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1.0 Policy statement

Our mission is to provide and maintain a high standard of specialised housing and
support services for older and vulnerable people, delivered through a strong brand,
service excellence, and meaningful partnerships. Our Complaint policy plays an important
role in building and maintaining trust in our brand and in identifying opportunities for service
improvement.

Following the introduction of the Housing Ombudsman Complaint Handling Code, a complaint
is defined as:

"An expression of dissatisfaction, however made, about the standard of service, actions or
lack of action by the landlord, its own staff, or those acting on its behalf, affecting a resident
or group of residents."

A resident does not need to use the word "complaint" for their dissatisfaction to be treated as
a complaint.

A service request is a request for us to take action, provide a service, or resolve a problem.
Examples include requesting a missed service to be completed, or raising a concern that
requires investigation. Service requests provide us with an opportunity to put things right and
are not, in themselves, complaints.

Where a resident expresses dissatisfaction with our service, actions, decisions, or lack of
action, we will consider whether the matter should be recorded as a complaint. A complaint
may arise alongside an ongoing service request and, where appropriate, we will continue to
address the underlying service issue while investigating the complaint.

We will make it easy for residents to raise concerns and complaints. Complaints may be raised
through any reasonable channel and with any member of staff. We will ensure complaints are
recorded appropriately and will make reasonable adjustments where required to support
accessibility.

Where necessary, we will clarify our understanding of the complaint and the outcome the
resident is seeking. This is referred to as the complaint definition. When acknowledging a
complaint, we will clearly explain which aspects of the complaint we are responsible for
investigating and any matters that fall outside our responsibility.

Making a complaint will not result in any adverse impact on the services provided to the
complainant. We are committed to maintaining a positive complaint handling culture which
welcomes feedback, learns from complaints, and uses learning to improve services.

We have a separate policy for handling reports of antisocial behaviour (ASB) and neighbour
nuisance. Reports of ASB are not recorded as a complaint and are dealt with in line with our
ASB policy. If the customer expresses dissatisfaction with our handling of their report of ASB
or the handling of their ASB case, we will treat this as a complaint. Where a complaint suggests
that abuse or neglect is taking place, we will ensure compliance with our safeguarding policies
and procedure, in addition to this policy.

An expression of dissatisfaction with services made through a survey, or through a negative
comment on social media, is not defined as a complaint, although we will wherever possible,
make the customer aware of how they can pursue a complaint if they wish to.
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We will proactively raise awareness of our complaint handling arrangements through our
complaint fact sheet, including the role of the Housing Ombudsman. This fact sheet will be
referenced during our pre tenancy service, in our tenant/leaseholder handbook and key fact
sheets, and on our website.

We will publish our complaint policy on our website, along with information on the Housing
Ombudsman, including our self-assessment against the Code.

We will seek to manage customer expectations and will not make promises that cannot be
delivered, or offer outcomes that would cause unfairness to other customers.

We will comply with the Housing Ombudsman Complaint Handling Code and co-operate with
the Ombudsman Service during any investigation.

2.0 Regulatory responsibilities

The Social Housing (Regulation) Act 2023 empowered the Housing Ombudsman to issue a
code of practice about how we, as a social landlord, respond to complaints. It also places a
duty on the Ombudsman to monitor compliance with the code. The statutory code will take
effect from 1 April 2024. To comply with the code, we will:

e carry out an annual self-assessment against the code and report the findings to:
o the Board of Management;
o residents, via our website and annual report (this includes the Board’s response to
the annual report on complaint handling, see below);
o the Housing Ombudsman, using the prescribed format and within the published
deadline for a landlord with less than 1000 homes; and
o ourresident scrutiny panel (if in existence).

e produce an annual complaints performance and service improvement report, which will
include:
o the annual self-assessment against the code;
o a qualitative and quantitative analysis of our complaint handling performance. This
includes any complaints we exclude;
any findings of non-compliance with the Code by the Ombudsman,;
the service improvements made because of the learning from the complaints;
any annual report about our performance from the Ombudsman; and
any other relevant report or publication by the Ombudsman in relation to the delivery
of our landlord services.

