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Self-assessment form

This self-assessment form should be completed by the complaints officer, and it must be reviewed and approved by the landlord’s governing
body at least annually.

Once approved, landlords must publish the self-assessment as part of the annual complaints performance and service improvement report on
their website. The governing body’s response to the report must be published alongside this.

Landlords are required to complete the self-assessment in full and support all statements with evidence, with additional commentary as
necessary.

We recognise that there may be a small number of circumstances where landlords are unable to meet the requirements, for example, if they do
not have a website. In these circumstances, we expect landlords to deliver the intentions of the Code in an alternative way, for example by
publishing information in a public area so that it is easily accessible.



Section 1: Definition of a complaint
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Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
We use the Code definition
A complaint must be defined as: consistently across the
‘an expression of dissatisfaction, e Defined in our Complaints Policy Z)r(garglss:s?gr?r:)?gii ;ra?[ie;[f:cr:]t}i/on as a
however made, about the e (Section 2.1) and procedure coﬁmlaint where the resident
standard of service, actions or ¢ Defined on our website wishes to pursue it

1.2 lack of action by the landlord, its Y e Reinforced in staff training C . '

. : . omplaints are recorded on our
own staff, or those acting on its programme and training document housing management svstem
behalf, affecting a resident or provided to all staff. (MRI) gn q disc%sse q aty
group of residents. contractor/managing agent

meetings to ensure actions and
learning are captured and tracked.
Staff are trained to recognise
dissatisfaction regardless of the

A resident does not have to use the e Staff training at away day. wording used (e.g. concerns

word ‘complaint’ for it to be treated as e Various methods available to report a raised by email, phone or in

such. Whenever a resident expresses concern, including contact us person) and to offer the option to

dissatisfaction landlords must give e Complaint handling is included in the log a formal complaint.

1.3 them the choice to make complaint. A Y contractor tender document along Where a complaint is raised by a
complaint that is submitted via a third with expectations and response representative/third party, we
party or representative must be timescale handle this in line with the policy,
handled in line with the landlord’s confirming communication
complaints policy. preferences and any

authority/consent where
appropriate.
Landlords must recognise the e Complaints Policy The policv distinquishes service
difference between a service request (Section 2.1 and 2.2) re uZSts ¥rom cogm laints and staff
1.4 and a complaint. This must be set out Y e Reinforced in staff training g P

in their complaints policy. A service
request is a request from a resident to

programme and training document
provided to all staff.

are reminded to record both
appropriately.
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the landlord requiring action to be
taken to put something right. Service
requests are not complaints, but must
be recorded, monitored and reviewed
regularly.

Information on our website

An agenda items on all team
meetings to look at trends
Quarterly reports are presented to
Board and available on the website

Service requests are monitored
through monthly reports to
operational teams, reviewed for
trends at team/contractor
meetings, and escalated to a
complaint if dissatisfaction
remains.

A complaint must be raised when the
resident expresses dissatisfaction with
the response to their service request,
even if the handling of the service

Complaint Policy

(Section 2.3)

Staff training programme and training
document provided to all staff

Complaints are a standing agenda
item for all contractor/managing
agent meeting and are logged on
our system.

If a resident is unhappy with how
a service request has been

1.5 request remains ongoing. Landlords included identifying, and actioning handled, we log a complaint even
must not stop their efforts to address service requests. if works/actions are still ongoing.
the service request if the resident Monitoring of service requests and e Service delivery continues
complains. handling is carried out by operational alongside the complaint

managers investigation, with clear tracking of
outstanding actions and updates
to the resident.
An expression of dissatisfaction with « Surveys include clear signposting
seryices made through a survey is not on how to complain (e.g. a link or
Sv?]fle?z\(feispzscs?mglillqnet,;Zfsuognh At the end of each survey, we instructions at the end of the
completing the sur’vey should be conduct the gustomer has a link to survey).
16 made aware of how the log a complaint o Where survey feedback indicates
. y can pursue a

complaint if they wish to. Where
landlords ask for wider feedback
about their services, they also must
provide details of how residents can
complain.

Following the TSM survey, using a
RAG rating we followed up on all
contacts

dissatisfaction and the resident
wishes to be contacted, we follow
up to explain the complaints route
and offer support to log a
complaint.




Section 2: Exclusions
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Code

Comply:

provision Code requirement Yes / No Evidence Commentary / explanation
We take a ‘default accept’
Landlords must accept a complaint Complaints Policy (Section 3) approach and only decline where
unless there is a valid reason not to do Template letter for not accepting there is a valid, evidenced reason
so. If landlords decide not to accept a complaint is a guidance to ensure in line with the policy.

2.1 complaint, they must be able to Y there is a valid reason Decisions not to accept are
evidence their reasoning. Each Quarterly reports to Board include documented (including rationale)
complaint must be considered on its complaints that have not been and reported through quarterly
own merits accepted. Board reporting for transparency

and oversight.
A complaints policy must set out the
circumstances in which a matter will
not be considered as a complaint or
escalated, and these circumstances
must be fair and reasonable to
residents. Acceptable exclusions Exclusions are set out in the
include: Complaints Policy (Section 3) policy and are applied fairly and
e The issue giving rise to the Template letter signposts customer reasonably, with clear explanation
. to the Housing Ombudsman if they to the resident.
complaint occurred over twelve disaar . :
29 months ago. Y gree Where exclusions are applied,
g

e Legal proceedings have started.
This is defined as details of the
claim, such as the Claim Form and
Particulars of Claim, having been
filed at court.

e Matters that have previously been
considered under the complaints

policy.

Quarterly reports to Board include
complaints that have not been
accepted.

