Section 1: Definition of a complaint

‘ Code ‘ Code requirement

provision
A complaint must be defined as:

‘an expression of dissatisfaction,
however made, about the standard of
service, actions or lack of action by the

12 landlord, its own staff, or those acting on
its behalf, affecting a resident or group
of residents.’
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Comply:
Yes / No
Yes

Evidence

Commentary / explanation
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A complaint must be raised when the resident Yes . . Contained in Policy under Section 3
expresses dissatisfaction with the response to POI'CY published on . Service Requests
their service request, even if the handling of \lli\:]ekk')sne at the following
the service request remains ongoing. - .
15 Landlords must not stop their efforts to hitps://wiwiv. 1bbd.gov.uk/council-and-
address the service request if the resident democracy/complaints-policy-and-
complains. procedure
An expression of dissatisfaction with services Yes Survey Scripts Our survey script indicates that
made through a survey is not defined as a customers are informed of the right
complaint, though wherever possible, the of complaint.
person completing the survey should be made
aware of how they can pursue a complaint if
1.6 they wish to. Where landlords ask for wider

feedback about their services, they also must

provide details of how residents can complain.

17



/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure



/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure

19

2.3

24

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.

If a landlord decides not to accept a complaint,
an explanation must be provided to the

No

Policy published on

website at the following

link:
https://www.lbbd.gov.uk/council-and-

democracy/complaints-policy-and-
procedure

Under Section 6 of the Policy
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Section 3: Accessibility and Awareness

Cc.)d'e Code requirement Comply:
provision Yes / No
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The policy must explain how the landlord will
publicise details of the complaints policy,
including information about the Ombudsman
and this Code.

Yes

https://www.lbbd.gov.uk/council-and- On our website we include under
democracy/complaints-and-compliments further information details of both

Ombudsman and direct residents to


/council-and-democracy/complaints-and-compliments
/council-and-democracy/complaints-and-compliments
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure
/council-and-democracy/complaints-policy-and-procedure

Section 4: Complaint Handling Staff

Comply:

Code Code requirement Evidence Commentary / explanation
provision Yes / No

Landlords must have a person or team Yes Structure Chart \We have a responsible team of
assigned to take responsibility for complaint individuals to complete the essential
handling, including liaison with the tasks related to complaints
Ombudsman and ensuring complaints are management.

4.1 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.

4.2
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Section 5: The Complaint Handling Process

Code

Comply:

Code requirement Evidence Commentary / explanation
provision Yes / No
Landlords must have a single policy in place for Yes bolicy published on website The evidence documents are those
dealing with complaints covered by this Code. ot thgf?)llowing link: that work to for all cases aside from
5.1 Residents must not be treated differently if they https-/Awww.lbbd.qov.uk/council-and- those with social care elements
complain. democracy/complaints-policy-and-procedure  Which have to follow an alternative
pathway.
Complaints Procedure
The early and local resolution of issues Yes

between landlords and residents is key to
effective complaint handling. It is not

52 appropriate to have extra named stages (such
as ‘stage 0’ or ‘informal complaint’) as this
causes unnecessary confusion.
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Policy published on

website at the following

link:
https://www.lbbd.gov.uk/council-and-
democracy/complaints-policy-and-
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5.6

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

When a complaint is logged at Stage 1 or
escalated to Stage 2, landlords must set out

Yes

Complaints Procedure

Contained in Procedure under
Section 6
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5.9

Where a response to a complaint will fall
outside the timescales set out in
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5.13

514

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.

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

Yes

Complaints Procedure
Remedy Guidance

\We do not expect our residents to
have to escalate their concerns to
the highest level to receive a
remedy to the issues staff at all
levels are reminded of the remedy
guidance.




Section 6: Complaints Stages

Stage 1
Code Code requirement Comply: Evidence Commentary / explanation
provision Yes / No

Landlords must have processes in place to Yes Complaints Procedure Under Section 6 of the complaints
consider which complaints can be responded to Guidance on how to respond to procedure this information is
as early as possible, and which require further complaints included.
investigation. Landlords must consider factors
such as the complexity of the complaint and

6.1 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.
Complaints must be acknowledged, defined and
logged at stage 1 of the complaints procedure

6.2 within five working
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When an organisation informs a resident about Yes Complaints Acknowledgement In the complaint acknowledgement
an extension to these timescales, they must be through to the final response

6.5 provided with the contact details of the complainants are advised of the
Ombudsman. Ombudsman who can assist.
A complaint response must be provided to the Yes Complaints Procedure Under Section 6 of the complaints
resident when the answer to the complaint is procedure this information is
known, not when the outstanding actions included.
required to address the issue are completed.

