
Complaints, Comments  
and Compliments

If we do get things wrong, we want to try and  
put them right and to learn from our mistakes
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You Say,
We Listen



Bournville Village Trust is committed to providing the best 
possible service and we encourage all forms of feedback, 
both positive and negative. All comments, compliments and 
suggestions will be treated in the same way as we treat your 
complaints, with the aim of using them as a means of providing 
an excellent service to our customers and improving the 
services we provide by listening to what our customers want. 

Bournville Village Trust…

…aims to provide an excellent service to our customers. 
However, we do recognise there may be occasions when our 
services fall short of our customers’ expectations and our own 
high standards. If we do get things wrong, we want to try and put 
them right and to learn from our mistakes.

If you have a complaint please tell us so that we can put things 
right and continually improve our services.
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Complaints, Comments  
and Compliments

Who can complain?

Anyone receiving or seeking a service from Bournville Village 
Trust can make a complaint. We will also accept complaints 
from anyone acting for others unable to do this personally – 
this may include relatives, friends, resident representatives or 
representatives from another organisation.
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What can I complain about?

You can complain if you think we failed to do something we 
should have done, we have done something wrong or to a poor 
standard, or we have provided a poor customer service or 
discriminated against you. 

Please don’t use our formal complaints procedure if you:

• Haven’t contacted us before about your issue. Please let the 
Trust know and give us the opportunity to rectify the situation 
before going through a formal process.

• Are asking for a service from us (for example, if your heating 
has broken down and you would like it repaired).

• Would like information about any part of our service.

• Would like to make a complaint about services not provided 
by Bournville Village Trust, e.g. faulty street lights, roads, the 
removal of vandalised or abandoned vehicles on the estate, 
car parking or a delay in refuse collection.

• Would like to talk to us about a problem with your neighbour 
or another resident living on the estate. In this instance, 
please contact our Customer Services Team who will be able 
to help. 
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How can I complain?

If you wish to make a formal complaint, it can be made …

By letter  
Please write a letter to Customer Services Team, Bournville Village Trust, 
350 Bournville Lane, Bournville, Birmingham B30 1QY. Please ensure you 
provide your contact details.

By email  
Please email complaints@bvt.org.uk 

By telephone  
0300 333 6540. 

By visiting our website, please complete the online form,  
‘Give us your feedback’.

By visiting the office and talking to a member of staff.

The simplest and quickest way to resolve 
a problem is to discuss it, informally,  
with the member of staff responsible  
for the service. Our staff will be happy  
to talk about complaints or suggestions,  
and most problems can be dealt with  
on the spot.
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What happens  
after I have made  
a complaint?

• We will confirm in writing that we have received your complaint within 2 working days 
and give you a complaint reference number.

• We will give you the name of the officer dealing with your complaint.

• That officer, or another responsible officer, will undertake an investigation and will aim 
to respond with the outcome of the investigation within 10 working days.

• You may receive a visit or telephone call in order to assist with the investigation. 

• When the investigations are complete, customers will receive a final letter giving details 
of the investigation, the outcome and any action that will be taken.

• Where a complaint is considered justified and appropriate, customers may be given 
compensation to offset any losses suffered through poor service. Details of the 
Bournville Village Trust Compensation Policy will be provided in this instance.

• In some cases, where complaints are very complicated, we may need longer than 
10 working days to fully investigate the matter. If so, we will advise you in writing. 

All formal complaints are recorded and dealt with in confidence.
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What if I am dissatisfied with the response to my complaint?
All complaints must progress through the various stages.

The process for reviewing complaints is:

The simplest and quickest way to resolve a problem is to discuss it, informally, with the 
member of staff responsible for the service. If you have not contacted us before about 
your issue we would like the opportunity to rectify the situation before going through  
a formal process. 

If you are unhappy with the outcome at the more informal stage, please contact the 
Customer Services Team at Bournville Village Trust who will guide you through the 
formal complaints process.

ORIGINAL COMPLAINT DEALT WITH BY BVT  
AND YOU ARE DISSATISFIED WITH THE OUTCOME

If you are unhappy with the outcome, you must contact the staff member at the 
next stage (details of which will be provided on the final letter) within 28 days 
of the final letter.

REVIEW OF COMPLAINT BY THE CHIEF EXECUTIVE

The Chief Executive will investigate your complaint and provide a final letter 
within 10 working days (where possible).

If you are unhappy with the outcome you must contact the staff member at the 
next stage (details of which will provided on the final letter) within 28 days of 
the final letter.

COMPLAINTS PANEL MADE UP OF TRUSTEES  
AND RESIDENT REPRESENTATIVES

The Complaints Panel will review and investigate your complaint and aim to 
provide a final letter within 28 days.

A complaint can be closed before it has gone through all the stages of our 
complaints process. This may happen if a complaint is being pursued 
unreasonably or if it is considered inappropriate. 

1STAGE

2STAGE

3STAGE



7

What if I am dissatisfied with the  
response from the Complaints Panel?
If you remain unhappy with the response having followed our complaints process to the 
end, you have 6 months to decide if and/or how you would like your complaint to be 
dealt with externally.

The Designated Person

If you would like your complaint reviewed and referred to the Housing Ombudsman by an 
independent person, then you should contact any one of the following within 6 months 
of our internal complaints process ending:
• Your local Member of Parliament;  
• Your local Councillor;

The designated person may help resolve the complaint directly, may refer the complaint to 
the Housing Ombudsman, or may decline doing either. If they decline then you will be able 
to approach the Housing Ombudsman for his consideration of the complaint.  

Independent Housing Ombudsman  
(for tenants, leaseholders and housing applicants only)
After 8 weeks of our internal complaints process ending, you can choose to take your 
complaint directly to the Housing Ombudsman. 

An Ombudsman is an external independent person who has been appointed to look into 
complaints about an organisation. Using an Ombudsman is a way of trying to resolve a 
complaint without going to Court. Examples of complaints the Housing Ombudsman can 
deal with include:
• Failure to carry out repairs in a reasonable time.
• Mistakenly accusing you of rent arrears and not owning up to the mistake.
• Charging you more than other tenants for the same service.
• Unreasonably refusing to provide a home or a transfer. 

The Housing Ombudsman will not normally deal with complaints that involve:

• The level of rent or service charges.

•  Matters which have gone to court or which the Ombudsman decides are better dealt 
with by a court. 

Once the Housing Ombudsman completes the investigation of your complaint, they will 
inform you (or if chosen, your designated person) of:
• The results of the investigation, and
• Any decisions that have been made.



Bournville Village Trust, 350 Bournville Lane, Bournville, Birmingham B30 1QY.

On request, we can 
supply an audio 
CD giving all the 
information contained 
in this leaflet.

TE LE P H O N E

0300 333 6540
( B i r m i n g h a m  a r e a s )

TE LE P H O N E

01952 293777
( S h r o p s h i r e  a r e a s )

W E B S ITE

www.bvt.org.uk

How to contact us

0300 333 6540

FOR FURTHER INFORMATION,  
SPEAK TO A CUSTOMER SERVICES 
ADVISOR ON:


