
SAPPHIRE INDEPENDENT HOUSING FORMAL COMPLAINTS PROCEDURE 

The simplest and quickest way to resolve a problem is to raise it with the 
relevant staff member.  If you feel the matter has not been resolved to 
your satisfaction, you may invoke the formal procedure. 
 

STAGE  ONE 

   We will acknowledge your complaint within two 
working days 

 We aim to investigate and respond to your 
complaint within five working days 

 If you are not satisfied with the outcome of stage 
one, you can escalate the complaint within five 
working days 

   

STAGE  TWO 

  
 Your complaint will be reviewed by the service 

manager 

 We aim to respond within ten working days 

 If you still feel the outcome is unsatisfactory, you 
can escalate the complaint to stage three within five 
working days 

   

STAGE  THREE 

  

 At stage three an overview of your complaint will be 
undertaken by person/s not previously involved in 
the process. 

 We aim to respond within ten working days 

    

NOTE 

   There may be occasions when the investigation will 
take longer. We will ensure that the complainant is 
kept fully informed on a regular basis, even if there 
is no specific progress to report. 

 

In the event that you feel Sapphire Independent Housing  has failed to 
deal with your complaint satisfactorily after the conclusion of stage three 
you have the right to refer your complaint to your local councillor or 
Member of Parliament. Please be aware your local councillor or Member 
of Parliament will only consider your complaint after it has been through 
all stages of Sapphire Independent Housing  complaints procedure.  
 
Alternatively, you may prefer to make your complaint directly to the 
Housing Ombudsman, however they will not look into your complaint for 
at least 8 weeks after the end of Sapphire Independent Housing’s 
procedure has been exhausted, i.e. the end of stage 3. 
 
Housing Ombudsman 
81 Aldwych, 
London  
WC2B 4HN 
Tel: 0207 421 3800       Fax: 0207 831 1942 

info@housingombudsman.org.uk   www.housingombudsman.org.uk 
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