
At this point we will start a review 
process which may consist of either;

• Compensation Review
• Complaint Review Panel

What is a Compensation 
Review?

If you are unhappy with our offer of 
compensation, your case handler will 
ask you why you are unhappy with the 
amount awarded, the compensation you 
are seeking and if you have any further 
information that supports your request.
Once this information has been received, 
your case handler will then notify an 
impartial reviewer, that a compensation 
review is required and provide them with 
the details of the case. You should hear 
from us within 10 working days.

What is a Complaint Review 
Panel?

A review panel is normally made up of 
two Customer Voice Forum members 
and a senior member of staff. Where 
appropriate we may ask other Group staff 
to attend as experts for the nature of the 
complaint, so that they can answer any 
questions you or the panel may have. 
 

Can the group refuse to refer 
my complaint to the panel?

Yes, because not all issues are appropriate 
to be reviewed through the panel. 
For example if the issue relates to a 
decision based on a point of law or a 
matter that would be covered by our staff 
management policies then we will resolve 
these through a senior manager. 

If the Complaint Review Panel process is 
not appropriate, you’ll be advised of this 
decision within 10 working days and we 
will explain the reasons and what your 
alternative options are. We’ll follow this 
up in writing if you request it.

How will the panel consider 
my complaint?

We’ll prepare a report for the panel to 
consider including the facts of the case 
and the reason you’re still unhappy. 
We will provide a copy to all parties at 
least 10 working days before the date the 
review takes place. 

If you feel there is any information 
missing from the report, you must 
provide this at least five working days 
before. The panel will not consider 

If you are unhappy with the outcome to your complaint, 
you can contact us and explain why you are not satisfied 
and the outcome you are seeking.
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meeting. A decision may or may not 
be reached on the day. On occasion it 
may be necessary for proceedings to 
be adjourned either to allow further 
information to be gathered or for the 
outcome to be fully considered. 

Written confirmation of the panel’s 
decision will be sent within 10 working 
days of the hearing. If it isn’t possible to 
respond within this period we will 
contact you and let you know why.

What if I am not happy with 
the decision of the Complaint 
Review Panel?

After eight weeks from the date of 
the panel decision you can contact the 
Housing Obudsman Service and ask they 
review your complaint.

new issues that have not previously 
been considered as part of the Stage 1 
complaint or which do not relate to the 
complaint itself.

Regardless of whether you choose to 
attend the hearing or opt for a virtual 
review, you will always be given the 
opportunity to provide any additional 
information which is relevant to the 
complaint that you wish the panel to 
consider.

How long will it take?

We aim to agree the date and time of 
your Complaint Review Panel within 10 
days of receiving the reason for your 
dissatisfaction and the outcome you’re 
seeking. We want the review to take 
place as soon as possible but it will 
depend on your availability and the 
availability of the panel members. 

The duration of the review can vary, but 
we normally allow two hours for the 


