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recorded, monitored and reviewed
regularly.

eiey

A complaint must be raised when the
resident expresses dissatisfaction with
the response to their service request,
even if the handling of the service
request remains ongoing. Landlords
must not stop their efforts to address
the service request if the resident
complains.

1.6

An expression of dissatisfaction with
services made through a survey is not
defined as a complaint, though
wherever possible, the person
completing the survey shouid be made
aware of how they 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.

o

§
i
e
4
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Section 2: Exclusions

Code

provision Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

Landlords must accept a complaint
unless there is a valid reason not to do
so. If landlords decide not to accept a
2.1 complaint they must be able to
evidence their reasoning. Each
complaint must be considered on its
own merits

YES |

N 9.5?.2, Qo
ﬁgﬁmwv _.

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
include:

2.2 » The issue giving rise to the

complaint occurred over twelve
months ago.

¢ legal proceedings have staried.
This is defined as details of the
claim, such as the Claim Form and
Particulars of Claim, having been
filed at court.

N @y 9o\
7

(2

22



e Matters that have previously been
considered under the complaints
policy.

2.3

Landlords must accept complaints
referred to them within 12 months of
the issue occurring or the resident
becoming aware of the issue, unless
they are excluded on other grounds.
Landlords must consider whether to
apply discretion to accept complaints
made outside this time limit where there
are good reasons to do so.

VES .

b ﬁu.:.ow Soep ke
f@v;*g LA Gﬁ.».&.ubm e

2.4

If a landlord decides not to accept a
complaint, an explanation must be
provided to the resident setting out the
reasons why the matter is not suitable
for the complaints process and the right
to take that decision to the
Ombudsman. if the Ombudsman does
not agree that the exclusion has been
fairly applied, the Ombudsman may tell
the landlord to take on the complaint.

YEs.

QO/NQV 2’612 ¢

ey nl Yo condr i~ L
3 =N

2.5

Landlords must not take a blanket
approach to excluding complaints; they
must consider the individual
circumstances of each complaint.

YES

P a?w DO,
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Section 3: Accessibility and Awareness

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

3.1

Landlords must make it easy for
residents to complain by providing
different channels through which they
can make a complaint. Landlords must
consider their duties under the Equality
Act 2010 and anticipate the needs and
reasonable adjustments of residents
who may need to access the
complaints process.

s@a

-
mwfdﬁ?ﬁr 5 ghke -Qﬁwsw
..«E..wn bz jede s .hhwm)m./,

Ty paado e e,
amordond on - Qo

3.2

Residents must be able to raise their
complaints in any way and with any
member of staff. All staff must be aware
of the complaints process and be able
to pass details of the complaint to the
appropriate person within the landlord.

No -

Sl o oo o e Sadey

'

o naad> to b=

QL?QKW.H A N a

3.3

High volumes of complaints must not
be seen as a negative, as they can be
indicative of a well-publicised and
accessible complaints process. Low
complaint volumes are potentially a
sign that residents are unable to
complain.

NH

y o Comnrass

o Conpaiake, focap.dl

4

3.4

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

24



will happen at each stage, and the
timeframes for responding. The palicy
must also be published on the
landlord’s website.

momou Qe dows nd-Sete

3.5

| The policy must explain how the

landlord will publicise details of the
complaints policy, including information
about the Ombudsman and this Code.

o .

0 @@ﬁ.@%mnw .

* s ol Yo e indidd

3.6

Landlords must give residents the
opportunity to have a representative
deal with their complaint on their behalf,
and to be represented or accompanied
at any meeting with the landlord.

i Qo9 ﬁofn,mv.

3.7

Landlords must provide residents with
information on their right fo access the
Ombudsman service and how the
individual can engage with the
Ombudsman about their complaint.