Triaging of complaint

residents are signposted to the
Housing Ombudsman Service if
they disagree, and equality
impacts are considered via the
Equality Impact Assessment
(EIA).
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Landlords must accept complaints
referred to them within 12 months of
the issue occurring or the resident
becoming aware of the issue, unless

e Complaints Policy (Section 3.2)
e Quarterly reports to Board include

Each complaint is triaged, and
discretion applied regarding time
limit accepted.

Complaints within 12 months are
accepted unless another valid
exclusion applies; we also

2.3 | they are excluded on other grounds. . consider discretion where there
Landlords must consider whether to complaints that have not been are good reasons for delay.
apply discretion to accept complaints accepted e The triage process records the
made outside this time limit where factors considered (e.g.
there are good reasons to do so. vulnerability, ongoing issues,
barriers to complaining) to support
consistent, fair decision making.
If a landlord decides not to accept a
complaint, an explanation must be
provided to the resident setting out the e Complaints Policy (Section 3) * \c/\(l)rr]:r?arr:? (\jvoenorgsi((:j(;egtc?ear
reasons Why the matter is not SU|tab|e ° Temp'ate |etter Signposts customer erttgn eX’ lan:tion referencin
fpr the complaints hetes and the to the Housing Ombudsman if they the polic f rounds ’for exclusio?w
24 | right to take that decision to the disagree. . OurF’:em ylgte ottors ameure we
Ombudsman. If the Ombudsman does e Quarterly reports to Board include . P SUers en
not agree that the exclusion has been . include the resident’s right to refer
L agree complaints that have not been the decision to the Housin
fairly applied, the Ombudsman may accepted. € decision 1o the FHousing
tell the landlord to take on the Ombudsman Service.
complaint.
e We avoid blanket exclusions and
assess each case on its individual
Landlords must not take a blanket c laints Poli Secti 3 circumstances.
approach to excluding complaints; ¢ Complaints Policy (Section 3) « We consider disability/vulnerability
2.5 e Triaging of complaint

they must consider the individual
circumstances of each complaint.

and any reasonable adjustments
when deciding how best to
progress the matter and what
support may be needed.




Section 3: Accessibility and Awareness
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Code

Comply:

provision Code requirement Yes / No Evidence Commentary / explanation
_ Complaints Policy (Section 5 and 10) Reftlldtlantshcan clomplc?ln.mrough
Landlords must make it easy for Complaints Policy Equality Impact MURPIS cnannets and with any
residents to complain by providing Assessment memberb?f Stgff, ?nd V\;e anctleIptite
different channels through which they MRI hold information on disability rEeaSOIT[a AetaZ(J)Lﬁ) ments under the
can make a complaint. Landlords must and vulnerability which is taken into quality Ac i
3.1 Consider their duties under ’fhe Y consideration at each touchpoint. AdJ]chstments may mclqde hod
Equality Act 2010 and anticipate the Complaint form includes preferred p:jecézlrredlcipmrpunlca’;ltotn method,
negds and reasonable adjustments of method of communication aaai |0U§ |n.1efsupptc.) 0 engage,
reS|denj[s who may need to access the Complaint triage assessing glrtgrrr?;/’livlg?’olp rr?arg?thoensianare
complaints process. vulnerability recorded on MRI a’nd reviewed as
needed.
All staff are trained on how to
Residents must be able to raise their Complaints Policy (Section 1 and 4) recognise and route complaints
complaints in any way and with any Reinforced in staff training prci)(mptl?/ LOI” |099'?9 and
member of staff. All staff must be programme and training document acknowieagement.
32 | aware of the complaints process and Y orovided to all staff Guidance is reinforced thrc:jugh
be ablel to pass details of the Promote contact methods in the tra;?IngdprogramTe an
\(/:vci)trt?ialetltlwnt lto tgle a(;ppropnate person newsletters and on website 2gﬁ1p§ailr?’g Cgﬁu& err;iz(:g with any
o raneere staff member and actioned without
delay.
High volumes of complaints must not Reinfqrced .in staff training to identify We actively encourage feedback
be seen as a negative, as they can be dissatisfaction and know how to act gnd t.reat comp[alnts as
indicative of a well-publicised and and log these ' ' intelligence for mprovgmgnt
33 accessible complaints process. Low Y All staff are trained to log service rather than a negative indicator.

complaint volumes are potentially a
sign that residents are unable to
complain.

requests
Complaints reports are produced

quarterly for Board and publicised on

the website.

Complaint volumes and themes
are reviewed through regular
reporting and meetings, and we
promote how to complain via the

6
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website and resident
communications.

Landlords must make their complaint
policy available in a clear and
accessible format for all residents.
This will detail the two-stage process,

Complaints Policy and process is
available on the website and link
provided in quarterly newsletters and
Facebook.

Complaints process and form

The complaints policy is available
in a clear, accessible format and
explains the two-stage process,
what happens at each stage, and
response timeframes.

3.4 what will happen at each stage, and incorporated residents’ feedback Vr\]/e alsho shka re tTe process
the timeframes for responding. The e Complaint intelligent form available throug aT Eow/edgglrnentdand
ol it kbl on on momeonin
n .
AnCIoras Webstie the policy to ensure clarity and
accessibility.
Dedicated webpage for
complaints with links to the
Housing Ombudsman
The policy must explain how the We publicise the complaints policy
landlord will publicise details of the , . , and the HOS role via our
35 complaints policy, including . Compllalnts Policy (Section 8) dedicated complaints webpage
information about the Ombudsman o Website and links |ntre3|dent
and this Code. communications.
Our letters and templates include
information about the HOS and
how to access the Code where
relevant.
If no authority to disclose, consent
Landlords must give residents the is required from the residents to.
opportunity to have a representative « Complaints Policy (Section 4.5) nave arepresentative adt on their
36 deal with their complaint on their ¢ MRI system processes complaints V\7 alf, and this IS supported.
. e confirm practical

behalf, and to be represented or
accompanied at any meeting with the
landlord.

from a third party

arrangements (including any
reasonable adjustments) so the
resident can participate fully in the
process.

