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Two-stage complaints process aligned with current social housing complaint handling expectations
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1. Our commitment
Bloomsbury Estate Management Board is committed to providing good quality, fair and accessible services to all residents. We recognise that sometimes things can go wrong. When they do, we want residents to feel able to raise concerns, have them properly investigated, and receive a clear response.
We will use complaints as an opportunity to put things right, learn from mistakes and improve the services we provide.
2. What is a complaint?
A complaint is an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by Bloomsbury Estate Management Board, our staff, contractors or anyone acting on our behalf, affecting an individual resident or group of residents.
Residents do not have to use the word “complaint” for the matter to be treated as one. If a resident expresses dissatisfaction, we will give them the opportunity to make a complaint.
3. Service requests and complaints
A service request is where a resident asks us to take action to resolve an issue, for example reporting a repair, missed appointment, cleaning issue or estate management concern.
A service request will not automatically be treated as a complaint. However, if the resident is dissatisfied with our response, the way the matter has been handled, or a failure to act, this will be treated as a complaint.
We will not stop progressing a service request simply because a complaint has been made. Any outstanding repairs or service issues will continue to be dealt with alongside the complaint.
4. How to make a complaint
Residents can make a complaint in any of the following ways:
In writing
By email
By telephone
In person at our office
Through a representative, advocate, councillor or MP
Through any member of Bloomsbury EMB staff
We will make reasonable adjustments where needed to ensure residents can access the complaints process. This may include accepting complaints in different formats, providing assistance to explain the process, or communicating through a representative.

Bloomsbury EMB have a management agreement with Birmingham City Council, this sets out the areas of housing management and maintenance we have responsibility for. We will in the first instance advise the resident making the complaint if the reason for the complaint falls within our responsibility. If the area of responsibility is retained by Birmingham City Council the complainant will be referred to . Birmingham City Council Comments, Compliments and Complaints Policy 2026. Birmingham City Council will then proceed under the process set out in this policy. Bloomsbury EMB will provide copies of the policy to the resident making the complaint to enable the complainant to proceed.
Insert link to the BCC policy ……..

5. When we may not accept a complaint
We will usually accept a complaint unless there is a valid reason not to do so. Examples may include:
We will consider each case individually. If we decide not to accept a complaint, we will explain why in writing and tell the resident about their right to contact the Housing Ombudsman.
The issue happened more than 12 months ago, unless there is a good reason for the delay.
The same matter has already been considered through our complaints process.
Legal proceedings have started, meaning a claim has been filed at court.
The matter is not within Bloomsbury EMB’s responsibility.
6. The complaints process
Bloomsbury EMB operates a two-stage complaints process.
Stage 1 - Investigation and response
Stage 1 is the first formal stage of our complaints process.
We will:
Acknowledge, define and log the complaint within 5 working days of receiving it.
Confirm our understanding of the complaint and the outcome the resident is seeking.
Identify who will investigate the complaint.
Investigate the issues raised fairly and objectively.
Provide a written response within 10 working days of the complaint being acknowledged.
Our Stage 1 response will clearly set out:
The complaint stage.
The complaint definition.
The issues investigated.
Our decision.
The reasons for our decision.
Any apology, remedy or action we will take.
Any outstanding actions and timescales.
How the resident can escalate the complaint to Stage 2 if they remain dissatisfied.

If the complaint is complex and we need more time than the 10 working days , we may extend the response time by up to a further 10 working days. We will explain the reason for the extension and provide the resident with details of the Housing Ombudsman should they wish to take matters futher with the Housing Ombudsman.

STAGE TWO COMPLAINTS – REVIEW If you are not satisfied with the response to your complaint you can request for it to be escalated to stage two of our complaints process for review. You should do this within 28 days of receiving our response. Stage two of our complaints process is handled by our colleagues at Birmingham City Council  and they will respond within 20 working days of receipt. In exceptional circumstances, they may contact you to agree an extension
Stage 2 - Review and final response
If the resident remains dissatisfied after the Stage 1 response, they can ask for the complaint to be escalated to Stage 2. Birmingham City Council Comments, Compliments and Complaints Policy 2026
Insert link to the BCC policy ……..
The resident does not have to provide detailed reasons for requesting escalation, although we will make reasonable efforts to understand why they remain dissatisfied and what outcome they are seeking.
Birmingham City Councuil  will:
Acknowledge, define and log the Stage 2 complaint within 5 working days of receiving the escalation request.
Ensure the Stage 2 review is carried out by someone who was not the Stage 1 complaint handler.
Review the Stage 1 response, the evidence considered, the resident’s concerns and whether the outcome was fair and reasonable.
Provide a final written response within 20 working days of the Stage 2 complaint being acknowledged.
Birmingham City Council  Stage 2 response will clearly set out:
The complaint stage.
The complaint definition.
The issues reviewed.
Our final decision.
The reasons for our decision.
Any apology, remedy or further action we will take.
Any outstanding actions and timescales.
The resident’s right to refer the complaint to the Housing Ombudsman if they remain dissatisfied.
If the complaint is complex and we need more time, we may extend the response time by up to a further 20 working days. We will explain the reason for the extension and provide details of the Housing Ombudsman.
The Stage 2 response is Birmingham City Councils / Bloomsbury EMB’s final response.
7. Putting things right
Where we Bloomsbury EMB via the City Councils stage two investigation find that something has gone wrong, we will acknowledge this and consider appropriate action to put things right.
Any remedy offered will be proportionate to the impact on the resident.
This may include:
An apology.
An explanation of what happened.
Taking action to resolve the issue.
Reconsidering or changing a decision.
Correcting records.
Reviewing procedures.
Providing a financial remedy where appropriate.
Taking steps to prevent the issue happening again.
8. Learning from complaints
Bloomsbury EMB will use complaints to identify service improvements. We will monitor complaint themes, outcomes, timescales and lessons learned.
Complaint performance and learning will be reported to the appropriate senior officer and the Management Board so that trends can be reviewed and improvements made.
9. Housing Ombudsman
Residents can contact the Housing Ombudsman at any point for advice and support during the complaints process.
If a resident remains dissatisfied after receiving the Stage 2 escalation to Birmingham City Councils response via via the City Council or if preferred by Bloomsbury EMB’s, they can refer the matter to the Housing Ombudsman.
Housing Ombudsman Service
PO Box 1484
Unit D
Preston
PR2 0ET
Telephone: 0300 111 3000
Email: info@housing-ombudsman.org.uk
Website: www.housing-ombudsman.org.uk
10. Review of this policy
This policy will be reviewed regularly to ensure it remains up to date and in line with the Housing Ombudsman Complaint Handling Code, regulatory requirements and good practice.
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