. QoW v%w
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Section 4: Complaint Handling Staff

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

4.1

Landlords must have a person or team
assigned to take responsibility for
comptlaint handling, including liaison
with the Ombudsman and ensuring
complaints are reported to the
governing body (or equivalent). This
Code will refer to that person or team
as the ‘complaints officer’. This role
may be in addition to other duties.

s

mqﬁm_&mz 5. 94,
Phi

-t .

4.2

The complaints officer must have
access to staff at all levels to facilitate
the prompt resolution of complaints.
They must also have the authority and
autonomy to act to resolve disputes
promptly and fairty.

Yes |

poeg-

S
.

- A0«

QE.

4.3

Landlords are expected to prioritise
complaint handling and a culture of
learning from complaints. All relevant
staff must be suitably trained in the
importance of complaint handling. it is
important that complaints are seen as a

| core service and must be resourced to

handle complaints effectively.

YES,

YL

>

3
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expected to m_o through two complaints
processes.

5.5

Landlords are responsible for ensuring
that any third parties handle complaints
in line with the Code.

A

5.6

When a complaint is logged at Stage 1

| or escalated to Stage 2, landiords must

set out their understanding of the
complaint and the outcomes the
resident is seeking. The Code will refer

| to this as “the complaint definition™. If
| any aspect of the complaint is unclear,

the resident must be asked for
clarification.

YES .

o~ Qo @Qﬁau

mﬁd&t S 1 .

4 renoncedls  pad c__%,ﬁ
inloia woihi- Onbudma

5.7

When a complaint is acknowledged at
either stage, landlords must be clear
which aspects of the complaint they
are, and are not, responsible for and
clarify any areas where this is not
clear.

HES

5.8

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 to
set out their position;

c. take measures to address any
actual or perceived conflict of
interest; and

28



Section 5:

The Complaint Handling Process

Code
provision

Code requirement

Comply:
Yes /{ No

Evidence

Commentary / explanation

5.1

Landlords must have a single policy in
place for dealing with complaints
covered by this Code. Residents must
not be treated differently if they
complain.

Yes

@

AoQ oarnmw ,

5.2

The early and local resolution of issues
between landlords and residents is key
to effective complaint handling. It is not
appropriate to have extra named
stages (such as ‘stage 0’ or ‘informal
complaint’) as this causes unnecessary
confusion.

doQ @ﬁn.u .

5.3

A process with more than two stages is
not acceptable under any
circumstances as this will make the
complaint process unduly long and
delay access to the Ombudsman.

ST=

@.Q,fﬁ ﬁﬁ»xh/u '
poty: S b

5.4

Where a landlord’s complaint response
is handled by a third party (e.g. a
contractor or independent adjudicator)
at any stage, it must form part of the
two stage complaints process set out in

this Code. Residents must not be

27




any relevant supporting documentation
such as reports or surveys.

5.13

Landlords must have processes in
place to ensure a complaint can be
remedied at any stage of its complaints
process. Landlords must ensure
appropriate remedies can be provided
at any stage of the complaints process
without the need for escalation.

VES

5.14

Landlords must have policies and
procedures in place for managing
unacceptable behaviour from residents
and/or their representatives. Landlords
must be able to evidence reasons for
putting any restrictions in place and
must keep restrictions under regular
review.

YES.

5.15

Any restrictions placed on contact due
to unacceptable behaviour must be
proportionate and demonstrate regard
for the provisions of the Equality Act
2010.

“HES -

w20\ §
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d. consider all relevant information
and evidence carefully.

N DOA p%mv.

59

Where a response to a complaint will
fall outside the timescales set out in this
Code, the landlord must agree with the
resident suitable intervals for keeping
them informed about their complaint.

N& kel %.0.£ .uarmé

5.10

Landlords must make reasonable
adjustments for residents where
appropriate under the Equality Act
2010. Landlords must keep a record of
any reasonable adjustments agreed, as
well as a record of any disabilities a
resident has disclosed. Any agreed
reasonable adjustments must be kept
under active review.

YES

o Qo' wmm&f
paage 1.