7
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We routinely signpost residents to

Landlords must provide residents with * Complaints Policy (Section 6.7) the Housing Ombudsman Service
information on their right to access the * On the website with link to the HOS at the appropriate points
3.7 Ombudsman service and how the Y * The complaints process Contact details and the route to
individual can engage with the » Acknowledgement letters escalate are included in all
OmbUdsman abOUt their Complaint. i Stage 1 and 2 letters acknow|edgement/response
templates and are also available
on the website.
Section 4: Complaint Handling Staff
Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
The Customer and Business
Support Manager acts as the
e The Customer and Business Support complaints officer, coordinating
Landlords must have a person or team Manager take responsibility for the complaint handling and acting as
assigned to take responsibility for overall complaint handling process. the liaison point with the Housing
complaint handling, including liaison e The CSBM response to Stage 1 Ombudsman Service.
with the Ombudsman and ensuring complaints and HOS requests This role includes ensuring robust
4.1 complaints are reported to the Y e The Company Secretary response to recording, reporting to the
governing body (or equivalent). This Stage 2 complaints. governing body, and driving
Code will refer to that person or team ¢ Complaints are reported to Board learning and service
as the ‘complaints officer’. This role quarterly improvements.
may be in addition to other duties. The Company Secretary acts as
the complaints officer,
coordinating stage 2 complaint
handling.
The complaints officer must have e The Customer and Business Support ;I'he complaints gfflcer r,:?S alcc;asf?
4.2 access to staff at all levels to facilitate v Manager is the complaints officer 0 managers and operational sta
. to obtain evidence, agree

the prompt resolution of complaints.
They must also have the authority and

and sits within the management
structure for the organisation and

remedies, and resolve issues
promptly.
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autonomy to act to resolve disputes
promptly and fairly.

attends Managers meeting and
Board meetings.

The role has sufficient authority to
escalate risks/themes, ensure
actions are completed, and report
performance and learning through
management and Board
structures.

Landlords are expected to prioritise
complaint handling and a culture of
learning from complaints. All relevant
staff must be suitably trained in the

Training was undertaken at the away
day, which included complaint
handling, responsibility and
learnings.

Lessons learned tracking

Complaint handling is prioritised
as a core service, supported by
organisation-wide training and a
culture of learning.

Lessons learned are captured and

4.3 | importance of complaint handling. Itis | Y spreadshect which feeds Into the tracked through department action
important that complaints are seen as master action plan and monitored at logs and the Master Action Plan,
a core service and must be resourced 'rpr?:i?e;i;naetie;:agfsculture " with regular operational meetings
to handle complaints effectively . gar . to review progress and prevent
included in the customer experience
strategy recurrence.
Section 5: The Complaint Handling Process
prg\c/)iiﬁm Code requirement \C(S;);n/pll\lyc:) Evidence Commentary / explanation
We operate a single complaints
Landlords must have a single policy in _ , policy aligned to the Code,
place for dealing with complaints e Complaint Policy supported by an Equality Impact
51 covered by this Code. Residents must Y e Unconscious Bias mandatory Assessment to ensure fair and
not be treated differently if they training. consistent treatment.
complain. e Equality Impact Assessment The policy applies irrespective of
who delivers the service (including
third parties acting on our behalf).
;223::22&21?;15;%22?& of Staff are trained to resolve service Service request reports are
5.2 Y requests as the earlier opportunity, distributed to each team monthly

residents is key to effective complaint
handling. It is not appropriate to have

to log and learn from them.

and evaluated at their team
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extra named stages (such as ‘stage 0’
or ‘informal complaint’) as this causes
unnecessary confusion.

This is covered in the away day
training

Service request reporting and
monitoring

meetings (Agenda item and
minutes)

Service requests are also reviewed
at contractors’ meetings

We focus on early resolution
through effective handling of
service requests and clear
signposting to the formal two-stage
process where dissatisfaction
remains.

We do not use additional stages
(e.g. ‘informal’ or ‘stage 0’) to avoid
confusion and delay; staff are
trained to offer the choice to
complain at the point dissatisfaction
is expressed.

A process with more than two stages
is not acceptable under any

Complaints Policy

We operate a two-stage complaints
process only, ensuring residents
can reach the HOS without undue

53 circumstances as this will make the delay.
complaint process unduly long and * We operate a two-stage process This is set out clearly in the policy
delay access to the Ombudsman. and reflected in our templates and
staff training.
: Complaints is a standing agenda
Where a landlord’s complaint : :
t t t tract
response is handled by a third party Imeer?at?nngseznr: dmbeue”c';;%/’rﬁgggﬁ gr
(e.g. a contractor or independent e Customers are directed to complain agents m,eeting
adjudicator) at any stage, it must form to the landlord not a third party. Future tenders will include the
54 part of the two stage complaints e Complaint handling is included in Code timescales.

process set out in this Code.
Residents must not be expected to go
through two complaints processes.

the tender document along with
expectations and response
timescale.

Where third parties are involved,
complaints remain within our two-
stage process and residents are
directed to the landlord rather than
separate complaint routes.

10
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Tender/contract documentation
sets expectations for complaint
handling and cooperation to meet
Code standards and timescales.

Landlords are responsible for ensuring

Customers are directed to complain
to the landlord not a third party.
Complaint handling is included in
the tender document along with
expectations and response

We monitor third-party complaint
handling through
performance/contractor meetings
and address any issues promptly.

