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Customer Feedback

Customer Feedback Form

Please complete and return this form if you are unhappy with
our services, have an idea how we could improve our services
or would like to tell us about something we have done well.

all suggestions. If your suggestion

We value your comments and

recognise that your opinions can
help us provide the best possible
services to customers. This
leaflet explains what you should

leads to a change in our services,
we will let you know.

Your details

do if you wish to: Name:
) . If you think we have done a Address:

« Complain about our services good job we would like to hear
*  Suggest a way to improve our from you. Your compliments boost

services . staff morale and highlights the parts
* Compliment us on something of our service you value the most.

we have done well We will make sure we pass your Telephone:

compliment on to the people Email:

You can give us your comments by:

*  Completing and returning the
pull-out reply slip in this leaflet;

» Contacting a member of staff by
phone, fax, letter, e-mail or in
person at our office in
Chelmsford town centre (Atholl
House, Duke Street);

* Completing the on-line
customer feedback form on our
website: www.chp.org.uk.

Please contact us if you would like
help using these services.

If you think we could improve our
services we would like to hear your
suggestions. We will record, write to
you to thank you, and evaluate

concerned.

If you think we have made a
mistake or could have provided a
better service, we would like to
know. We consider a complaint as:
“An expression of dissatisfaction
about CHP, their services or their
employees (or contractors).”

For example, a complaint
might result from:

*  Our failure to provide a service
or fulfil a duty;

* Your dissatisfaction with one of
our decisions or actions, or with
the behaviour of our employees
(or contractors).

Please pull-out and return

Type of feedback (please tick):

Complaint Suggestion

Compliment

Details of complaint, suggestion or compliment:



What action have you taken about the matter? . . . .
Diversity Monitoring Form

Our aim is to provide a fair and accessible service to all. In
order to do this we need to understand the needs and
requirements of our community. We would appreciate it if
you could answer the following sections. Please be
assured that all the information will be treated
confidentially and will purely be used for monitoring
purposes to improve the service we provide to you.

1. To which group do you consider you belong?
White: British
White: Irish
White: German
White: Polish
White: Turkish
White: Other
Mixed: White & Black Caribbean
Mixed: White & Black African
Mixed: White & Asian
Mixed: Other

Asian or Asian British: Indian

What action would you like us to take?

Asian or Asian British: Pakistani
Asian or Asian British: Bangladeshi
Asian or Asian British: Other
Black or Black British: Caribbean
Black or Black British: African
Black or Black British: Other
Gypsy or Traveller: Romany Gypsy
Gypsy or Traveller: Irish Traveller
Signed: Gypsy or Traveller: Other
Ol Prefer not to say



2. Sexuality
Heterosexual Gay man Gay woman
Bisexual Prefer not to say
3. Gender
Male Female Transgender Prefer not to say
4. Age
Under 16 16-34 35-54
55-64 65 and over Prefer not to say
5. Religion
None Buddhist Christian (all denominations)
Hindu Jewish Muslim Sikh
Any other (please specify below) Prefer not to say

6. Any other — please specify

7. Do you consider yourself to have a disability within the meaning
of the Disability Discrimination Act 1995?

Yes No

8. If yes, please indicate the nature of disability:
Physical Learning Hearing
Sight Speech Mental health

Other (please provide details below)
Prefer not to say

9. Please provide details about your disability

A complaint would not normally be:

* Arequest for a service (a repair
for example);

* An enquiry about progress of a
previous request;

* Arequest for explanation of our
procedures;

* An expression of dissatisfaction
about the actions of a third-party
who CHP has no direct control.
This could include an incident of
antisocial behaviour or
neighbour nuisance for
example.

Please see our leaflet on
antisocial behaviour or speak to
a member of staff for details
about how we deal with third-
party matters.

CHP has a simple three stage
complaints scheme:

Stage One

*  We will record and acknowledge
your complaint within three
working days. An appropriate
member of staff will look into
your complaint and respond
within 10 working days.

Stage Two

« If you are unhappy with our
investigation and response you
can ask a senior member of
staff to try to resolve the
complaint. We will respond to all
stage two complaints within ten
working days.

Stage Three

» If you are unhappy with our
response at stage two, you can
ask a feedback panel, made up
of members of our Board of
Management and residents, to
hear your complaint. The panel
will hear the appeal within 20
working days, from the date you
asked for it to be heard. We will
send a written response with
details of the outcome of the
appeal within five working days
of the hearing.

Stage Four — Housing
Ombudsman Service (external)

» If you have been through all
three stages of our complaints
procedure and are still unhappy,
you can forward your complaint
to the Housing Ombudsman
Service at:

81 Aldwych, London WC2B 4HN
(tel: 020 7421 3800 or local
rate: 0845 7125 973).

Please contact us if you would like
details of the Housing Ombudsman
Service.

It is not always possible to resolve a
complaint within the response times
given in this leaflet. On these
occasions we will send you a letter
explaining when you can expect a
response — this is usually up to a
further 10 working days.

You should raise a complaint as
soon as possible but definitely
within three months from when
the event occurred.



Please contact us if you would like a copy of this
document in large print, British Sign Language
DVD, on CD or in another language.

Przewodnik Opini klientow

Prosze sie z nami skontaktowac jesli pragneliby Panstwo copie tego dokumentu
duzym drukiem, na DVD w Brytyjskim Jezyku Migowym, w innym jezyku albo na
plycie audio (CD). (Polish)

BERE
BENRBIES. MESTEREUATH, EXFEDVD, ZN—EFSHER
(CD) B Mt , FHERM. (Cantonese)

Musteri Geribildirimi Kilavuzu
Liitfen bu belgenin biiyiik baskili hali, ingilizce DVD veya farkh dillerde ya da ses
(CD) ortami gibi talepleriniz olmasi durumunda bizimle irtibata gegin. (Turkish)

TRFTH I TG Af6 T
St 3f a2 JRGT 95t F 3T e, &6 mia wrEs e 31 afss () 7 o vF,
TSR FE, G S @St F41 - (Bengali)

Tel: 0845 155 3000

Minicom: 01245613188

Email: enquiries@chp.org.uk

Fax: 01245 613001

Visit: Atholl House, 65a Duke Street,

Chelmsford, CM1 1LW

Write to: Myriad House,
23 Springfield Lyons Approach,
Chelmsford, CM2 5LB
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