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HOUSING OMBUDSMAN COMPLAINT HANDLING CODE – SELF-
ASSESSMENT 

 
 
1. Summary 
 
1.1 The Housing Ombudsman published a revised Complaint Handling Code in 

April 2022, setting out requirements for social housing landlords to meet in 
their approach to complaints handling. 

 
1.2 There is an obligation on the Council, as a social housing landlord, to self-

assess against the Code annually, to report the results of the self-assessment 
to Members and publish the results, and to demonstrate learning on 
complaints in annual reports to tenants. 

 
1.3 This report presents the Council’s self-assessment against the Code. 
 
2. RECOMMENDATIONS 

2.1  That the self-assessment, completed in accordance with the Housing 
Ombudsman’s Complaint Handling Code, attached at Appendix A to the report, 
be noted. 

2.2    That the self-assessment is published on the housing complaints section of the 
website, be noted.  
   

2.3    That the actions for addressing non-compliance with the Code, as set out in 
Appendix B to the report, be noted. 

 
 

3. Background and Discussion 
 
3.1. Housing Ombudsman Scheme 
 
3.2. The Housing Ombudsman Scheme enables tenants and other individuals to 

have complaints about member organisations investigated by the Housing 
Ombudsman. The Scheme came into effect on 1 September 2020 and 
replaces the previous scheme, which was in operation from 1 April 2018. 

 
3.3. The Housing Ombudsman resolves disputes involving tenants and 

leaseholders of social housing landlords (housing associations and local 
authorities) and other organisations who have signed up to the Scheme 
voluntarily. It is a mandatory requirement for social housing landlords, 
including the Council, to be a member of the Scheme. 

 
3.4. The Housing Ombudsman investigates complaints regarding leasehold 

services, moving to a property, rent and service charges, occupancy rights, 
property condition (repairs and improvements), tenant behaviour, estate 
management, complaints handling and compensation.  
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3.5. Corporate Complaints Procedure 
 
3.6. The Council’s Corporate Complaints Procedure sets out how complaints are 

handled by all service areas, including the Housing Service. The Council will 
try to resolve complaints informally, wherever possible, to enable early 
resolution. 

 
3.7. If a complaint is made formally, this follows a three-stage process. Stage one 

is where the complainant expresses their dissatisfaction. If there is still 
dissatisfaction after stage one, the complainant may escalate the complaint to 
stage two for a formal investigation. For non-landlord related complaints, if the 
complaint has not been resolved after completion of stage two, escalation to 
stage three is a Local Government and Social Care Ombudsman investigation. 
For landlord related complaints, there are three options available under stage 
three:  

 
1. The complainant approaches a ‘designated person’ to resolve the complaint 

at a local level (Councillor D Hammock is the Council’s appointed 
‘designated person’); or 

2. The complainant waits eight weeks to take the complaint directly to the 
Housing Ombudsman; or  

3. The complainant refers the complaint to the Housing Ombudsman if the 
‘designated person’ has confirmed they will not assist, or have agreed the 
complaint can be referred to the Housing Ombudsman, or there remains 
dissatisfaction with the complaint handling.  
 

3.8. Complaint Handling Code 
 
3.9. In July 2020, the Housing Ombudsman published a new Complaint Handling 

Code setting out good practice that will allow landlords to respond to 
complaints effectively and fairly. The key areas in the Code include: 

 
 A universal definition of a complaint 
 Providing easy access to the complaints procedure and ensuring tenants 

are aware of it, including their right to access the Ombudsman Service 
 The structure of the complaints procedure - only two stages necessary and 

clear timeframes set out for responses 
 Ensuring fairness in complaint handling with a resident focused process 
 Taking action to put things right and appropriate remedies 
 Creating a positive complaint handling culture through continuous learning 

and improvement 
 Demonstrating learning in Annual Reports 

 
3.10. Compliance with the Code forms part of the membership obligations set out in 

the Housing Ombudsman Scheme. Non-compliance with the Code could result 
in the Housing Ombudsman issuing complaint failure handling orders. 
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3.11. Where there are significant concerns regarding a landlord’s compliance with 
the Code, the Housing Ombudsman may escalate these to the landlord’s 
board or equivalent, and may refer the matter to the appropriate regulatory 
body including the Regulator of Social Housing.  

 
3.12. The Housing Ombudsman may publish the fact and circumstances of the 

Council’s complaint-handling determinations, naming the Council in its Annual 
Report or elsewhere. 

 
3.13. Self-assessment 

 
3.14. The Housing Ombudsman expects landlords to carry out a self-assessment 

against the Code and take appropriate action to ensure their landlord/tenant 
related complaints handling is in line with the Code.  