5.5 | thatany third parties handle timescale. e Actions and learning from
complaints in line with the Code. Complaints received directed by the complaints involving third parties
third party or to the association are are recorded, minuted and tracked,
discussed at performance with tender documentation updated
meetings, including timescale of to reflect Code timescales.
responses.
When a complaint is logged at Stage 1 e At acknowledgement, we set out
or escalated to Stage 2, landlords . : : the ‘complaint definition’ (our
must set out their understanding of the Complaints received are triaged understanding of the issues and the
complaint and the outcomes the The understanding of the complaint outcomes sought) and check clarity
5.6 | residentis seeking. The Code will refer and resolution requested forms part with the resident
' to this as “the complaint definition”. If of the template acknowledgement | = \c e oo D ecded. we contact
any aspect of the complaint is unclear, letters/emails and Stage 1 and 2 the resident promptly so the
the resident must be asked for responses investigation focuses on what
clarification. matters most to them.
When a complaint is acknowledged at Complaints received are triaged to ) :\)c(;;lr;ci)r\:v \lsr?gf vr\?ee gi ?ggprc?r?;glnj >
either stage, landlords must be clear ?esgsgt:g?bgr}iwe are and are not for, and what falls outside our remit,
57 which aspects of the complaint they This forms part of the template to manage expectations from the

are, and are not, responsible for and
clarify any areas where this is not
clear.

letters/emails and an explanation
provided on aspects not covered in
the complaint.

outset.

If responsibility becomes clearer
during investigation, this is
explained in the stage response

11
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with reasons and any appropriate
signposting.

At each stage of the complaints
process, complaint handlers must:
a. deal with complaints on their
merits, act independently, and
have an
open mind;
b. give the resident a fair chance

Investigation document completed
with operational team

If necessary, as part of the triage
the resident is contacted to discuss
complaint/any
disabilities/vulnerabilities specific to
this complaint we need to be aware
of

Investigations are carried out
objectively using an investigation
document/chronology, reviewing
relevant records, emails and
supporting evidence.

5.8 to set out their position: Documentation/Chronology and
c. take measures to address any emails are reviewed, collated and We take steps to manage conflicts
actual or perceived conflict of stored on SharePoint of interest (e.g. appropriate
interest; and Complaint handlers have access to separation of roles where needed)
d. consider all relevant information the HOS learning hub and attend and ensure the resident has a fair
and evidence carefully. webinars/podcasts opportunity to provide information.
Access to MRI (housing system
including CRM); telephony system
(recordings) and repair system
Where responses may exceed
Where a response to a complaint will Code timescales, we agree update
fall outside the timescales set out in This is included in the Complaints intervals with the resident .ar;d
this Code, the landlord must agree Policy and reported to Board. record this, keeping them informed
5.9 | with the resident suitable intervals for until a full response is issued.
keeping them informed about their Weekly internal catchups between
complaint. the complaint handler and relevant
department lead support timely
updates and delivery.
Landlords must make reasonable Recordina mechanisms in place for We consider reasonable
adjustmgnts for residents where disability/s\;/ulnerability on oSr adjustments at triage and
510 appropriate under the Equality Act housing system (MRI) which is throughout the case, recording

2010. Landlords must keep a record of
any reasonable adjustments agreed,
as well as a record of any disabilities a

taken into consideration at each
touchpoint.

agreed adjustments and disclosed
disability/vulnerability information
on MRI and the investigation form.

12
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resident has disclosed. Any agreed
reasonable adjustments must be kept
under active review.

Disability and vulnerability are
considered when triaging the
complaint to establish if any support
needs/communication preferences
are required and to determine if a
visit would be beneficial

These are logged on the
investigation form

All staff are trained on safeguarding
concerns.

Adjustments are kept under review,
and safeguarding awareness is
reinforced through staff training.

Landlords must not refuse to escalate
a complaint through all stages of the
complaints procedure unless it has

Complaints Policy (Section 3)
Complaints received are triaged to
ascertain what we are and are not

Residents can progress through all
stages unless there is a valid,
evidenced reason to refuse
escalation consistent with the

5.11 valid reasons to do so. Landlords must responsible for. exclusions section.
clearly set out these reasons, and they e Any refusals are explained, e Any refusal is explained clearly and
must comply with the provisions set documented and reported to Board. includes Ombudsman signposting
out in section 2 of this Code. so residents can challenge the
decision.
'ca:\ofrlrilé)lr;(r:\(t)rgrzzlljtﬁteb:ui:gg:nzfstr;teeach  Complaints are logged on our ¢ We maintain a full complaint record
stage. Thi’s must include the original housing syst.em.(MRI) including dates rece_lved,
complaint and the date received, all * Documer_wtauon is recorded on correspondence, evidence (e.g.
cormespondence with the resider;t SharePoint. photos/reports where relevant) and
5.12 correspondence with other pa rtieé o Key dates are recorded on outcomes at each stage.
and any relevant supporting ’ Feedpack Manager (MRI) e Records are held on MRI/Feedback
documentation such as reports or e Tracking sprgadsheet with dates Manager with supporting .
surveys and updates is used documents s’Fored. on Sharqulnt,
' e Chronology of all contacts is enabling audit trails and effective
recorded. reporting.
Landlords must have processes in e The Association’s Compensation W | q q
place to ensure a complaint can be Policy refers * © can resolve and remedy
5.13 complaints at any stage, including

remedied at any stage of its
complaints process. Landlords must

Residents were consulted as part of
the compensation policy review

apologies, explanations, corrective

13
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ensure appropriate remedies can be
provided at any stage of the
complaints process without the need
for escalation.

actions and compensation in line
with the Compensation Policy.
Remedies and actions are logged
on tracking spreadsheets/action
logs and monitored to completion
without requiring escalation.

