The prompt and fair resolution of complaints made to us by our residents is in everyone’s best interest.  Such complaints should be given our prompt attention.

The following procedures should be followed:

1. When an employee hears a complaint from a resident, he shall, if the complaint is within the scope and authority of that employee’s job description, attempt to resolve the problem by:

a. Obtaining the full details of the complaint;

b. Advising the resident of how, approximately when and whether the complaint will be resolved; and

c. Advising the resident of the action taken to resolve the complaint once it has been completed.

2. If resolving the complaint is not within the employee’s authority or job scope, the employee will notify the apartment community manager who will either advise the employee how to proceed or will personally follow the procedures set out in section #1 above to resolve the complaint.

3. If the apartment community manager needs assistance, guidance and/or additional authority to resolve a complaint, she (he) will advise the Property Manager for that property and seek assistance from him (her).

