
Making a complaint



How to 
contact us
Phone.
•	 To report a repair call 0800 

00 99 00
•	 To report an emergency 

repair out of office hours 
call 0800 00 99 00

•	 To report anti-social 
behaviour out of office 
hours call 0845 680 5105

•	 For all other enquiries, call 
our main switchboard on 
01782 744533

Email.
mailbox@staffshousing.org.uk

Address.
Staffordshire Housing 
Association
308 London Road
Stoke on Trent, ST4 5AB

Website.
www.staffshousing.org.uk

Office opening hours.
Our office is open from 8.30 
am to 5.30 pm from Monday to 
Friday.

If you think we’ve done 
something wrong, we want 
you to tell us. We take every 
complaint seriously and we 
want to know your concerns
so that we can put things 
right and learn when things go 
wrong.

Who can complain?

Any customer can make a complaint.
We will deal with anonymous
complaints, but if we cannot ask the 
person who has made the complaint 
for more information we may not be 
able to take action.

How to make a complaint.

You can complain by any of our usual
contact methods: talking to us on 
the phone, writing, visiting the office, 
or emailing details of your complaint.

If you would like to put your 
complaint on a form, please call 
us and we will pop one in the post,
or you can fill one in online at www.
staffshousing.org.uk.

What to tell us.

We’ll need your name, address and
contact details. And, of course, we’ll
need as much information as 
possible on what exactly has gone 
wrong.

What happens next.

When we get your complaint we will
contact you within 24 hours and 
let you know who is handling your 
complaint and the timetable for 
responding to you.

We’ll also send you a copy of our
complaints policy which explains 
every stage of the process, how long 
it will take and what to do if you’re 
still not satisfied at any point.

Checking up on complaints.

We keep track of the number of
complaints we get and how quickly 
we deal with them and lessons we 
learn from complaints. We will let 
you know how we’re doing in our 
customer magazine.

Helping you make complaints.

If you need help with making your
complaint, please ask us. We can visit
you at home, fill in forms for you or
provide an interpreter or someone
who can use British Sign Language.