Landlords must have policies and
procedures in place for managing
unacceptable behaviour from residents
and/or their representatives. Landlords

e The Association’s Acceptable

We have procedures for managing
unacceptable behaviour, with
decisions evidenced and

5.14 must be able to evidence reasons for Behaviour Policy refers regtrictions reviewed regularlly.
putting any restrictions in place and This ensures staff safety while
must keep restrictions under regular maintaining fair access to services
review. and complaint resolution.

Any contact restrictions are
Any restrictions placed on contact due groprgl”t;?aflgteér’:ldmggggz? I;thegl?t
to unagceptable behaviour must be o The Association’s Acceptable Api)d F?[ , i o quality

515 proportionate and demonstrate regard Behaviour Policy refers Cct duties and the resident's

for the provisions of the Equality Act
2010.

e Equality Impact Assessment

circumstances.

We document rationale and review
dates to ensure restrictions remain
necessary and appropriate.

14
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Stage 1
prg\c/)icsj?on Code requirement $§Sm/p[|\ly6 Evidence Commentary / explanation
Complaints are triaged with
Complaints process refers to operational teams to determine
Landlords must have processes in place to the service request and complexity, risk, and any
consider which complaints can be responded formal process, and they are vulnerability factors, and to
to as early as possible, and which require triaged to the most decide whether a prompt
further investigation. Landlords must consider appropriate route. Ifitis of a resolution or fuller investigation is
6.1 factors such as the complexity of the Y complex nature and couldn’t required.
complaint and whether the resident is be resolveq within the 3 days Where suitable, stage 1
vulnerable or at risk. Most stage 1 complaints SLA, then it would t_)e logged outcomes may include an
can be resolved promptly, and an explanation, as a formal complaint. apology, clear explanation and/or
apology or resolution provided to the resident. Performance on handling of immediate service recovery
complaints is included in actions, with performance
Board reports monitored through Board
reporting.
We acknowledge, define and log
stage 1 complaints within Code
timescales (with an internal target
Complaints must be acknowledged, defined Complaints Policy (Section aligned to our customer
6.2 and logged a_t s:tag.e 1 of the_ complaint’s v 6.5.2) promises).
' procedure within five working days of the Performance provided in Templates ensure we confirm the
complaint being received. Board Reports complaint definition and the
outcomes sought, and that
records are created on the
system on receipt.
Landlords must issue a full response to stage Complaints Policy (Section Stage 1 responses are issued
6.3 1 complaints within 10 working days of the Y 6.5.3) o within 10 working days of
complaint being acknowledged. Performance provided in acknowledgement, with internal
Board Reports tracking to monitor due dates and

15




Housing Ombudsman Service — Self-assessment 2026 — approved by LRHA Board 3 June 2026

prompt escalation where risk is
identified.

Where actions are required,
responsibilities and timescales
are captured so delivery can be
monitored.

Landlords must decide whether an extension
to this timescale is needed when considering
the complexity of the complaint and then

inform the resident of the expected timescale

e Complaints Policy (6.5.5
refers)

We only extend timescales were
justified by complexity or
evidence-gathering needs, and
we explain reasons and the new
response date clearly to the

6.4 for response. Any extension must be no more Y e Performance provided in resident.
than 10 working days without good reason, Board Reports Extensions are recorded for
and the reason(s) must be clearly explained to reporting and oversight and are
the resident. kept within Code limits unless
there is a good reason.
Extension communications
When an organisation informs a resident ¢ Complaints Policy (Section include Housing Ombudsman
about an extension to these timescales, they 6.5.1) Service contact details, as
6.5 | must be provided with the contact details of Y « Extension Letter template required by the Code. .
the Ombudsman. includes referral to the HOS Our extension templates provide
consistent signposting and
transparency.
* g%rz;))lalnts Policy (Section We respond when the complaint
A complaint response must be provided to the « Responses are provided in decision is known, even if some
resident when the answer to the complaint is accordance with the remedial actions are still in
known, not when the outstanding actions timescales. progress, to avoid unnecessary
6.6 required to address the issue are completed. % « Outstanding actions are delay.

Outstanding actions must still be tracked and
actioned promptly with appropriate updates
provided to the resident.

listed clearly in the template
response

e Actions are logged on a
departmental action log and
monitored at team meetings

Outstanding actions are listed
with timescales and tracked
through action logs/departmental
monitoring with updates provided
to the resident.