O O O O

e appoint at least one member of the Board to have lead responsibility for complaints in
support of a positive complaint handling culture, who will be referred to as the Member
Responsible for Complaints (the MRC).

Through this policy we will ensure we meet our regulatory obligations as set out in The
Regulator for Social Housing Transparency, Influence and Accountability Standard. It assists
with our compliance of the NHF Code of Governance 2020 resident focus requirement. ‘The
board has access to insight into the views and needs of the organisation's residents and other
customers (including insight into their concerns and complaints) and uses this to inform
decisions where appropriate.’
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3.0 Responsibilities and accountabilities

3.1 The Board of Management

Complaint handling performance is an important strategic role, providing vital intelligence on
our performance and reputation. The Board, with the support of the Audit and Compliance
Sub-committee, is responsible for:

e promoting a positive complaints culture;

e seeking assurance that we have a learning culture which manages risk;

e ensuring there are robust learning processes in place;

e ensuring service improvements are being implemented; and

e ensuring compliance with the statutory obligations under the Ombudsman Scheme.

By:

e approving this policy;

e appointing the Member Responsible for Complaints (the MRC);

¢ the Audit and Compliance Sub-committee reviewing complaints handling performance
on a quarterly basis, reporting any concerns to the Board of Management, the Board
Resident Champion and considering any updates to the risk register;

e considering any Complaint Handling Failure Orders and maladministration claims
made against the Association, and the management action being taken to rectify; and

e reviewing our annual self-assessment of the code and annual complaints performance
and service improvement report and producing a response to this report, for publication
on our website.

3.2 The Member Responsible for Complaints (MRC)
The MRC will help engender a positive complaint culture and will receive and review:

e regular updates on the volume, categories, and outcomes of complaints, alongside
complaint handling performance;

e regular reviews of issues and trends arising from complaint handling;

e regular updates on the outcomes of the Ombudsman’s investigations and progress
made in complying with orders related to severe maladministration findings; and

e the annual complaints performance and service improvement report.

3.3 The Executive Management Team (EMT)
The EMT is responsible for:

e maintaining a no blame culture;

e celebrating positive feedback and compliments;

e considering internal and benchmarked complaint analysis reports on a regular basis,
highlighting performance, and identifying areas for improvement, including themes,
trends and risks;

e considering all Complaint Handling Failure Orders and maladministration claims made
against the Association and overseeing the management action being taken to rectify;

e reviewing the Home Master complaint performance report quarterly and liaising with
the Housing Ombudsman when necessary; and
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ensuring a summary of complaint performance is reported through the agreed
governance structure, to all residents through the resident annual report, and to any
resident scrutiny panel in operation.

3.4 The Director of Operations

He/she in addition to his/her Executive Management responsibilities will:

act as the senior lead person with accountability for our complaint handling
performance. This includes assessing any themes or trends to identify potential
systematic issues, serious risks or policies and procedures that require revision;
implement and embed this policy;

complete a self-assessment against the Housing Ombudsman Complaint Handling
Code; and

identify any learning from the Housing Ombudsman annual landlord performance
report, and if applicable, incorporate into our policies, procedures, and practices.

3.5 Complaints Officer (A designated officer responsible for complaint
handling)

He/she will take responsibility for overseeing, responding, evaluating, and monitoring formal
complaints (supported by a panel (Head of Housing, Head of Assets & Director of Operations)
and will:

ensure that when responding to a stage 1 complaint, or when escalating a complaint
to stage 2, there is sufficient clarity about the reasons for the complaint and the
expected resolution (the complaint definition), this includes managing customers’
expectations from the outset, being clear where a desired outcome is unreasonable or
unrealistic;

comply fully with this policy and procedure;

give everyone involved in the complaint the chance to explain their point of view;

