
Complaints Policy  
Statement

Policy Statement. We are committed to  
delivering an excellent service to all customers.  
However, we recognise that there may be times when 
a customer is dissatisfied if we have failed to deliver 
services to the high standard that we have set.
We understand that complaints can provide 
us with valuable information about where we 
can improve. We welcome this feedback as it 
provides us with an opportunity to learn more 
about our customers’ needs and expectations, 
and to continually improve the services that  
we deliver.

“A complaint is an expression of dissatisfaction, 
however made, about the standard of service 
provided, actions or lack of actions by The 
Guinness Partnership or anyone working on our 
behalf which affects any of our customers.”

To ensure that we are a customer-focused 
organisation and handle complaints 
efficiently and effectively, we will:
l	 �Have an open and accountable complaints 

policy and procedure that is reviewed 
regularly with customers to set clear 
and challenging targets to improve our 
performance.

l	 �Clearly and effectively publicise our 
complaints service standards to customers.

l	 �Provide a variety of methods for customers 
to report complaints so that our service is 
accessible to all and encourages customers 
to report complaints as soon as possible.

l	� Value all complaints that we receive and 
handle them seriously, in a sensitive and 
courteous manner, treating customers with 
respect and consideration.

l	�Record, monitor and evaluate complaints so 
that we can continually improve and develop 
our service.

l	�Ensure that our customers receive a fully 
investigated response to their complaint 
and feedback where we learn from or make 
changes as a result.

l	�Offer customers mediation services if this 
is appropriate during the investigation of a 
complaint.

l	�Provide all customers with the opportunity to 
appeal against the decisions that we reach 
following the investigation of a complaint.

l	 ��Offer customers help if they choose to refer 
their case to the Housing Ombudsman Service 
or the Care Quality Commission and abide by 
the decisions of these independent bodies.

l	 ��Offer customers compensation after a complaint 
has been investigated, if it is appropriate.

l	 �Ensure that we handle vexatious or malicious 
complaints appropriately.

l	 ��Gather customer feedback on our complaints 
service and use this information to make 
improvements.

l	 ��Learn from complaints and use them to shape 
and improve our services as well as identifying 
training and development needs for our staff.

l	 ��Effectively communicate and publicise to our 
customers our complaints performance and 
how we have learnt from complaints. 
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For further information, please contact us at:

The Guinness Partnership
17 Mendy Street
High Wycombe
Bucks
HP11 2NZ
Tel: 01494 535823
Fax: 01494 459502

Guinness Midsummer
Henshaw House
851 Silbury Boulevard
Central Milton Keynes
Bucks
MK9 3JZ
Tel: 01908 609577
Fax: 01908 609558

Guinness Trust
5 The Office Village
4 Romford Road
Stratford
London
E15 4EA
Tel: 020 8519 2599
Fax: 020 8503 0470

Guinness Hermitage
Building C, Estune Business Park
Wild Country Lane
Long Ashton
Bristol
BS41 9AF
Tel: 01275 395300
Fax: 01275 395793

Guinness Northern Counties
Bower House
1 Stable Street
Hollinwood
Oldham
OL9 7LH
Tel: 0845 605 9000 
Fax: 0161 219 7401

Guinness Care and Support
Building C, Estune Business Park
Wild Country Lane
Long Ashton
Bristol
BS41 9AF
Tel: 01275 395300
Fax: 01275 395793

Visit our website at: www.guinnesspartnership.com
Email us at: info@guinness.org.uk

Translation Services. This document is
available in other languages, large print, in Braille
and on audio format on request from your local office.
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