do not apply, we will always accept your request to
escalate your complaint to Stage 2.

As Stage 2 is a review and not a new investigation, if your request for a Stage
2 review includes new information not provided at Stage 1, we will address this
as a new Stage 1 complaint.

You will normally receive a full response to your Stage 2 complaint within 20
working days of your escalation request being acknowledged. If the complaint
is complex, we may need a further 20 working days to issue our response. We
will not extend the timeframe any further than this without good reason.

Whenever we need more time to respond than the initial 20 working days from
your complaint being acknowledged, we will always tell you, explain the reasons
and tell you how to contact the Ombudsman to challenge this extension. If we
have been unable to give you a full response within 20 working days of
acknowledging your complaint, we will keep you updated about the progress of
your complaint at regular intervals which we will agree with you.

The outcome of a Stage 2 review will be to uphold, partially uphold, or overturn
the Stage 1 response. Where appropriate, we may offer different or additional
remedies at Stage 2. We will issue our formal Stage 2 response letter as soon
as the answer to the complaint is known, not when the outstanding actions
required to address the issue are completed. Outstanding actions will be
tracked and actioned promptly and we will keep you updated about the progress
of these actions until they are completed.

When issuing a formal Stage 2 response letter, we will ensure we address all
points raised in your complaint, as set out in the agreed definition of your
complaint. We will also provide clear reasons for any decisions, referencing
relevant polices, law, or good practice, wherever appropriate.
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6 Putting things right

6.1 Our complaints process aims to enable you to be heard and understood. You
will be given a fair chance to set out your position. Where your complaint is
upheld, at any stage, we will take action to put things right. This may include:

e Acknowledging where things have gone wrong

e Providing an explanation, assistance, or reasons

e Apologising

e Taking action if there has been a delay

e Reconsidering or changing a decision

e Amending a record or adding a correction or addendum
e Providing a financial remedy

e Changing policies, procedures or practices

6.2  Any remedy offered will reflect the impact on you as a result of any faults
identified. We will also look beyond the circumstances of the individual
complaint and consider whether service improvements can be made as a
result of any learning from the complaint.

7 The Housing Ombudsman Service

7.1 You can seek advice and guidance from the Housing Ombudsman Service at
any stage of your complaint. This service is completely independent of
Hexagon and is free to tenants.

7.2  If we fail to acknowledge or respond to your complaint within the timeframes in
this policy, you can raise this with the Ombudsman. If Hexagon refuses to
accept or escalate your complaint you have a right to raise this with the
Ombudsman.

7.3  If you are dissatisfied with our Stage 2 response, you may take the case to the
Housing Ombudsman Service. You will need to raise this with the
Ombudsman within a year of our Stage 2 response.

7.4  The address of the Ombudsman is: Housing Ombudsman Service, PO Box
1484, Unit D, Preston, PR2 OET. Telephone No: 0300 111 3000, Website:
https://www.housing-ombudsman.org.uk/

8 Complaints from residents of Co-operatives and Supported
Housing

8.1  Complaints from residents of co-operatives and Supported Housing will be
handled in line with this policy, except that the Stage 1 investigation and
response will be completed by the co-operative or the Supported Housing
managing agent. If you are unhappy with the response at Stage 1, you can
request a Stage 2 review which will be completed by Hexagon.
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8.2  We ask that you make your request for a Stage 2 review directly to Hexagon.
If you make the request to the co-operative or managing agent, they will raise
the request to Hexagon.

8.3  Co-operatives and managing agents must offer a complaints process that
adheres to the timeframes, standards, and specifications of Hexagon’s
Complaints Policy and to provide a Stage 1 response to complaints in line with
this Policy. Where complaints are escalated to Stage 2, Co-operatives and
Managing Agents must send all of the relevant information to Hexagon, and
Hexagon will complete a Stage 2 review of the complaint.