act independently and have an open mind;

ensure that the complaint has been impartially investigated;

set out our understanding of our landlord obligations and of the customer (if
applicable);

where applicable, signpost to other organisations such as Citizens Advice, the
Leasehold Advisory Service and Shelter to aid the resolution of the dispute;

regularly update the complainant;

retain clarity of where resolution has, or has not, been reached;

give the complainant opportunity to comment on any adverse findings before a final
decision is made;

update the Home Master Case Management module with comprehensive details of all
service requests, complaints, and compliments, this includes any reviews and the
outcomes at each stage of the policy escalation workflow;

liaise with the Director of Operations and the Senior Officer Team to share any trends
and ongoing learning and development opportunities; and

provide a Home Master complaint performance report quarterly to the EMT; and
liaise with the Housing Ombudsman when necessary.
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3.6 Senior Officers and Line Managers
Will:

e embed this policy and culture within their teams;

e be alert to possible dissatisfaction in a timely and professional manner, sharing
learning outcomes across the Senior Officer team to prevent the need for customers
to complain;

e comply with policies, procedures and deliver effective cross team communication;

e identify training and development needs so that team members are confident in
delivering their role and responsibilities;

e ensure they and their teams respond promptly and proactively to service failings and
apply the necessary improvements to prevent reoccurrence; and

e be honest and transparent so that any concerns are captured and enable an honest
assessment of future risk.

3.7 Employees
All employees will:

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

e be open, accountable, and respectful when handling reports of dissatisfaction,
adopting a preventative and outcome focused culture to try and prevent similar
complaints;

e assist and support the Complaints Officer when needed;

e respond impartially to any dissatisfaction and take a step back to question individual
actions, along with considering whether our policies, procedures and practices could
have led to dissatisfaction;

e taking collective responsibility for any shortfalls identified through complaints rather
than blaming others; and

¢ acting within the Professional Standards for engaging with complaints as set by the
Chartered Institute of Housing, click here.

4.0 Compliments

We welcome and encourage customers to find the time to say ‘well done’ if a member of staff
or service merits it. Compliments from customers are a great boost to our teams. Compliments
are important as they help us to monitor what works well and when members of staff have
been particularly helpful. Compliments received will be added to our Home Master Case
Management Module and reports shared across our teams and from time to time published
on our website.


https://www.cih.org/professional-standards
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5.0 Making a complaint

Anyone who receives a service from us can make a complaint, this includes applicants for
housing or anyone else affected by our services i.e. people living next to our housing schemes.
We have developed a complaint form/script to help us understand the nature of the complaint
and the desired resolution.

Complaints can be made in writing, by email, via the internet or we can complete the form with
a customer over the telephone or in person. We will support vulnerable customers to make a
complaint and consider any other reasonable adjustments to ensure easy access to this policy.

Please note that for any complaints received via social media, we will contact the complainant
directly to discuss the situation with them. We will not respond to the complaint via social
media.

A third party can make a complaint on the behalf of a customer. However, permission for us
to engage with a third party must be recorded on our ‘LH26 resident contact’ form or made as
part of the complaint request. If the request is made as part of a verbal complaint, we will
acknowledge this approach in our complaint acknowledgement, with the option to refute it. We
will send copies of any correspondence regarding the complaint to the customer, with a copy
to the third party unless we are given any other instructions to follow.

6.0 Exclusions

There are some circumstances where a matter will not normally be considered through the
complaints process. These include:

e Complaints relating solely to services provided by another organisation will normally
be directed to the appropriate organisation. However, where the complaint relates to
our actions, communication, coordination, decision-making, or the delivery of landlord
services, that aspect will be considered under this policy, even where another
organisation is involved;

e andtheissue, giving rise to the complaint, occurred over twelve months ago. However,
it may not be appropriate to exclude any complaints that concern safeguarding or
health and safety issues. Where the problem is a recurring issue, we will consider any
older reports as part of the background to the complaint if this will help to resolve the
issue for the customer.

