
Our self-assessment: 9 November 2021 1 

 
 

 

Housing Ombudsman Complaint Handling Code 

Our self-assessment: 9 November 2021 
 
 

Compliance with the Complaint Handling Code Yes No 

1 Definition of a complaint 

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. 

  

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

Are these exclusions reasonable and fair to residents?  
Evidence relied upon 

n/a n/a 

2 Accessibility 

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

Is the complaints policy and procedure available online?   

Do we have a reasonable adjustments policy?   

Do we regularly advise residents about our complaints process?   

3 Complaints team and process 

Is there a complaint officer or equivalent in post?   

Does the complaint officer have autonomy to resolve complaints?   

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

  

If there is a third stage to the complaint’s procedure, are residents involved in the 
decision making? 

  

Is any third stage optional for residents?   

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

  

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

  

At what stage are most complaints resolved? 
Feedback only  163  50.31% 
Feedback with investigation  134  41.36% 
Stage 1 15 4.63% 
Stage 2  12 3.7% 

  

 
 
 



Our self-assessment: 9 November 2021 2 

Compliance with the Complaint Handling Code Yes No 

4 Communication 

Are residents kept informed and updated during the complaints process?   

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

  

Are all complaints acknowledged and logged within five days?   

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

What proportion of complaints are resolved at stage one? 15 cases (4.63%)   

What proportion of complaints are resolved at stage two? 12 cases (3.7%)   

What proportion of complaint responses are sent within Code timescales? 
• Stage one: 100% 
• Stage one (with extension):  6 cases 
• Stage two: 100% 
• Stage two (with extension):  6 cases 

 
The Code recommends that responses on Stage 1 complaints are sent within 10 
working days, but that this can be extended to 20 days if there’s a good reason for 
doing so. Similarly, the Code recommends that Stage 2 responses are sent within 20 
working days, with the option to extend to 30 days if necessary. 
 
However, the Housing Ombudsman does recognise that meeting these timescales is 
not always possible and that landlords will need to make assessments on a case-by-
case basis. The availability of employees and customers, the nature and complexity 
of the case, and the number of agencies involved will all determine the speed 
resolutions can be achieved.  
 
For this reason, we know that there will be cases where we need more time to reach 
a resolution that’s satisfactory for everyone involved. However, we’ll always aim to 
resolve complaints as soon as possible and keep our customers informed throughout 
the process. 

  

Where timescales have been extended, did we have good reason? n/a  

Where timescales have been extended, did we keep the resident informed? n/a 
 

What proportion of complaints do we resolve to residents’ satisfaction? 
41.3%  
(Figure obtained from Acuity complaint survey - this is the current YTD figure 
available checked on 12/11/2021) 

  

5 Cooperation with Housing Ombudsman Service 

Were all requests for evidence responded to within 15 days?   

Where the timescale was extended, did we keep the Ombudsman informed? n/a  
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6 Fairness in complaint handling 

Are residents able to complain via a representative throughout?   

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

How many cases did we refuse to escalate? None 
What was the reason for the refusal? n/a 

  

Did we explain our decision to the resident? n/a  

7 Outcomes and remedies 

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

  

8 Continuous learning and improvement 

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

  

How do we share these lessons with: 
a) Residents? 
b) The board/governing body? 
c) In the Annual Report?  
See below 

  

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

The new Code, and recent independent complaints survey, has helped us focus on 
key areas that we have identified need improvement. 

  

What changes have we made? 
See below 

  

 

 
Section 8 

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

• To prevent delays in actioning emergency work during the morning changeover period from our out of hours 
service provider to our customer services team, we will be notified by phone of any emergency repairs raised 
between 8.30am and 9am on a workday. 

• Following several complaints being received about one of our contractors and following investigation into these 
issues by Cottsway, the contractor agreed to a dedicated site manager being assigned to Cottsway programme of 
works and assurances received that the operations manager will keep a personal overview of the progress of the 
programme.  This has resulted in a much better service being received for our customers. 

• Complaint received from a customer after they received an email regarding a repair appointment and that 
the information within the email was not correct. This was an error as the link offered in the email is not yet 
available for customers to access, the link has been removed by IT to avoid any further confusion and can be 
added once this service is available to customers. 

• Changes have been made to the out of hours service for properties that are in defect that if the out of hours 
service are unable to raise the repair directly with the developers and it is an emergency repair, they must 
escalate the issue to one of the on call Cottsway managers for them to assess and decide whether we need to 
arrange for one of our operatives/contractors to attend.  
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• Customers were becoming frustrated over how long some repairs are taking to complete, and the work being 
cancelled at short notice.  In view of this our website and telephone lines were updated with a message for 
customers explaining that we are still behind with some outstanding repairs that had been logged prior to 
lockdown. 

• Complaint received in relation to a mutual exchange and due to learning from this review of the complaint 
customer services have been issued with a new mutual exchange guide which includes information on Section 
106 agreements.  Our mutual exchange application form has been updated to include a checklist to identify if 
a scheme has a Section 106 agreement in place and what those restrictions are.  A centralised list is now held 
within Housing to ensure it captures all S106 sites.  Customer services have received additional training on 
Section 106 agreement/local connection criteria.  

How do we share these lessons with: 

a) Residents? 
Complainant contacted directly, website updates, Customer Insight Group-reviews learning outcomes and 
themes. 

b) The board/governing body? 
Board representation on complaint reviews, two board members review various complaints that Cottsway 
have received at different stages of the complaints process with the Operations Director, Head of Housing 
and the Customer Service Manager. 

c) Annual Report? 
Complaints data is provided in the annual reports and we send a report to our Executive Board every quarter, 
detailing performance, satisfaction and actions we’re taking to improve. 

d) Regular reviews of any outstanding complaints by service areas. 

 

What changes have we made? 

• Coaching and mentoring customer service employees in complaint management. Taking advantage of the 
resources available on the Housing Ombudsman website - including reviewing previous determined cases as 
well as ensuring all customer services employees are signed up to receive the quarterly Housing 
Ombudsman newsletter. 

• Cottsway arranged for an independent survey company, Acuity, to undertake a review of our complaint 
survey.  Acuity completed video and telephone interviews with customers of Cottsway that had raised 
complaints in the previous year to identify areas where our complaint process can be improved.  

• Actions from this survey have been identified and we have already started to implement some of these 
measures and the rest we will look to put into operation in 2022. 

 

 

 