8.4 If you live in a property managed by an agency, such as a co-operative, rather
than Hexagon directly, you should first contact the agency about your
complaint so they have the chance to investigate and if necessary put things
right. If you are not sure who manages your property, please ask us. If you
make the complaint to Hexagon, we will raise the complaint to your co-
operative or managing agent to handle at Stage 1.

8.5  The only exception is when your complaint relates directly to Hexagon, its
contractors, or a member of Hexagon staff, in which case you should make
the complaint directly to Hexagon. In this case, if you make the complaint to
your co-operative or managing agent, they will raise the complaint to Hexagon
and Hexagon will handle your complaint at Stage 1.

8.6  You can make a complaint to any member of staff, or via the contact details

below:
Agency Name \ Contact Details
ABC Southwark Housing Co- Office: 18A William Blake House, 22 Elm
operative Ltd Grove, London SE15 5DE
Tel: 020 7732 9119
Email: office@abchousing.co.uk
Acceptable Face Housing Co- Office: Bank Buildings, 239 Lewisham Way,
operative (AFHC) London, SE4 1XF,
Tel: 020 86130719
Worker: Adrian Ingram adrian@afhc.co.uk,
07787897966
Jon Drew jon@afhc.co.uk
Balfour Street Housing Project Office: 67 Balfour Street, SE17 1PL
Email:
balfourstreethousingproject@gmail.com
Brockley Tenants Co-Op (BTC) Office: 249 Lewisham Way, SE4 1XF
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Tel: 020 8691 5898

Email: admin@brokley.coop

Certitude

Office: 31-33 Lumiere Court 209 Balham
High Road London, SW17 7BQ

Tel: 0208 772 6222

Email: complaint@certitude.london

Choice Support

Address: Samaria House, Maple Road,
London, Surrey, SE20 8EX, United Kingdom

Tel: 02082897860

Online Complaints Form:
https://www.choicesupport.org.uk/contact-
us/visiting-our-offices/give-us-your-feedback

Joe Richards House (Look Ahead)

Head Office: Look Ahead, Cally Yard, 439
Caledonian Road, London, N7 9BG

Tel: 020 7639 8008

Email:
joerichardsoperational@lookahead.org.uk

Kirkdale Housing Co-Op

Office: 21E Perryvale, Forest Hill, London,
Lewisham

SE23 2NE
Tel: 020 86130719

Email: info@kirkdale-housing.org.uk

Lewisham Families Self-Help Co-
Op (LFSA)

Office: The Albany, Douglas Way, Deptford
SE8 4AG

Tel: 020 8692 9294
Email: Ifsa@lfsa.org.uk

Refuge

Postal Adress: Refuge, c/o Fora, Tintagel
House, 92 Albert Embankment, London SE1
7TY

Tel: 02073957700

Email: complaints@refuge.org.uk
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SIG Equinox - Lewisham Mental Tel: 020 8690 4422
Health Supported Housing (MHSH) | Email:

lewisham.mhsh@socialinterestgroup.org.uk

Southbank Co-Op Office: 18a William Blake House, 22 EIm

Grove, SE15 5DE

Tel: 020 3422 7887
Email:admin@sbcha.org.uk

Three Boroughs Housing Co-Op Office: The Albany, Douglas Way, Deptford

SE8 4AG

Tel: 0208 469 3690
Email: info@threeboroughs.co.uk

Turning Point (Wales Close) Tel: 020 7639 8628

Emai: Jen.Bannister@turning-point.co.uk

9 Superior Landlords

9.1

9.2

9.3

9.4

9.5

9.6

Some Hexagon residents live in homes where Hexagon is not responsible for
the communal or exterior areas of the building, because a superior Landlord
owns the Freehold.

If you have a complaint that is about the responsibilities of a third-party
Landlord (or their Managing Agent), you should raise the complaint with them
directly in the first instance, to give them an opportunity to resolve the issue.
We will consider your complaint to the third party to be your Stage 1 complaint
under this Policy.

