


We aim to provide high quality services to our customers.
In order to achieve this, we need to know what customers
think about the services we provide.

We welcome comments and compliments as these help
improve our service.

Sometimes things go wrong, if this happens we need you to
let us know. We can then put it right and use your complaint
to improve so we don’t make the same mistake again.

Compliments and comments

Have you been impressed by our service? Did we
perform well? Has a particular member of staff gone
that extra mile to help you out? If so, we would really
like to hear from you.
® You can write to us at

Wulvern Customer Services

Wulvern House

Electra Way

Crewe

CW16GW

® You can email us. customer.services@wulvernhousing.org.uk
® Or phone us 01270 506200
® You can call in to one of our Wulvern Choices Shops
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Complaints

You should complain if you feel that Wulvern has:
® Failed to do something it should have

® Treated you impolitely or unfairly

® Acted badly or below standard

® Done something it should not have done

If you want to make a complaint, contact the person who dealt
with your service to give them an opportunity to sort the problem
out straight away. If you are not sure who to speak to, phone our
Customer Services Team on 01270 506200.

Wulvern holds
weekly surgeries
so local people can

report problems
and get things
changed







We will do everything we can to resolve your complaint
informally. However, if you are not satisfied with the
outcome, then you can make a formal complaint by
following three stages:

You can write to Wulvern (a complaint form is available), telephone,
email, or visit a Wulvern Choices shop. We will acknowledge your
complaint formally within 3 working days and a Manager will
investigate and respond within 10 working days. If a reply is not
possible within this timeframe, we will write with a new target date
for our reply.

If you are not happy with the response at Stage 1, you can ask for
your complaint to be reviewed by a Wulvern Director. Your request
will be acknowledged within 3 working days and you will receive a
detailed response within 10 working days.

If you are still not happy, you can ask for your complaint to be
reviewed by the Chief Executive and/or the Wulvern Complaint Panel
as appropriate. Your request will be acknowledged within 3 working
days, and a detailed response will be sent within 10 working days of
the panel meeting, advising you of the Complaints Panel decision,
together with the Independent Ombudsman’s contact details.

Once your complaint has been remedied we may contact you to ask
you to complete a short questionnaire, asking for feedback on how
we dealt with your complaint.



Contact details:
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Gujarati
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Itakian

Per informaziani nella vostra lingua siete pragati
di contattare il seguente no. 01270 506200

Kurdish
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Po informacje w jgzvku polskim prosimy
dewonid pod numer 01270 506200

Portuguese
Fara informagdo na sua linguagem, por Tavar
fale com nos, 01270 506200

Turkizh
Kendi dimizde bilgs almak icin Btfen bae sorunuz,
270 506200
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