16
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_ _ . e Stage 1 and 2 Letter R dd Il voints i
Landlords must address all points raised in the template provide a check list theSPonS?S_ a g r(;s_s_a poin |S n
complaint d_eflnltlon and provide clear reasons along with using the internal g € comp amtd e ]lcnltlon, eXF|3 ain
6.7 for any decisions, referencing the relevant % form for investigating elc;|§|ons, 2” “Zerenctﬁe re er:/ant
policy, law and good practice where complaints, which identifies POLCIeS and good practice where
appropriate. the different elements of the appropriate.
complaint.
Where residents raise additional complaints Where additional issues are
during the investigation, these must be raised during investigation, we
incorporated into the stage 1 response if they discuss with the resident whether
are related and the stage 1 response has not . . . they are related and can be
been issued. Where the stage 1 response has e Complaints Policy (Section incorporated without delaying the
6.8 been issued, the new issues are unrelated to Y 6.5.5) response.
the issues already being investigated or it Unrelated issues or those that
would unreasonably delay the response, the would unreasonably delay the
new issues must be logged as a new response are logged as a service
complaint. request or new complaint and
handled under the policy.
Landlords must confirm the following in writing
to the resident at the completion of stage 1 in
clear, plain language: Stage 1 responses clearly
a. the complaint stage; confirm the stage, complaint
b. the complaint definition; definition, decision and reasons,
e - e Stage 1 and 2 Letter . )
c. the decision on the complaint; template ensure the required remedies offered, outstanding
6.9 d. the reasons for any decisions made; Y information is included actions, and how to escalate.
e. the details of any remedy offered to put . C i i | We use plain language and
things right; ompensation policy structure to ensure residents can
f. details of any outstanding actions; and understand outcomes and next
g. details of how to escalate the matter to steps.
stage 2 if the individual is not satisfied with
the response.
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Stage 2
Co.dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Where a resident remains
dissatisfied at stage 1, we
If all or part of the complaint is not resolved to progress the complaint to stage
the resident’s satisfaction at stage 1, it must Complaints Policy (Section 2 as the final response stage.
6.10 be progressed to stage 2 of the landlord’s Y 6.6.1) Stage 2 considers outstanding
procedure. Stage 2 is the landlord’s final Complaints process issues, any new evidence
response. provided, and whether the
remedy/action plan remains
appropriate.
Stage 2 requests are
acknowledged, defined and
logged within 5 working days,
Requests for stage 2 must be acknowledged, Complaints Policy (Section W't.h an in ternal target of 3 days
. which aligned to our customer
6.11 deflned.and logged at st:_agg 2.of the _ 6.6.3) _ promises.
' complaint’s procedure Wlthll'? five wqulng days Complaints Report to Board Acknowledgements confirm the
of the escalation request being received. Letter templates issues for review and invite any
additional supporting information
(without requiring reasons for
escalation).
Residents are not required to
justify escalation; however, we
Residents must not be required to explain their make reasonable efforts to
reasons for requesting a stage 2 Stage 1 letter template understand continuing
6.12 consideration. Landlords are expected to Y relates dissatisfaction to ensure the

make reasonable efforts to understand why a
resident remains unhappy as part of its stage
2 response.

stage 2 response is meaningful.
We provide the opportunity to
share further evidence or desired
outcomes to support a fair
review.
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¢ Independence is ensured by
separating stage 1 and stage 2
e Complaints Policy (Section decision makers; the MRC chairs
The person considering the complaint at stage 6.6.3) §tgge 2 (rjewtews alongside an
6.13 2 must not be the same person that Y . independent manager.
considered the complaint at stage 1. o Thg MRC chalr_s the Stage 2 | e Stage 2 reviews consider the full
review along with an file, including chronology,
independent manager evidence, and whether
remedies/actions appropriately
reflect impact.
e Stage 2 final responses are
issued within 20 working days of
e Complaints Policy (Section acknowledgement, supported by
Landlords must issue a final response to the 6.6.5) tracking spreadsheet, MRI and
6.14 stage 2 within 20 working days of the Y e Letter template diary management.
complaint being acknowledged. e Complaint tracker and MRI e Where multiple departments are
Feedback manager reminders involved, timelines and
responsibilities are agreed at the
review meeting.
e Extensions at stage 2 are only
Landlords must decide whether an extension used where necessary, with
to this timescale is needed when considering clear reasons and revised
the complexity of the complaint and then e Complaints Policy (Section timescales communicated to the
6.15 inform the resident of the expected timescale v 6.6.6) resident.

' for response. Any extension must be no more e Performance provided in e Any extension is kept within
than 20 working days without good reason, Board Reports Code limits unless there is a
and the reason(s) must be clearly explained to good reason, and progress is
the resident. monitored through internal

oversight.
When an organisation informs a resident e Complaints Policy (Section * ﬁtagg 2 extension letters mplude
bout an extension to these timescales, the 6.6.6) and procedure. ousing Om_budsman Service
6.16 a : . : y Y : contact details.
must be provided with the contact details of e Extension Letter template T lat istent
the Ombudsman. includes referral to the HOS ° 'empiates ensure consisten
signposting and transparency.
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e Website includes referral to
the HOS
* Complaints Policy (Section We respond when the complaint
. , 6.5.4) . , decision is known, even if some
A complaint response must be provided to the e Responses are provided in remedial actions are still in
resident when the answer to the complaint is accordance with the progress, to avoid unnecessary
known, not when the outstanding actions timescales. delay ’

6.17 required to address the issue are completed. Y e Outstanding actions are listed Outsténdin actions are listed
Outstanding actions must still be tracked and clearly in the template with timescgles and tracked
actioned promptly with appropriate updates response throuah action loas/departmental
provided to the resident. * Actions are logged on a monit%ring with u%datez provided

departmental action log and to the resident
monitored at team meetings '
Stage 2 responses address
every point in the complaint
definition and provide clear
Landlords must address all points raised in the reasons for decisions,
complaint definition and provide clear reasons e Stage 1 and 2 Letter template referencing relevant policies, law

6.18 for any decisions, referencing the relevant Y provide a check list along with and good practice where
policy, law and good practice where using the internal form for appropriate.
appropriate. investigating complaints. The stage 2 checklist and

investigation documentation
support a comprehensive,
evidence-based final response.
Landlords must confirm the following in writing
to the resident at the completion of stage 2 in séi%ﬁ; trheeszto;g;eesczlri?)rllgint
clear, plain '6”9“?99- _ definition, decision and reasons,
a. the compla!nt stage.,. e Stage 1 and 2 Letter template remedies offered, outstanding
6.19 b. the COIT.lp.|aInt definition; - Y ensure the r'eq'uwed actions, and how to escalate.
C. the decision on the complaint; information is included. We use plain lanauage and
d the reasons for any decisions made; Compensation policy truct pt guag dent
e the details of any remedy offered to put S rgc u:e 3 enfure resi %n S Cfn
things right; understand outcomes and nex
f. details of any outstanding actions; and steps.
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g. details of how to escalate the matter to
the Ombudsman Service if the
individual remains dissatisfied.