If you are dissatisfied with the response at Stage 1, you may escalate your
complaint to Hexagon at Stage 2. We will conduct our Stage 2 review in line
with section 5.3 of this Policy.

Hexagon does not have authority to issue orders to the third-party but we will
make all reasonable endeavours to advocate on your behalf, collaborate with,
and seek a resolution with the responsible third-party.

If you are dissatisfied with our Stage 2 response you may escalate your
complaint to the Housing Ombudsman.

If you are not sure who manages the communal or exterior areas of your
building please ask us.

10 Expectation of mutual respect

10.1

Hexagon expects all complaints to be handled with mutual respect and
reasonable behaviour. Hexagon considers all harassment, verbal abuse,
aggression and violence to be unacceptable behaviour. This will not be
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tolerated and will be handled according to Hexagon’s “Managing
Unacceptable Behaviour” Policy.

11 Monitoring and learning from complaints

11.1

11.2

11.4

Hexagon will use complaints as a source of intelligence to identify issues and
introduce positive changes in service delivery.

Hexagon will send residents a feedback survey following the closure of a
complaint to assess their satisfaction with how the complaint was handled.
Responses are used to improve our complaints processes.

Hexagon will ensure we are transparent and accountable in our learning from
complaints. Hexagon will produce an annual complaints performance and
service improvement report which will be reported to the Hexagon Board and
published on our website alongside the Board’s response. Hexagon will report
on learning and improvements from complaints to our residents, staff, and
relevant committees.

Hexagon will complete an annual self-assessment against the Housing
Ombudsman's Complaint Handling Code and submit this to the Ombudsman.
Hexagon will also complete a self-assessment following any significant
restructure and/or change in procedures. Hexagon will publish our most
recent self-assessment on our website, report the outcome to our governing
body, and include the outcome in our Annual Report.

Hexagon has a Member Responsible for Complaints (MRC) appointed on the
Board who has lead responsibility for complaints to support a positive
complaint handling culture. The MRC is responsible for ensuring the Board
receives regular information on complaints that provides insight on Hexagon’s
complaint handing performance. The MRC has access to suitable information
and staff to perform this role and report on their findings.

Hexagon will review this policy every three years, with additional reviews
following any changes to relevant legislation, regulation, or guidance.
Hexagon will also update this policy to reflect any significant changes in our
processes.

12 Equality and Diversity

121

12.2

Hexagon will comply with the Equality Act 2010 and make reasonable
adjustments to our Policy and processes in line with the Act. Our Complaints
Team will complete appropriate training to manage complaints in line with the
Act.

Hexagon will keep a record of any disabilities a resident has disclosed and
any reasonable adjustments agreed. These will be kept under active review.
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12.3 Hexagon will adhere to our Vulnerable Residents and Reasonable
Adjustments Policy, and our Translation and Accessible Communication
Policy.

12.4 An Equality Impact Assessment Screening was completed and no negative
impact was identified.

13 Resident Consultation

13.1 Hexagon’s Resident Influence Group (RIG) were consulted on this policy in
April 2026 and recommended its approval to the Customer Services
Committee.

13.2 Hexagon’s Resident Inspectors completed scrutiny of the Complaints process
in 2025-26 and the scrutiny recommendations informed a service
improvement plan agreed by Hexagon management.

14 Related Hexagon Policies

14.1 Compensation Policy

14.2 Managing Unacceptable Behaviour Policy

14.3 Vulnerable Residents and Reasonable Adjustments Policy
14.4 Translation and Accessible Communication Policy

14.5 Corporate Plan 2023-2028

15 Relevant regulations and legislation

15.1 Equality Act 2010

15.2 Housing Ombudsman’s Complaint Handling Code

15.3 The Regulator for Social Housing Consumer Standards
15.4 Data Protection Act 2018

15.5 UK GDPR
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