How to
make a
complaint

Information
for
Solon residents

Call Solon
0117 924 4071

Solon aims to
give a high quality
service, but we realise
that sometimes you
might want to complain
about something
we have done or
have not done.
What is a
complaint?
A complaint is when you tell us you
are not happy. This might be because:
• We do not deliver a service on time
• We give you the wrong information

Improving our service
Solon monitors all complaints we receive
and reports on these to the Solon Board and
to residents. Following a complaint, we try
to use what we have learned to provide a
better service. We will notify you of any
changes to services that are made following
your complaint.

Most complaints
to Solon are settled
quickly. Once we
understand the
problem, we usually
know how to
solve it.

• You receive a poor quality service
• You are unhappy with a member of staff

A complaint is not...
• A request for a service or for information
• A first report of a fault or defect
• A question about a Solon policy
• A problem with a neighbour – this is
dealt with in another way
The Solon complaints procedure is available
from the Solon office and on our website
www.solonswha.co.uk

If you need a large print
version of this leaflet
please ring 0117 916 7768

What to do first
Before you make a complaint, try to speak to
the person that you normally deal with at the
Solon office. Most problems are sorted out
quickly and easily this way.

How to complain
Please give Solon as much detail as possible
so that we can act quickly. You need to
contact us within 4 months of the problem
happening and tell us:

•
•
•
•

What happened
When it happened

The Solon complaints procedure
Stage 1
We will acknowledge your complaint within
three working days and we aim to sort out
your problem in 10 working days. We will
write to you to explain what we will do. All
complaints are handled by a senior manager.
Stage 2
If you are not satisfied after Stage 1,
you must contact Solon within 2 months.
We will then refer your complaint to the
Customer Services Director, who will reply
within 10 working days.

Who was involved

Stage 3

What you want Solon to do

If after Stage 2 you are still not satisfied,
you can appeal the decision by contacting
Solon within 2 months and have your case
referred to the Complaints Panel, appointed
by the Solon Board of Management and the
Chief Executive.

You can contact us

• By telephone: 0117 924 4071
• In writing to:
Complaints Co-ordinator
Solon South West Housing Association
1 Newfoundland Court
St Paul Street
Bristol BS2 8AN

• In person: at the Solon office
• By email: solon@solonswha.co.uk
Our promise to treat you fairly
If you make a complaint to Solon you can
expect us to take you seriously and treat you
with respect. We will deal with your complaint
as quickly as possible and in confidence, and
we will keep you informed of progress at each
stage. We will check that you are happy with
the outcome and we will use your feedback to
improve our service.

After Stage 3...
If you are still not satisfied, you can refer
your complaint to the Independent Housing
Ombudsman Service at 81 Aldwych,
London WC2B 4HN (Tel: 0300 111 3000).
A leaflet on how to do this is available from
the Solon office.

If a complaint is upheld...
• Solon will apologise to you
• We will take steps to put things right
• We will do our best to make sure the
situation does not happen again
There may be times when we will pay
compensation. We will write to you about this.

Translations
If English is not your first language
and you need a translation,
we can get one for you.

Solon South West
Housing Association Ltd
1 Newfoundland Court
St Paul Street
Bristol BS2 8AN
Tel: 0117 924 4071
Fax: 0117 924 8816
Email:
solon@solonswha.co.uk

www.solonswha.co.uk

