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Here at Abbeyfield Bristol and Keynsham, we want you to feel happy
and comfortable. If you are not satisfied with something then you
should let a member of staff know. if you are dissatisfied with the way
the issue has been addressed then you can make a complaint.

There are four ways to make a complaint:

e Put it in writing. You can set out your complaint and give it to the
house manager.

e Ask someone to write down your complaint You can ask any
member of staff or volunteer to write down your complaint for
you and give it to you for approval. This can then be passed to the
house manager.

e Talk to a member of staff. You can speak to any member of
staff and tell them you want to make a complaint.

e Fill out a feedback form. You can find feedback forms at our houses
and write your complaint on them.

If your complaint is about the house manager then you can complain
directly to central office.

We will acknowledge your complaint within 5 days of receipt and you
will get a written response within 10 working days that sets out any
actions we are proposing to take.

What if | am not happy with the outcome? If you are not happy with
the outcome of your complaint, we will explain how can you escalate the
complaint. This will involve a review by a senior member of staff.

What if | am still not happy? If you are still not happy after Stage 2, you
can contact the Housing Ombudsman Service https://www.housing-
ombudsman.org.uk/

@ Abbeyfield House, 43-49 Westbury Road, Henleaze, Bristol, BS9 3AU
@ e-mail@abbeyfield-bristol.co.uk @ 0117 973 6997


https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.housing-ombudsman.org.uk%2F&data=05%7C02%7Cinfo%40abbeyfield-bristol.co.uk%7C571b79727f12464d2ad708dd6087f0f1%7C511f173f821b46c7921a2faee38c890b%7C0%7C0%7C638772859151204947%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=2bkxN4pmu4PqQTqf50LuA7yZt8n9HltZM62Gw0ZH5Jk%3D&reserved=0
https://gbr01.safelinks.protection.outlook.com/?url=https%3A%2F%2Fwww.housing-ombudsman.org.uk%2F&data=05%7C02%7Cinfo%40abbeyfield-bristol.co.uk%7C571b79727f12464d2ad708dd6087f0f1%7C511f173f821b46c7921a2faee38c890b%7C0%7C0%7C638772859151204947%7CUnknown%7CTWFpbGZsb3d8eyJFbXB0eU1hcGkiOnRydWUsIlYiOiIwLjAuMDAwMCIsIlAiOiJXaW4zMiIsIkFOIjoiTWFpbCIsIldUIjoyfQ%3D%3D%7C0%7C%7C%7C&sdata=2bkxN4pmu4PqQTqf50LuA7yZt8n9HltZM62Gw0ZH5Jk%3D&reserved=0

