
When this happens we would 
encourage you to contact us as soon 
as you can, as many concerns can be 
resolved quickly and informally. 
You can find ways to get in touch at 
www.shgroup.org.uk/contact. 

We will also accept ‘third party’ 
complaints on your behalf but we 
will require your authorisation.

Our service offer means you can raise 
your concerns at any time and to 
any member of staff. By sharing your 
experience, it will allow us to put things 
right and help us to improve our services.

What is a complaint?

A complaint is when you tell us you’re not 
satisfied with our services and something 
needs to be done to put it right. This 
would cover;

• An action
• Lack of action
• Standard of service 

What is not a complaint?

• Anti-social behaviour is not
considered a complaint. We take
these types of issues seriously so 
if you are affected please visit 
the anti-social behaviour pages 
of our website

• Service charges, please call the 
Customer Accounts Team on 
01403 220440

• Group policy decisions

Complaints need to be received within 12 
months of when the issues occurred; we 
reserve the right to dismiss any complaint 
outside of this time period. 

Making a complaint 

We will always try to resolve the issue at 
the time you let us know about it. If this 
is possible then we record it as a Service 
Dissatisfaction. If we aren’t able to 
resolve the issue, or if your complaint is of 
a complex nature we will pass this to our 
Customer Relations Team who will open 

We aim to provide all customers with a quality service and 
to get things right first time. However, we recognise that 
things do go wrong and we can sometimes fall short of our 
expected standards.

Our complaints 
service Stage 1



reference and dedicated complaint
handler

• We will agree initial steps and 
timescales, including our next 
contact with you

• We aim to resolve your complaint 
within 10 working days

• We will contact you prior to closing
your complaint

Unhappy with the outcome?

If you are unhappy with our outcome, 
you can contact us to discuss the matter. 
You will need to explain to us in writing 
why you are not satisfied and the 
outcome you are seeking.

a Stage 1 complaint. You will be provided 
with a dedicated Customer Relations 
Advisor to be your single point of contact 
until we successfully resolve your issue. 
They will contact you within one working 
day to discuss the case and agree an 
action plan.

Our commitment to you

We want to give you the best customer 
service. Here are our commitments so you 
know what to expect from our teams, 
once the issue is a Stage 1 complaint.

• We aim to contact you within one 
working day 

• You will be provided with a case 


