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If you make 
a complaint…
Friendship helps people live fuller lives. Our homes and  
support meet individual needs and create better 
neighbourhoods to live in.

We try to provide an excellent service. Occasionally, things go 
wrong. When this happens we want you to tell us so we can put 
things right for you and take steps to ensure the problems are 
not repeated. 

That is why we want you to complain to us if you are unhappy 
with our service.

These are our promises if you complain to us. 

We will ALWAYS

4	 treat any expression of dissatisfaction as a complaint

4	 respond positively and learn from complaints

4	 sort out your complaint as quickly as we can

4	 listen carefully to your concerns

4	 send you our full customer complaints procedure if you ask us

4	 investigate your complaint and write to you within two weeks

4	 tell you what we will do to put things right, and tell you 
when we will do it

4	 say sorry if we have got things wrong

4	 tell you how you can appeal against our response to your 
complaint

We will NEVER

8	 tell you to put your complaint in writing

8	 judge you or be defensive about poor service

8	 disregard or ignore any complaint



How to 
contact us…
West Midlands
50 Newhall Hill, 
Birmingham 
B1 3JN

Telephone 
0121 506 2800 

Fax
0121 236 9953 

East Midlands
5 The Triangle, 
Enterprise Way, 
Nottingham 
NG2 1AE

Telephone 
0845 608 8110
Fax
0115 986 0050 

Internet
enquiries@fch.org.uk

www.fch.org.uk

Repairs hotline
0800 279 2101
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