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Complaints Policy 
 

Lafford Homes goal is to achieve ‘Right first time’, that is, to resolve complaints locally and 
quickly with an acceptable outcome and learning for all parties concerned. 

 

1. Introduction 
 

The purpose of this policy is to set out a clear, simple and concise complaints procedure for 
Lafford Homes. It includes the service standards that customers can expect when making a 
complaint. The policy also offers a range of ways for residents to express any dissatisfaction, 
timescales for dealing with complaints and what to do if they are unhappy with the outcome of 
their complaint. 

 

2. Policy Aim 

 
 To have an approach to complaints that is clear, simple and accessible that ensures that 

complaints are resolved promptly, politely and fairly. 

 To offer a range of ways for tenants to express a complaint 
 

 To set out clear service standards for responding to complaints, including complaints about 
performance against standards and details of what to do if a customer is unhappy with the 
outcome of a complaint. 

 

 To inform customers how Lafford Homes will use complaints to improve its services. 
 

 To accept complaints made by advocates authorised to act on a customer’s behalf. 
 

3. What is a complaint? 
 

A complaint is an expression of dissatisfaction about Lafford Homes’ action, lack of action or 
about the standard of service it has provided. 

 

4. What do we do with complaints? 
 

Lafford Homes will log complaints. This is to ensure that any trends in complaints can be 
monitored, learned from and lead to improvements in the way the service is delivered or so that 
standards are improved:- 

 
a. Complaints help Lafford Homes to help the customer when things have not gone right 

b. Complaints tell us where Lafford Homes has got something wrong and helps us to improve 
the service. 
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5. Complaints Procedure 
 

    

 
6. Complaints standards 

 
6.1 Contacting Lafford Homes to express dissatisfaction 

 
Agents will consider any communication, access or advocacy to ensure that everyone has access 
to the complaints procedure and information about the process in an appropriate format. 
Customers will be able to contact Lafford Homes in the following ways: 

 
Telephone: 
Email: jason.jarvis@laffordhomes.co.uk 
Web: www.laffordhomes.co.uk 
Write: Jason Jarvis, Lafford Homes, Civic Offices, Kesteven Street, Sleaford, NG34 7EF 
Visit: Lafford Homes, Civic Offices, Kesteven Street, Sleaford, NG34 7EF 

 
 

6.2 Expression of dissatisfaction 

 
The first time a customer contacts Lafford Homes with an expression of dissatisfaction about its 
action, lack of action, or about the standard of service it has provided it is an opportunity for Lafford 
Homes to rectify things quickly, easily and ‘right first time’. The objective is to resolve complaints 
locally and quickly with an acceptable outcome for both the customer and Lafford Homes 

 
 

The quickest way for a customer to let Lafford Homes know they are unhappy or dissatisfied is to 
contact a Lafford Homes agent by telephone (see 6.1 above). The agent taking the call will log it 
and aim to resolve the issue with the customer immediately if at all possible. Once the call is 
logged the complainant will be given a unique call reference number, which they should use if 
further contact about the same issue is required. The agent will deal with the matter as soon as 
possible or if more time or information from other sources is needed by the agent to deal with the 
situation they will take down all the details of the complaint, and then contact the complainant 
within five working days with the outcome. 

After this time if the complainant is still unhappy with the situation or if a solution cannot be found, 
the agent will refer the complaint to a Director of Lafford Homes for a decision: 

 

 The Director will ask the agent making the original decision to submit a statement explaining 

National 
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Homes Director 

 
 
 

Right First 

Time 

Lead agent 

 
 

Expression of 

dissatisfaction 

mailto:jason.jarvis@laffordhomes.co.uk
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the complaint, investigation and reasons for the decision. 

 The complainant may be invited to meet with the Director in person or through the use of 
technology platforms, together with the agent involved. If the complainant declines to attend 
any meeting, the decision can be made on the basis of any written information submitted. 

 A decision is made and communicated to the complainant within 5 working days of the 
meeting 

 
The response will include details of how to contact the National Landlords Association, should the 
complainant be unhappy with the Director’s response or if they feel there has been a breach of 
the NLA’s Code of Conduct in dealing with the complaint. 

 
6.3 Closing a case 

 
If the complainant makes no response within 20 days, Lafford Homes will assume they are 
satisfied with the outcome of the complaint and close the case. 