¢ Anonymous complaints, although we may investigate where there is evidence of
significant concern.

e Matters where legal proceedings have commenced. This means that details of the
claim have been filed with a court.

¢ Requests to reopen a complaint that has already completed our complaints process
and where no new information has been provided.

Each complaint will be considered on its individual merits. Where we decide not to accept a
complaint, we will explain our reasons clearly, keep appropriate records, and advise the
resident of their right to refer the matter to the Housing Ombudsman.
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7.0 Complaint handling framework

7.1. Formal complaint framework

Our formal complaint framework consists of two stages; Stage One — formal investigation and
Stage Two — complaint review.

Outcomes of all formal complaints should be confirmed in writing, with all points raised in the
complaint addressed with clear reasons for any decisions, referencing the relevant policy, law,
and good practice where appropriate. Communication with customers will not generally
identify individual members of staff or contractors. This is because we take responsibility for
the actions of our employees and contractors rather than apportioning responsibility by directly
naming individuals.

A complaint response will be sent to the customer when the answer to the complaint is known,
not when the outstanding actions required to address the issue, are completed. At the
completion of each stage of the formal complaint process we will acknowledge and apologise
where things have gone wrong and confirm the following:

e the stage of our Complaint Policy;

¢ the complaint definition;

e the decision on the complaint;

e the reasons for any decisions made, referencing the relevant policy, law and good
practice where appropriate;

¢ the details of any remedy offered to put things right, including timescales;

¢ the details of any financial remedies offered, considering the Ombudsman guidance
on appropriate remedies;

¢ amendments to any records or adding a correction or addendum;

¢ details of any outstanding actions, confirming that these will be tracked and actioned
promptly with regular updates provided;

e what actions we will take to prevent the issue from happening again this may include
changes to policies, procedures, or practices;

e if the complaint is at Stage One, details of how to escalate the matter to Stage Two;

e if the complaint is at Stage Two, confirming where we have reconsidered or changed
a decision and details of how to escalate the matter to the Housing Ombudsman.

When communicating an extension to the published timescales at Stage 1 or Stage 2 we will
write to the customer setting out our reasons and include the contact details of the Housing
Ombudsman.

7.2. Complaint timescales

We will log and acknowledge a formal complaint within 5 working days of the complaint
being received. This includes confirming our understanding of their complaint and their
requested outcome, the ‘complaint definition.’

We will issue a full response to Stage One complaints within 10 working days of the
complaint being acknowledged. If this is not possible, an explanation and a revised timescale
for our full response should be given. Any extension will not normally exceed a further 10
working days without good reason and this should be agreed by both parties. We will not
delay sending an acknowledgement beyond 5 working days.
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We will log and acknowledge a Stage Two complaint within 5 working days of the escalation
request being received. We will issue a final response to the Stage Two complaint within 20
working days of the complaint being acknowledged. If this is not possible, an explanation and
a revised timescale for our final response should be given. This will not normally exceed a
further 20 working days without good reason.

The date the complaint is received is day zero of the permitted working days.
7.3. Stage One complaint — Formal investigation

A Stage One complaint will be overseen by our Complaints Officer, who will seek assistance
from colleagues to help investigate the complaint, seek clarity of any legislation, policy or
regulatory considerations and look to find an acceptable resolution.

Where a complainant raises additional complaints during the investigation, these will be
incorporated into the Stage One response if they are relevant and the Stage One response
has not been issued. Where the Stage One response has been issued, or it would
unreasonably delay the response, the complaint should be logged as a new complaint.

If having received our response the complainant believes that we have not responded or
resolved all the issues, our Complaints Officer will explore if there is anything more that could
be done to resolve the complaint at this stage. This includes reviewing any new information
not previously provided to us.

If the reason for dissatisfaction concerns compensation, this is not in itself reason to escalate
the case to Stage Two and instead we will attempt to address the award of compensation at
this stage.