5.1

Landlords must not refuse to escalate a
complaint through all stages of the
complaints procedure unless it has
valid reasons to do so. Landlords must
clearly set out these reasons, and they
must comply with the provisions set out
in section 2 of this Code.

o~ Y@ Py’

g o

5.12

A full record must be kept of the
complaint, and the outcomes at each
stage. This must include the original
complaint and the date received, all
correspondence with the resident,
correspondence with other parties, and

|

UES> .

NP
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Section 6: Complaints Stages

Stage 1

Code
| provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

6.1

Landlords must have processes in
place to consider which complaints can
be responded to as early as possible,
and which require further investigation.
Landlords must consider factors such
as the complexity of the complaint and
whether the resident is vulnerable or at
risk. Most stage 1 complaints can be
resolved promptly, and an explanation,
apology or resolution provided to the
resident.

0}&%@% CEE

6.2

Complaints must be acknowledged,
defined and logged at stage 1 of the
complaints procedure within five
working days of the complaint bein
received.

6.3

Landlords must issue a full response to
stage 1 complaints within 10 working
days of the complaint being
acknowledged.

6.4

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

31




of the expected timescale for response.
Any extension must be no more than
10 working days without good reason,
and the reason(s) must be clearly
explained to the resident.

Nk b o

6.5

When an organisation informs a
resident about an extension to these
timescales, they must be provided with
the contact details of the Ombudsman.

o .

As doee- |

6.6

A complaint response must be provided
to the resident when the answer to the
complaint is known, not when the
outstanding actions required to address
the issue are completed. Outstanding
actions must still be tracked and
actioned promptly with appropriate
updates provided to the resident.

r3[f .

6.7

Landlords must address all points
raised in the complaint definition and
provide clear reasons for any decisions,
referencing the relevant policy, law and
good practice where appropriate.

W0o -

6.8

Where residents raise additional

' complaints during the investigation,
| these must be incorporated into the

stage 1 response if they are related and
the stage 1 response has not been
issued. Where the stage 1 response
has been issued, the new issues are
unrelated to the issues already being

32




| investigated or it would unreasconably

delay the response, the new issues
must be logged as a new complaint.

6.9

Landlords must confirm the following in
writing to the resident at the completion
of stage 1 in clear, plain language:
a. the complaint stage;
b. the complaint definition;
c. the decision on the complaint;
d. the reasons for any decisions
made;
e. the details of any remedy offered
to put things right;
f. details of any outstanding
actions; and
g. details of how to escalate the
matter to stage 2 if the individual is
not satisfied with the response.

Stage 2

Code

provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

6.10

If all or part of the complaint is not
resolved to the resident’s satisfaction at
stage 1, it must be progressed to stage
2 of the landlord’s procedure. Stage 2 is
the landlord’s final response.

UES

6.11

Requests for stage 2 must be
acknowledged, defined and logged at
stage 2 of the complaints procedure

UES>

P
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within five working days of the
escalation request being received.

Residents must not be required to _
explain their reasons for requesting a _
stage 2 consideration. Landlords are _
6.12 | expected to make reasonable efforts to T Acea N L .
understand why a resident remains g,ue ¢ “on, w 209 @Q ,
unhappy as part of its stage 2 ;
response. dews N Compleg

The person considering the complaint
at stage 2 must not be the same person

515 that considered the complaint at stage UES: %zor . @Q?.Qh mﬁﬂ,w{ &.
\_

K i saeds +o D bl

_..m:o__oam must issue a final response : . .
6.14 | to the stage 2 within 20 working days ) adr ghafed ~~ 204 %abw

of the complaint being acknowledged. N a Qoo ?Q
Landlords must decide whether an =
extension to this timescale is needed D ..anﬂ.hm be
when considering the complexity of the

complaint and then inform the resident QP.O..&P o .

6.15 of the expected timescale for response. rﬁ@ ._
Any extension must be no more than 20 :
working days without good reason, and
the reason(s) must be clearly explained
to the resident.