Stage 2 is the landlord’s final response and

The MRC chairs the Stage 2
review along with an
independent manager.
Relevant staff are included to

Stage 2 reviews involve relevant
staff needed to provide a full,
final response (e.g. operational
leads for the service area) and

6.20 must |nvol\{e all suitable staff members Y answer questions if this is documented.
needed to issue such a response. . .
necessary and this is This ensures responses are
documented in the meeting accurate, actions are deliverable,
minutes and accountability is clear.
Section 7: Putting things right
Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Where something has gone wrong a landlord o All staff are aware of the
must acknowledge this and set out the actions compensation policy,
it has already taken, or intends to take, to put which includes all
things right. These can include: remedies
. Apologising; Stage 1 and 2 Letter template e Where we identify a
. Acknowledging where things have ensure this information is service failure, responses
gone wrong; included. acknowledge what went
71 . Providing an explanation, assistance vy Compensation policy provides wrong and set out
’ or reasons; guidance for a suitable remedy corrective actions already
. Taking action if there has been Compensation spreadsheet taken and/or planned to
delay; Lessons learned tracker put things right.
. Reconsidering or changing a “You said we did” on website e Remedies may include
decision; apologies, explanations,
. Amending a record or adding a service recovery actions,
correction or addendum; record corrections, and
. Providing a financial remedy; financial redress in line
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. Changing policies, procedures or with the Compensation
practices. Policy.

All staff are aware of the
compensation policy,
which includes all
remedies
Remedies are

e Compensation policy .prop0|;t|onate. to thg by th

79 Any remedy offered must reflect thg impgpt on v e Template letters Lrggignte);%zrfg:sei dery ©

the resident as a result of any fault identified. o ngirg:r:?pensatmn guidance duration, severity,
inconvenience and any
distress.
Complaint handlers use
the Compensation Policy
guidance to support
consistent, fair outcomes.
Remedy offers clearly
state what will happen
e Stage 1 and 2 Letter template and by when; where
ensure this information is appropriate, we agree
The remedy offer must clearly set out what will included. arrangements with the
happen and by when, in agreement with the e Complaint actions are monitored resident.

7.3 resident where appropriate. Any remedy Y on a spreadsheet, and Completion is monitored
proposed must be followed through to satisfaction survey is carried out through tracking
completion. when all actions are completed, spreadsheets/action logs,

or compensation has been and satisfaction feedback
awarded as agreed. is sought once
actions/compensation are
completed or agreed.
Landlords must take account of the guidance * gopp?nf:tl?_lnopsolllcy ina hub: ReS|d§nt?t\r/]vere consulted

7.4 issued by the Ombudsman when deciding on Y * Reterio the _ earning hub; as part ot the .

appropriate remedies. spotlight reports,_ . compensatlon policy
e HOS compensation guidance review.
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e We consider Housing
Ombudsman guidance on
compensation and use the
learning hub resources
and spotlight reports when
reviewing remedies and
our approach.

Section 8: Self-assessment, reporting and compliance

Code

Comply:

provision Code requirement Yes / No Evidence Commentary / explanation
Landlords must produce an annual
complaints performance and service
improvement report for scrutiny and
challenge, which must include:
a. the annual self-assessment against
this Code to ensure their complaint handling Quarterly Board Reports HOS Sootlight revi
policy remains in line with its requirements. (including complaints refused) * b POtlig r(jewe;vs ith
b. a qualitative and quantitative analysis Annual Board Report which alrle ©Ing ?on/3| ered wi
of the landlord’s complaint handling includes all requirements all new policy/procedure
performance. This must also include a Links to Website reports \r/(\e/we\;v. .

8.1 summary of the types of complaints the Y Dedicated webpage for * © also review

landlord has refused to accept;

C. any findings of non-compliance with
this Code by the Ombudsman;

d. the service improvements made as a
result of the learning from complaints;

e. any annual report about the landlord’s
performance from the Ombudsman; and

f. any other relevant reports or

publications produced by the Ombudsman in
relation to the work of the landlord.

complaints

“You said we did” webpage
Headline figures and lessons
learned in newsletter and annual
report

Ombudsman publications
(including spotlight
reports) and incorporate
relevant learning into
service improvement
planning.
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e Quarterly Board Reports e The annual complaints

The annual complaints performance and ¢ Annual Board Reports performance and service
service improvement report must be ¢ Links to Website reports improvement report is
reported to the landlord’s governing body (or e Dedicated webpage for presented to the Board.

8.2 equivalent) and published on the on the Y complaints performance and Following approval, all
section of its website relating to complaints. compliance, including the relevant documents and
The governing body’s response to the report statement from the Governing performance are published
must be published alongside this. body. on the complaints section of

our website.

e We would complete an
additional self-assessment
following any significant

Landlords must als_o carry OLIth. a self- gisa;f;lécetligeérr?seggeerég:]ciic;elzjdelijre

8.3 assessment following a significant , Y ¢ No restructure/change Code compliance.

restructure, merger and/or change in

procedures. e Where changgg occur,
templates, training and
reporting would be updated
and the governing body
informed.

¢ |If requested following an
Ombudsman investigation,
we would review and update
the self-assessment and

Landlords may be asked to review and « No Housing Ombudsman action plan in line with
8.4 update the self-assessment following an Y MO Housing udsma findings and orders.
Ombudsman investigation. Investigation e Progress against any
required improvements
would be tracked and
reported through governance
arrangements.
If a landlord is unable to comply with the ¢ |f exceptional circumstances
8.5 Code due to exceptional circumstances, Y ¢ No exceptional circumstances affected compliance (e.g. a
such as a cyber incident, they must inform cyber incident), we would
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the Ombudsman, provide information to
residents who may be affected, and publish
this on their website Landlords must provide
a timescale for returning to compliance with
the Code.

notify the HOS, inform
residents of impacts, and
publish information on our
website.