If we believe we have taken all reasonable actions to resolve the complaint or are unable to
deliver the outcome requested by the complainant, we will explain Stage 2 of our complaints
policy.

We will close a complaint if the complainant is satisfied with our response.
7.4. Stage Two — Complaint review

If a resident remains dissatisfied after receiving a Stage One response, they may request that
the complaint is reviewed at Stage Two.

Residents are not required to provide a reason for escalating a complaint. However, where
they are willing to explain why they remain dissatisfied, this helps us focus the review on the
issues that remain unresolved.

The complaint will be reviewed by an appropriate senior officer, Executive Management Team
member, or Board member who was not involved in the original decision.

7.5. Compensation

Customers seeking compensation or financial redress do not need to make a formal complaint
to have their request considered and can contact us explaining why they are seeking
compensation from us. We will take into account the Ombudsman guidance on appropriate
remedies, Please click here for details.



https://www.housing-ombudsman.org.uk/centre-for-learning/key-topics/our-orders/ombudsmans-policy-and-guidance-on-remedies/
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In some cases, a customer may have a legal entitlement to redress. In such circumstances
we will look to offer a resolution where possible, obtaining legal advice as to how any offer of
resolution should be worded.

8.0 Unreasonable or repetitive complaints

Most of the complaints we receive are made reasonably and in good faith and because
customers are genuinely unhappy with our service. We will do our best to resolve these.

We use the Housing Ombudsman Service Guidance on unacceptable behaviour to manage
complaints where the complaint or behaviour of the complainant is unreasonable, click here.
We do not view behaviour as unacceptable just because someone is assertive or determined.

When the contact from the customer is unreasonably persistent or vexatious, we reserve the
right to stop corresponding over matters that simply repeat the same complaint. In doing so
we recognise that we are entitled to treat such a complainant differently but we will explain our
reasons to ensure we continue to treat the complainant fairly and respectfully and with regard
to the provisions set out in the Equality Act 2010. When communicating our decision to the
complainant we will remind them of their right to approach the Ombudsman if they wish to
challenge our decision.

9.0 Data Protection

Where a complaint involves a third party, for example the conduct of a contractor, it will be
necessary for us to disclose some of the details about the complaint to them for us to
investigate. Where the information is of a sensitive nature, we will discuss this with the
complainant before we share any data. Any data shared will be done so, in line with the Data
Protection Act 2018 and requirements of the UK General Data Protection Regulations (the
GDPR).

10.0 Equality and Diversity

Our approach to complaints promotes openness between customers and our staff to
understand complaints and resolve the complaint in a positive manner. We will always seek
to understand customers’ needs and preferences and identify where a complainant may need
reasonable adjustments in line with the Equality Act 2010. We will offer support or tailor our
complaint handling approach to ensure all complainants can easily access and engage with
this policy regardless of their background, appearance, age, beliefs, or lifestyle. We will be
aware of the effects of bias and prejudice on decision making. For further information on
reasonable adjustments please refer to our CP8 Equality and Diversity policy.

11.0 Monitoring and reporting

All formal complaints will be recorded and performance against the policy monitored and
reported annually to the Board, quarterly to the Audit and Compliance Sub-committee and to
the Executive Management Team.

Complaint performance includes:


https://www.housing-ombudsman.org.uk/about-us/corporate-information/policies/dispute-resolution/unacceptable-user-action-policy/#:~:text=However%2C%20the%20Housing%20Ombudsman%20will,to%20manage%20under%20this%20Policy.
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e The number of complaints received, per category/function;
e The % outcome of complaints (upheld or not upheld);
e The % of complaints received at Stage 1 resolved at Stage One;
e The % of complaints resolved at Stage Two;
e The Tenant Satisfaction Measures:
o CHO01 — Complaints relative to the size of the landlord
o CHO02 — Complaints responded to within Complaint Handling Code timescales
e TP09 - Satisfaction with the landlord’s approach to handling complaints
e The % of complaints acknowledged within published timescale;
e The stage most complaints resolved;
e Identification of any trends and ongoing learning and development opportunities;
e The number of complaints logged with the Housing Ombudsman; and
e The number of Housing Ombudsman’s Complaint Handling Failure Orders.