When an organisation informs a
resident about an extension to these o AAC b %
G418 timescales, they must be provided with | A &= 26 Q C@mviu

the contact details of the Ombudsman. A nnbedovon. Con
A complaint response must be provided -~

6.17 to the resident when the answer to the
complaint is known, not when the




outstanding actions required to address
the issue are completed. Outstanding
actions must still be tracked and
actioned promptly with appropriate

WES. e

Landlords must address all points
raised in the complaint definition and
provide clear reasons for any decisions,
referencing the relevant policy, law and
good practice where appropriate.

6.18

YE£S A A

Landlords must confirm the foliowing in

writing to the resident at the completion

of stage 2 in clear, plain language:

the complaint stage;

the complaint definition;

the decision on the complaint;

the reasons for any decisions

made;

the details of any remedy offered

to put things right;

f. details of any outstanding
actions; and

g. details of how to escalate the
matter to the Ombudsman
Service if the individual remains
dissatisfied.

oo oo

6.19

L

|

DO’ o

b ’

Stage 2 is the landlord’s final response

| and must involve all suitable staff
members needed to issue such a
response.

6.20

YES | N o ﬁQer.v.
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Section 7: Putting things right

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

7.1

Where something has gone wrong a

landlord must acknowledge this and set

out the actions it has already taken, or

intends to take, to put things right.

These can include:

. Apologising;

. Acknowledging where things
have gone wrong;

. Providing an explanation,
assistance or reasons;

. Taking action if there has been
delay;

. Reconsidering or changing a
decision;

. Amending a record or adding a
correction or addendum;

. Providing a financial remedy;

. Changing policies, procedures or
practices.

UES

e would cdioe-
1o Yhen ond ,wdk

7.2

Any remedy offered must reflect the
impact on the resident as a result of
any fault identified.

Sy ==

NI

7.3

The remedy offer must clearly set out
what will happen and by when, in
agreement with the resident where
appropriate. Any remedy proposed
must be followed through to completion.

==

SA

36



AN

UH-Cr oD
op o W o

T a

==t

"Se|pawal
ajendoldde uo Buipioap usym
uewspnquwQ ay} Aq panss| aouepinb
3y} JO JUNODE B)E] JSNW SPJOjpUET

vl




8¢

S2h

Fszh
<3N

‘ez3h

‘paojpue| a4y}

JO I0OM Y 0} UOHE|S) Ul UBwSpnquO
ayi Aq peonpoud suonesijgnd

10 spodald Jueas|al Jayjo Aue }
pue uewspnquy

ey} woJ) souewloped s plojpue|

aU) Jnoqge uodal |enuue Aue ‘9
‘sjuie|dwod

woJ} Buiuies| 8yj Jo Jnsal e se

apel sjuswsroldwi 82IAIaS BU} P
‘uewispnqwO 8y} Aq apoD sil yum
aoueldwos-uou jo sbulpuly Aue o)
1deooe

0} pasnjal skey plojpue| ay) sule|dwod
jo sadA) ay) jo Alewwns e spnjoul
os|e jsnwt siy | “souewuoied Buipuey
juledwos s piojpue| ay) Jo sisAleue
aAljeuenb pue aAnejenb e q
‘sjuawalinbal st Yym aui

U1 sulewsl Aofjod Bulpuey jule|dwiod
Jloy) a4nsus 0} 8po7) siy) isujedbe
JUSWISSBSSE-Jas |enuue ay) ‘B
:apnjoul Jsnw ysiym ‘abus|ieyo

pue Aunios Joj Jodal Juawaaoldul
eo1AJesS pue aouewlopsd spule|dwod
|enuue ue asnpodd }snw splojpuen

18

uoneue|dxe ; Alejuswwo)

30USpIAT

ON / S8A
:Aldwio)

swainbal apo)

uoisinold
spoDy |

aoueldwos pue Buipodal ‘Juswussasse-}|8g

)

g UOI}09g