We would set and publish a
clear timescale for returning
to compliance and provide
interim measures to maintain
access to the complaints
process.

Section 9: Scrutiny & oversight: continuous learning and improvement

Co.dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
e Learning is captured
Two stage approach to lessons beyond the individual
learned: case through operational
Landlords must look beyond the Polioylprosssslproject actons are | wider themes recorded or
circumstances of the individual complaint and addesc/j ‘t)o the orpar{isation action the Master Action Plan
9.1 consider whether service improvements can Y | hich i 9 itored i Thi s both - K
be made as a result of any learning from the p'an which IS monltored monthly ) e 1 IS Supports both ‘quiic
complaint. at Managers meetmg;. win |mproveme_nts and
Policy/procedural reviews longer-term policy/process
including spotlight reports changes, with progress
Trend analysis reporting monitored through
management oversight.
A positive complaint handling culture is e Operational complaints
integral to the effectiveness with which Customer experience strategy meetings are biweekly
99 landlords resolve disputes. Landlords must v Customer experience/complaints which include operational
' use complaints as a source of intelligence to training at away day lessons learned. Strategy
identify issues and introduce positive changes lessons learned are
in service delivery. monitored via the Master
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Action Plan monthly by
operational managers
Complaints are reviewed
at team meetings and
contractor meetings.
Conducting outbound
calls asking about
satisfaction with the
complaints process.

Accountability and transparency are also
integral to a positive complaint handling
culture. Landlords must report back on wider

e Quarterly complaints reports are
published on website

e Annual complaints report is
published on website

¢ “You said we did” on website;

We report learning and
improvements back to
residents and
stakeholders through
published quarterly/annual
reports, newsletters and
“You said we did”

9.3 learning and improvements from complaints to Y Inclu?ed in the resident's updates.
stakeholders, such as residents’ panels, staff newsletter. . Internally, learning is
and relevant committees. * Quarterly and annual complaint shared through team
Board reports i
. . . , meetings and
e Published in residents contractor/managing
newsletters agent meetings so service
delivery can improve.
e The Customer & Business A senior lead (Customer &
Support Manager Business Support
Landlords must appoint a suitably senior lead Manager) is accountable
person as accountable for their complaint e Quarterly reports for formal for complaints, monitoring
handling. This person must assess any complaints themes/trends and
9.4 themes or trends to identify potential systemic Y identifying systemic risks.

issues, serious risks, or policies and
procedures that require revision.

e Monthly trend reports are
provided to teams for service
requests

Formal complaint
performance is reported
quarterly, and service
request trend reports are
shared monthly with
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operational teams for
prevention-focused
improvements.

In addition to this a member of the governing
body (or equivalent) must be appointed to
have lead responsibility for complaints to

e The Company Secretary
(Complaints policy 8.2)

A Member Responsible
for Complaints (MRC) is
appointed and provides
leadership on complaint

9.5 support a positive complaint handling culture. Y e The MRC is the Chair for all ?_indl\l;lrlggcculr’:ure. t 5
This person is referred to as the Member Stage 2 reviews © chairs stage
Responsible for Complaints (‘the MRC’). reviews, supporting robust

challenge and
independent oversight.
The MRC ensures the following The MRC receives and
are produced and distributed: - reviews complaint
. . . ¢ Quarterly Board Reports erformance information
The MRC will be res_ponS|bIe for ensunng . ¢ Annual Board Reports gnd has access to
governing body receives regular information ; . f and
on complaints that provides insight on the ¢ Quarterly complaln_ts reports are approprlate sta. an

9.6 landlord’s complaint handling performance. Y published on w_ebS|te . report_lng to fulfil the role
This person must have access to suitable ¢ Anngal complaints .report IS eff_ectlvely. .
information and staff to perform this role and publlshgd on wgbsﬂe , .Th'S .sypp.orts scrutiny,
report on their findings. e “You said we did” on website; identification of themes,

Included in the resident’s and assurance that
newsletter. learning and actions are
being progressed.
As a minimum, the MRC and the governing The governing body receives the The governlngl) body
body (or equivalent) must receive: following, which include all the details receives lrggu arl updates
a. regular updates on the volume, stated in the Code: - ontcomp aint vto umes, q
categories and outcomes of complaints, e Quarterly Board Reports ;:.a egorlles, orl]{ Comes an
9.7 alongside complaint handling performance; Y ¢ Annual Board Reports Imescale periormance.

b. regular reviews of issues and trends
arising from complaint handling;
C. regular updates on the outcomes of the

Ombudsman’s investigations and progress

¢ Quarterly complaints reports are
published on website

e Annual complaints report is
published on website

It also receives updates
on Ombudsman
determinations and
progress against any
orders, alongside the
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made in complying with orders related to
severe maladministration findings; and

d. annual complaints performance and
service improvement report.

“You said we did” on website;
Included in the resident’s
newsletter.

annual complaint’s
performance.

9.8

Landlords must have a standard objective in
relation to complaint handling for all relevant
employees or third parties that reflects the
need to:

a. have a collaborative and co-operative
approach towards resolving complaints,
working with colleagues across teams and
departments;

b. take collective responsibility for any
shortfalls identified through complaints, rather
than blaming others; and

C. act within the professional standards for
engaging with complaints as set by any
relevant professional body.

Corporate values
Customer Experience Strategy

Internal process, including triage
with department.

Collectively look at lessons
learned as part of the process
and as part of the organisational
action plan

Complaint handling is included in
the tender document along with
expectations and response
timescale.

Complaint handling
expectations are reflected
through values and ways
of working, emphasising
collaboration, collective
responsibility and
professional standards.
Contractors/third parties
are also required to
cooperate with complaint
investigations and
timescales through tender
and performance
management
arrangements.
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