6.6 Outstanding actions must still be tracked and
actioned promptly with appropriate updates
provided to the resident.
Landlords must address all points raised in the Yes Complaints Procedure Under Section 6 of the complaints
complaint definition and provide clear reasons procedure this information is

6.7 for any decisions, referencing the relevant included.
policy, law and good practice where
appropriate.
Where residents raise additional complaints
during the investigation, these must be
incorporated into the stage 1 response if they

6.8 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
investigated or it would unreasonably delay the
response, the new issues must be logged as a
new complaint.
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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. thereasons for any decisions
made;

e.
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6.12

Resi



el

6.18

6.19

Landlords must address all points raised in the Yes
complaint definition and provide clear reasons

for any decisions, referencing the relevant

policy, law and good practice where

appropriate.

Landlords must confirm the following in writing

to the resident at the completion of stage 2 in
clear, plain language:

a. the complaint stage;
b. the complaint definition;
C.

Complaints Procedure

Under Section 6 of the complaints
procedure this information is
covered.






7.4

Landlords must take account of the guidance
issued by the Ombudsman when deciding on
appropriate remedies.

Yes

Remedy Guidance

When the Remedy Guidance was
issued this was in line with
published information supplied on
the Ombudsman web pages.
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8.2

The annual complaints performance and
service improvement report must be reported
to the landlord’s governing body (or equivalent)


/council-and-democracy/complaints-and-compliments
/council-and-democracy/complaints-and-compliments

Section 9: Scrutiny & oversight: continuous learning and improvement

Cc.)d-e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Landlords must look beyond the circumstances Yes Complaints Procedure \We have as an added additional
01 of the individual complaint and consider whether mform?ht]on In our proieﬁure t%
' service improvements can be made as a result ?g:f(; u r:?j:(ﬂrggﬁz n'y a%a:jn €
of any learning from the complaint. Oversight
A positive complaint handling culture is integral Yes Complaints Procedure We havg as an added additional
to the effectiveness with which landlords resolve Informflht_lon in our prO(t:el(:ure tct>)
92 disputes. Landlords must use complaints as a ?g&ﬁ; ur:sdéfciullrggﬁtr;r{y a%%n €
' source of intelligence to identify issues and Oversight
introduce positive changes in service delivery.
Accountability and transparency are also
integral to a positive complaint handling
93 culture. Landlords must report back on wider
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In addition to this a member of the governing
body (or equivalent) must be appointed to have
lead responsibility for complaints to support a

Complaints Procedure

'We have as an added additional
information in our procedure to
cover this requirement. It can be
found under 11 Scrutiny and

9.5 positive complaint handling culture. This person Oversight
is referred to as the Member Responsible for
Complaints (‘the MRC).
The MRC will be responsible for ensuring the Complaints Procedure \We have as an added additional
governing body receives regular information on information in our procedure to
complaints that provides insight on the cover this requwement. It can be
9.6 landlord’s complaint handling performance. This found .under 11 Scrutiny and
Oversight
person must have access to suitable
information and staff to perform this role and
report on their findings.
As a minimum, the MRC and the governing body Complaints Procedure \We have as an added additional
(or equivalent) must receive: information in our procedure to
a. regular updates on the volume, cover this requirement. It can be
categories and outcomes of complaints, found under 11 Scrutiny and
alongside complaint handling performance; Oversight
b. regular reviews of issues and
trends arising from complaint handling;
9.7 C. regular updates on the outcomes of the

Ombudsman'’s investigations and progress
made in complying with orders related to severe
maladministration findings; and

d. annual complaints performance and
service improvement report
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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.

Yes

Complaints Procedure

Under Section 8, 9, 10 and 11 we
have information which will show
our drive to improve the outcomes
of complaints.
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