In addition to the complaint handling performance a programme of assurance reporting will be
established and this is detailed on a separate version of the Code self-assessment.
Information will be published annually to residents in the form of the annual complaints
performance and service improvement report and this includes the number, the reasons, the
outcomes of complaints (upheld/not upheld) and whether we made any changes to our policies
and procedures because of learning from complaints.

12.0 Review

This policy will be reviewed every three years by the Board or earlier because of changes to
the Tenant Involvement and Empowerment Standard, the Housing Ombudsman Complaint
Handling Code or following a change in legislation.

13.0 The Housing Ombudsman

The contact details of the Housing Ombudsman are:

Complaint form: Fill in the online complaint form

Email: info®@housing-ombudsman.org.uk

Phone: 0300 111 3000

Calls are recorded for training and monitoring purposes.

Write to:

Housing Ombudsman Service
PO Box 152

Liverpool

L33 7WQ

Fax: 020 7831 1942

Please note: We would strongly encourage customers to use email or the online
complaint form rather than sending post to our PO Box address in Liverpool as there will

11
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be delays. Please do not send original documents by post as we are unable to post them
back to you. Also note that we will not be able to deal with large bundles of documents by
post.

Heat Network Complaints & Service Continuity Addendum

Purpose

To ensure heat network complaints are clearly captured without duplicating the complaints
framework.

Compilaints relating to communal heating or hot water may include dissatisfaction with service
continuity, billing, communication, or response to outages.

Such complaints will be handled in accordance with the Complaints Policy. Where required by
regulation or good practice, we will signpost residents to appropriate external redress bodies.

Heat-related complaints will be identifiable within HomeMaster to support learning, monitoring
and regulatory readiness, and to ensure vulnerability considerations are applied consistently
in line with the Inclusive Service Delivery Policy (QP82).

1. Repairs, service requests and complaints
Reports of:

o Loss of heat;

o Loss of hot water;

¢ Temperature issues; or

e Plant or Heat Interface Unit (HIU) faults

are initially treated as repair reports and logged to enable prompt investigation and resolution.
A first report of a repair issue will normally be treated as a repair request rather than a
complaint.

A service request arises where a resident:

e Contacts us to chase progress on an existing repair; or

e Reports that an agreed repair or response has not occurred as expected.
Service requests are logged to ensure appropriate follow-up and monitoring.

A matter will be logged and handled as a complaint in accordance with the Complaints Policy
where a resident:

e Expresses dissatisfaction with how a repair or service request has been handled; or

e Asks for their concern to be treated as a complaint.

12
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2. Extra care expectations
Given the vulnerability profile of extra care residents:
o Loss of heat or hot water is treated as a priority service failure.
+ Welfare impacts will be considered alongside technical resolution.

e Temporary mitigation will be supported by welfare awareness and vulnerability
considerations.

Where loss of heat or hot water cannot be resolved promptly:
e Temporary heaters will be provided as a default measure.

o The Facilities Manager will escalate internally where resolution exceeds normal
timescales.

e For prolonged outages, staff will consider welfare needs in line with the Inclusive
Service Delivery Policy, including liaison with on-site support teams.

e Learning from significant outages will be reviewed to inform stockholding, contractor
arrangements, or escalation routes.

3. Compensation and remedies
Compensation may be considered (without requiring a formal complaint) for:
e Prolonged loss of heat or hot water.
e Repeated service failures.
¢ Billing errors.
e Poor communication during outages.
Remedies will be guided by Housing Ombudsman good practice and recorded in HomeMaster.
4. Learning and escalation
Significant or repeated heat service failures may trigger:
e Service reviews.
e Contractor challenge.

e Escalation via the organisational risk register where thresholds are met.

13
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