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Incommunities Limited, a charitable Industrial and Provident Society.  Registered in England
with the Financial Services Authority No. 30178R. Registered address: Trust House, 5 New
Augustus Street, Bradford, West Yorkshire BD1 5LL.

our office contact details
Incommunities - aire-wharfe tel: 0845 166 0100

6-14 Devonshire Street, 
Keighley BD21 2DG

aw.enquiries@incommunities.co.uk

Incommunities - east  tel: 01274 257200

Dudley Hill Business Centre, 
Knowles Lane, Bradford BD4 9SW

east.enquiries@incommunities.co.uk

Incommunities - north tel: 01274 254400

Ravenscliffe Avenue, 
Bradford BD10 0JJ

north.enquiries@incommunities.co.uk

Incommunities - shipley tel: 01274 257300

Old School, Wrose Brow Rd, 

Shipley BD18 2NT

shipley.enquiries@incommunities.co.uk

Incommunities - south tel: 01274 254900

Park View Mills, Wibsey Park Avenue, 

Bradford BD6 3QA

south.enquiries@incommunities.co.uk

Incommunities - west city tel: 01274 254700

City House, Cheapside, Bradford BD1 4HR

westcity.enquiries@incommunities.co.uk

If you would like this information in any

other format including large print, audio

CD/tape, Braille or translated into

another language please telephone

01274 254321

V4 - Jun  09

compliments, 

comments & complaints
4are you making a compliment, comment or

complaint for someone else?
yes no

If you answered ‘yes’, please give us the name
and address of that person:

............................................................................

............................................................................

............................................................................

............................................................................

4have you contacted us about this matter

before?
yes no

If you answered ‘yes’, who did you contact and
when?

............................................................................

............................................................................

............................................................................

............................................................................

4are you still unhappy with the decision?

yes no

If you answered ‘yes’, please explain why?

............................................................................

............................................................................

............................................................................

............................................................................

continue on a separate sheet if necessary

about your compliment,
comment or complaint

5

4once you have completed this form then please

detach the form and send your reply back to
your local Incommunities office.

4 if you prefer you can contact your local office

in confidence by telephone or email (contact

details are listed overleaf)

reply details7

your signature6

4signature: ........................................................

4date: ................................................................
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your compliments, comments or complaints

4would you like to register a:

4what is the service or area you are contacting

us about?  

Please include any reference numbers that could
help us. For example if it’s about rent, please tell
us your rent account number.

...............................................................................

...............................................................................

4what do you want to tell us?

...............................................................................

...............................................................................

...............................................................................

...............................................................................

...............................................................................

...............................................................................

...............................................................................

...............................................................................

...............................................................................

...............................................................................

If you don’t have enough space here, you may
use extra sheets of paper and send them with this
form.

We need the following information to deal with your compliment, comment or complaint.

what is it about?3

4please make sure you tell us how you would

like us to contact you

1

telephone home visit letter

email text

compliment comment complaint

compliments,

comments or

complaints

4your name: 

..........................................................................

..........................................................................

4your address and postcode: 

..........................................................................

..........................................................................

..........................................................................

..........................................................................

4your phone number: 

..........................................................................

..........................................................................

4your email address (if you have one):

..........................................................................

..........................................................................

your details

how would you like to be
contacted?

2

...please continue overleaf

We are committed to giving you first-
class customer service, and involving
you in what we do. We want to know
what you think about the quality of the
services we provide. We will regularly
check our performance and report to
customers and staff.

If you have something to say about the
services we provide, please let us know.

compliment - when we get it right
If you compliment us on doing something
well we can ensure the good practice
spreads to other services.

comment - when we can do better
You may simply want to make a comment
or a practical suggestion that you would
like us to think about.

We promise to let you know how we use
this feedback to improve the service.
You will be able to read about what we
have done in our @home newsletter.

complaint - when we get it wrong
Let us know if you have a complaint
about the quality of the service we
provide, delays in providing you with
services, or the helpfulness of our staff
or representatives. We treat all
complaints as an opportunity to improve
things.

stage one
In most cases we aim to
resolve your complaint at the
point of service. 

Where this is not practical,
we will tell you who will deal
with the matter within 2
working days, and we will let
you know the outcome within
10 working days and check
that you are happy with the
outcome. 

We will always try to contact
you in the way that is most
convenient to you, whether
by phone; in person; in
writing; by email or text.

stage two
If you are still not happy with
our response you can ask for
your complaint to be reviewed.
We will try to respond to you
within 10 days, but if this takes
longer to investigate, we will
keep you informed about
progress.

appeal
In the unlikely event that we
are still not able to resolve
the matter you have the right
to appeal to a panel of Board
members. You will be able
attend the hearing and talk to
the panel about your issues.
The panel will let you know
the outcome within a short
period of time.

If you are pursuing  action
through the legal process, we
are unable to deal with it as a
complaint, until the process
has been concluded.

further advice or help
Once you have exhausted
our formal procedure you can
ask the Housing Ombudsman
Service to consider your
complaint.

Housing Ombudsman Service
81 Aldwych
London WC2B 4HN

tel: 020 7421 3800
email: info@housing-
ombudsman.org.uk

Other organisations who can
offer help or advice:
4Citizens Advice: 

tel: 0845 120 3879
4Equality & Human Rights

Commission:
4helpline: 0845 604 6610

4 textphone: 0845 604 6620

4 fax: 0845 604 6630

4web:

www.equalityhumanrights.com

how to let us know your

views
If you want to give us a
compliment or make a
comment or complaint about
a service that we provide, you
can complete the attached
form and send it your local
Incommunities office listed
overleaf.

complaint stages

what would you like us to
do?

4

4 it is important that you explain what action

you would like us to take to resolve your
issue

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................

....................................................................
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