 

7. National Landlord’s Association 
 

If the complainant is unhappy with the written response giving the Director’s decision or if they feel 
there has been a breach in the NLA Code of Conduct, they should contact the National Landlords 
Association 

National Landlords Association 
2nd Floor, 200 Union Street 
London 
SE1 0LX 

 
http://www.landlords.org.uk/about-us/complaints-process or contact info@landlords.org.uk 

 

 

The National Landlords’ Association (NLA) Complaints Process 
 

 
 

 They will contact Lafford Homes and advise them that a complaint has been received 

 They will give Lafford Homes seven days in which to respond and rectify the matter. 

 As soon as the NLA have spoken to Lafford Homes, or once the seven days has lapsed the 

NLA will contact the customer with an update. 

If the customer thinks that Lafford Homes has not abided by the NLA scheme rules or code of 
conduct, then they must let them know and talk the problem through with them. 

The customer should write a letter to Lafford Homes describing the complaint sent via recorded 
delivery to ensure that Lafford Homes received it. 

If this is done and Lafford Homes, through their own procedures, have not achieved a 

satisfactory resolution to the customer’s issue then the NLA can be contacted with the complaint. 

 
What will the NLA do in the event of receiving a complaint about an NLA Accredited 

Landlord? 

http://www.landlords.org.uk/about-us/complaints-process
mailto:info@landlords.org.uk
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What if the complaint is still not resolved? 

There are a number of implications which could relate to the nature of the complaint. 

 The customer can report Lafford Homes to North Kesteven District Council. 

 The NLA can suspend Lafford Homes from the NLA scheme until the matter is resolved. 

 The NLA can make a recommendation that Lafford Homes does development based courses 

that relate to the nature of the complaint. 

 

Independent dispute resolution 

If Lafford Homes has not taken the necessary steps to resolve the matter and the NLA think the 
customer has a valid complaint, then the NLA can recommend that the customer’s case is 
passed to an Independent adjudicator. Lafford Homes as part of the NLA Code of Conduct agree 
to adhere to the recommendations of the adjudication process or face being removed from the 
NLA scheme. 

The customer, in order to take this route with a third party adjudicator, also needs to sign a 
declaration highlighting their agreement that the adjudicator’s decision is binding. 

 

8. Data protection 
 
The complaint belongs to the complainant and they decide if and when to take the matter further 
or not. 

 

9. Publicising the complaints procedure 
 

The Complaints policy is made available on the Lafford Homes website 
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Appendix 1 

 

                            Lafford Homes Complaints Referral to Director Form 

Name:     

     

Address:     

Telephone number:     

Decision that you are 
asking for review on: 

    

Please name an agent 
involved in the decision? 

    

Please give the date of the 
decision? (please note that 

appeals must be returned within two 
months of the date of the decision 
referred to) 

    

Please state why you are 
unhappy with the decision: 

    

Please state what you would 
like Lafford Homes to do: 

    

Would you like to attend a meeting with Lafford Homes, or would you prefer the Director to 
consider your referral on the basis of the written comments on this form and the information held 
on your file? 

     
I would like to attend a meeting    I would like a Director of Lafford 

Homes to consider the matter 
 

Would you like someone to represent you at the meeting? 
If so, please state their name, address, and relationship to you: 

Representative’s name:    Address: 
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Relationship to you:  

Are there any dates that you could not attend 
a meeting? 

 

 

The meeting will normally involve the Director and agent. Are you happy 
for them to attend and consider the information related to the meeting? 

Yes 
 

No 

Please state any additional 

comments in relation to the 
meeting on this form (you 
may continue on separate 
sheets). Please attach any 
additional correspondence 
that that you feel may be of 
use. 

 

 

 

Please return this form to: 
Jason Jarvis 
Lafford Homes Limited 
Civic Offices 
Kesteven Street 
Sleaford 
Lincolnshire 
NG34 7EF 
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Appendix 2 – Information Release Declaration 
 
 
 

 

Information Release Declaration 
 

The customer should sign this document before any information is released to any advocate 
with regard to a customer complaint. 

 
The information I/we gave in the complaint was and still is true. I/We authorise Lafford Homes to 
share my/our details with; 

 

 
 

Name 
 

Relationship 
  

 

 

I understand that this will involve a representative from Lafford Homes sharing the following 
information: 

 My/our full name, address, contact details and full details of the current complaint 
 

 
Signed by the customer/s: 

1 

 2 

Date:  

 
Witnessed by: 

 
Position of witness: 

 
Full name: 

on behalf of Lafford Homes 

Date:  

 


