
1 . )  The complaint  process  i s  t r iggered when the MHBA receives  a wr i t ten
compl iant  (emai l  or  let ter)  regarding a bu i lder  or  renovator  member .   The
MHBA wi l l  requi re  complaints  to  be prov ided in  wr i t ing so that  they can be
shared wi th  the member  involved .   Phone complaints  and anonymous  complaints
wi l l  not  be cons idered appl icable to  th i s  process .

2 . )  When a wr i t ten complaint  i s  received by the MHBA,  the MHBA wi l l
acknowledge receiv ing the complaint  and wi l l  contact  the member  involved
informing them that  a  complaint  has  been received.   The complaint  wi l l  be
shared wi th  the member  and the MHBA wi l l  request  in format ion on how the
member  wi l l  address  the complaint .

3 . )  The members  wi l l  acknowledge they have received th i s  not i f icat ion f rom the
MHBA wi th in  3  bus iness  days .

4 . )  The member  wi l l  not i fy  the MHBA wi th in  a  reasonable amount  of  t ime (5
bus iness  days)  on what  act ions  the member  has  taken or  wi l l  be tak ing to
address  the complaint  and the t imeframe for  those act ions .

5 . )  I f  the member  feels  that  a l l  reasonable s teps  have been taken to
adequately  address  the complaint ,  they  wi l l  in form the MHBA of  th i s .   They may
also prov ide recommendat ions  on potent ia l  a l ternat ive so lu t ions  that  the
consumer  cou ld at tempt  ( such as  opening a c la im wi th  the warranty  prov ider ,
etc . ) .

6 . )  Shou ld the member  respond di rect ly  to  the consumer  regarding the
complaint ,  they  wi l l  copy the MHBA on thei r  in i t ia l  response .   Shou ld the
member  wish  to  respond to  the MHBA only ,  the MBHA wi l l  respond to  the
consumer  wi th  the complaint .

7 . )  The MHBA wi l l  ass i s t  the member  as  needed to  help reso lve the complaint  in
a t imely  fash ion .
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8 . )  Shou ld the member  fa i l  to  acknowledge or  respond to  the MHBA ’s
not i f icat ion of  the consumer  complaint  wi th in  5  days ,  the MHBA of f ice wi l l
resend the emai l  and cal l  the member ’s  pr ime contact  d i rect ly .

9 . )  Shou ld the member  fa i l  to  respond fo l lowing the second emai l  and fo l low up
phone cal l ,  the Execut ive Commit tee and the Membersh ip & Market ing
Commit tee wi l l  be not i f ied of  the s i tuat ion and rev iew the complaint  at  the next
scheduled commit tee meet ing .   In  the case of  a  renovator  member ,  the
Renovat ion Counci l  wi l l  a l so  be not i f ied and wi l l  rev iew the complaint  at  the
next  scheduled meet ing .   The commit tee ’s  d i scuss ions  wi l l  be shared wi th  the
member  involved .

10 . )  Shou ld the member  fa i l  to  respond fo l lowing the complaint ’s  rev iew by
MHBA commit tees ,  the MHBA Board of  D i rectors  wi l l  be not i f ied and rev iew the
s i tuat ion at  the next  scheduled Board of  D i rectors  meet ing .   The member
involved could potent ia l ly  have thei r  membersh ip s tatus  impacted at  th i s  point .

For  any  quest ions  perta in ing to  MHBA's  consumer  complaint  process ,  p lease
contact  Mir iagh Johnson at  mjohnson@homebui lders .mb.ca 
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