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Housing Ombudsman Complaint Handling Code: 

Self-assessment form 

 

Compliance with the Complaint Handling Code 
 

1 Definition of a complaint Yes No 

 Does the complaints process use the following definition of a 
complaint?  
 
An expression of dissatisfaction, however made, about the 
standard of service, actions or lack of action by the 
organisation, its own staff, or those acting on its behalf, 

affecting an individual resident or group of residents.  

 

X  

 Does the policy have exclusions where a complaint will not be 
considered? 

X  

 Are these exclusions reasonable and fair to residents? 
 
Evidence - here are the circumstances where we stipulate in the 
policy that we will not consider a complaint: 
 

• We encourage everyone to complain as soon as 

possible after the event; this increases the likelihood 
that we can resolve the matter. We won’t consider 

complaints about things that happened more than 2 
years ago. We don’t hold personal information for 
longer than we need to, so any complaint about things 

that happened six months or more ago may be more 
difficult to resolve. 

• Complaints about termination of starter tenancies. Our 
starter tenancy policy and procedure outlines an appeal 

process that in these circumstances will be followed. 
The appeal process replaces our procedure. 

• Complainants who are vexatious or whose behaviour is 

unreasonable; we will decide on a case by case basis how 
to manage these complaints. We will write and explain 

why we are using a different procedure and how we are 
going to do this. We will ensure we take into account the 
Equality Act 2010 when considering managing these 

complaints. 
• We won’t use our complaints process when a customer 

has chosen to seek resolution through legal, tribunal or 
other external forms of arbitration. For example; dis-
repair claims, insurance claims or defects under 

warranty. 
 

X  
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2 Accessibility   

 Are multiple accessibility routes available for residents to make a 
complaint? 

X  

 Is the complaints policy and procedure available online? X  

 Do we have a reasonable adjustments policy? X  

 Do we regularly advise residents about our complaints process? 
 

Our complaints policy is available on our webpage 
which details the process. We also advertise this and 

make residents aware of it through resident 
engagement activities, such as our Oversight Group, 
Complaints Review Forum and our annual Resident 

Conference. 

 

X  

3 Complaints team and process   

 Is there a complaint officer or equivalent in post? X  

 Does the complaint officer have autonomy to resolve complaints? X  

 Does the complaint officer have authority to compel engagement 
from other departments to resolve disputes? 

X  

 If there is a third stage to the complaints procedure are residents 
involved in the decision making? 

 X 

 Is any third stage optional for residents?    X 

 Does the final stage response set out residents’ right to refer the 
matter to the Housing Ombudsman Service? 

X  

 Do we keep a record of complaint correspondence including 
correspondence from the resident? 

X  

 At what stage are most complaints resolved? 
 

So far, in this financial year (from April 2021), most of 
our complaints have been resolved at Stage 1 
(Resolution 1st). 60.05% of our complaints YTD have 

been resolved at this stage.  

 

Stage 1 – 
Resolution 
1st 

4 Communication   

 Are residents kept informed and updated during the complaints 
process? 

X  

 Are residents informed of the landlord’s position and given a 
chance to respond and challenge any area of dispute before the 
final decision? 

X  

 Are all complaints acknowledged and logged within five days? 
 

We accept complaints via many different forms of 
correspondence which can affect these timeframes. Our 

reporting on this is currently limited; however, we are 
reviewing how to improve our Management Information 
in this area.  

 

 X 

 Are residents advised of how to escalate at the end of each 
stage? 

X  
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 What proportion of complaints are resolved at stage one? (Figure 
based on YTD for this financial year since April 2021) 

60.05% 

 What proportion of complaints are resolved at stage two? (Figure 
based on YTD for this financial year since April 2021) 

27.36% 

 What proportion of complaints are resolved at stage three? 
(Figure based on YTD for this financial year since April 2021) 

12.59% 

 What proportion of complaint responses are sent within Code 
timescales? (Updated August 2021) 
 

• Stage one 
Stage one (with extension) 

• Stage two 
Stage two (with extension) 

 

 
 
 
91.4% 
 
56.5% 
42.3% 

 Where timescales have been extended did we have good 
reason? 

X  

 Where timescales have been extended did we keep the resident 
informed? 

X  

 What proportion of complaints do we resolve to residents’ 
satisfaction? 

49.1% 

5 Cooperation with Housing Ombudsman Service   

 Were all requests for evidence responded to within 15 days? X  

 Where the timescale was extended did we keep the Ombudsman 
informed? 

X  

6 Fairness in complaint handling   

 Are residents able to complain via a representative throughout? X  

 If advice was given, was this accurate and easy to understand?  X  

 How many cases did we refuse to escalate?  
 
 
What was the reason for the refusal? 
 
 
 

N/A 

 Did we explain our decision to the resident? X  

7 Outcomes and remedies   

 Where something has gone wrong are we taking appropriate 
steps to put things right? 

X  

8 Continuous learning and improvement    

 What improvements have we made as a result of learning from 
complaints? 
 

We have recently undergone a restructure within the 

business, within which our Customer Resolution team 
has transferred from our Performance & Insight 
department into our Customer Contact team. The aim 

of this is to align ways of working across all frontline 
customer contact teams and empower more colleagues 

  



4 
 

to take ownership and resolve complaints at the earliest 

point in the process.  
  

Our current end to end time for complaints shows to be 

lengthy at times which is something we are working to 
improve. To help with this, we will deliver training 
within the organisation on the Housing Ombudsman 

Complaint Handling Code. We are also now holding the 
rest of the business to account for complaints 

performance related to the respective business areas at 
our monthly Operational Excellence meeting. This will 
include an expectation for investigation timelines, 

requests for supporting information and frequency of 
customer contact are all delivered to the expected 

standard.  

 
To support with identifying improvement areas, we rely 

upon Management Information (MI), our current MI has 
limitations, so we are working to improve this and gain 
more granular detail of complaints. We also intend to 

use this to improve our ability to recognise patterns in 
root causes for complaint so we can tackle these and 

make changes to improve our services and resident 
experience.  

 
 
We also have our Complaints Review Forum, a set of involved 

customers who come together each quarter to review and 
scrutinise our complaints handling process and decide on 

whether we dealt with the complaint accordingly. At each 
session, improvements are identified and captured which are 
then fed back to the relevant teams. 

 
Here is a sample of the improvements the review forum has 

identified this year: 

 
• Quick compensation payments provide customers with 

faster resolution. Previously we would use cheques and 

vouchers to resolve complaints. We are now using BACs 
transfers and applying money directly to complainants 

rent accounts. 
 

• During the process, if the customer doesn’t contact the 

organisation this can slow the overall process down. It 
has been suggested and now implemented that we use 
telephone, email and letters to attempt contact. This is 

important when considering possible welfare issues 
also. 

 

• To follow on, we have also implemented welfare checks 
when a customer disengages unexpectedly during the 
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complaints process, particularly where we know they 

may be in vulnerable circumstances.   

 

 How do we share these lessons with: 
 

a) residents? 
 

We typically share our learning with residents through 

our complaints annual report. this provides an overview 
of the types of complaints we have received, our 
complaint handling performance as well as identification 

of learning identified in the year. 

 
b) the board? 

 
The Board are provided with a copy of the Complaints 
Annual Report which is then discussed each year 

 
c) In the Annual Report? 

 
We provide an overview of complaints performance in 
our organisational annual report and will show case any 

key learning from complaints in here. 

 
 
 

  

 Has the Code made a difference to how we respond to 
complaints? 

X  

 What changes have we made?  
 
As a direct result of the introduction of the code we have 

reviewed and updated all of our policies and procedures for 
complaints and compensation to ensure alignment. We have 
updated all our letters so that we are now clear that the 

Housing Ombudsman can advise at all stages of the 
complaint, not just at the end.  

 
On liaising with the Housing Ombudsman, we have changed 
our process on who carries out the Management Review 

stage. We will ensure that the colleague who carries out this 
final stage is someone who is more senior than the colleague 

who completed the previous stage. It will also be someone 
who is impartial to the investigation that has preceded their 
review. This will enable us to respond quicker to escalated 

complaints with the aim of reaching resolution at the earliest 
stage.  

 
We continue to explore ways to speed up the resolution 
process. We have recently completed additional training of 
front-line colleagues and altered the process so that they are 
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empowered to take decisions to resolve complaints at the first 

point of contact. Covid-19 has and continues to have an 
impact on our ability to resolve complaints. As a result, our 
timescales are not where we want them to be. 

 

 

 

 

 