 
3.15. Local authority landlords are required to report the outcome of their self-

assessment to elected Members and for these assessments to be published. 
While self-assessments are not required to be submitted to the Housing 
Ombudsman, it may request sight of the self-assessment and evidence in 
support. 

 
3.16. The Council’s first self-assessment was reported to Cabinet on 27 May 2021 

[Min No. 11 refers]. The self-assessment concluded that the Council has a 
clear and comprehensive complaints process across the organisation that 
meets most aspects of the Code. Actions were identified to ensure continuous 
learning and improvement in relation to landlord related complaints handling, 
to which most have been completed or are in progress, including: 

 
 A complaints page has been added on the housing section of the website 

including the Housing Ombudsman’s definition of a complaint which links to 
the corporate complaints page and vice versa.   

 Further tenant involvement opportunities in the landlord/tenant/Housing 
Ombudsman complaints process is currently being assessed.   

 The Corporate Complaints Procedure has aligned the definition of a 
complaint to the Housing Ombudsman’s definition. 

 A review has been carried out on the system for logging all service related 
complaints and a new complaints management system has been procured, 
to be launched in summer of 2022. 

 The Housing Service now monitors satisfaction with complaints handling. 
 Performance and learning on landlord/tenant related complaints will be 

shared with tenants in the Housing Services Annual Report and in 
newsletters. 

 
3.17. In April 2022, the Housing Ombudsman published a revised Complaint 

Handling Code. The Code has been strengthened and reinforces the 
importance of learning from complaints by being explicit that the self-
assessment should be completed as an annual exercise. Landlords will have 
until 1 October 2022 to be compliant with the Code. 
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3.18. The Council’s self-assessment for 2022 has been completed and is attached 
at Appendix A to the report. Where the self-assessment refers to something 
landlords ‘must’ do, this is a requirement. Where the self-assessment refers to 
something landlords ‘should’ do, landlords are able to use their discretion to 
achieve best practice in complaint handling. 

 
3.19. The self-assessment concludes that the Council is compliant with most 

aspects of the Complaint Handling Code. Where the self-assessment has 
identified any areas of non-compliance, actions have been identified to 
address these areas. The actions identified are set out in Appendix B. In 
summary, the actions include: 
 Improvement in responding to and monitoring to service requests that may 

come through the complaints process. 
 Aligning complaint response timescales with the Code.  
 Increased awareness to residents of the complaints process and the 

Housing Ombudsman.  
 Setting good practice by providing regular information on complaints that 

provides insight to the Housing Advisory Board. 
 

4. Relationship to the Corporate Plan 
 
4.1. This report relates to the Corporate Plan’s ‘Housing’ strategic aims to ‘facilitate 

quality, choice and diversity in the housing market, assist in meeting housing 
need in Dartford and deliver high quality services to service users’; and to 
‘create strong and self-reliant communities’. The report also relates to the 
Corporate Plan’s ‘Council Performing Strongly’ strategic aim to ‘provide high 
quality services that reflect public aspirations and demonstrate improvement’.  

 
5. Financial, legal, staffing and other implications and risk assessments 

 
Financial 
Implications 

None 

Legal Implications 
 
 
 
 
 
 

 
 
 
 
 
 
 
 

The Housing Ombudsman Scheme is approved by 
the Secretary of State under section 51 of the 
Housing Act 1996. Local housing authorities in 
England which are registered providers of social 
housing are social landlords and must be members 
of the Scheme in connection with their housing 
activities in so far as they relate to the provision or 
management of social housing. In addition, those 
local housing authorities must be members of the 
Scheme in connection with the management of 
dwellings which they own and let on a long lease. 
 
The Council, in delivering the Corporate Complaints 
Procedure, must have regard to the Public Sector 
Equality Duty to ensure that no individual is 
discriminated against based on their sex, sexual 
orientation, marital status, pregnancy and 
maternity, gender reassignment, race, religion, 
belief, disability or age.  
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Public Sector 
Equality Duty  
 
 
 
 
 
 
 
 
 
 
 
 
Crime and 
Disorder Duty 

 
The Council has explicit objectives of improving 
access to the complaints process in order to 
advance equality of opportunity. The complaint form 
and leaflets are written in plain English. Braille, 
large print, audio and interpreting services are 
available on request. The Council also welcomes 
calls via Relay UK.  
 
Complainants are asked to complete equalities 
monitoring data when they submit a complaint. This 
data is collected to ensure the Council is treating all 
members of its community fairly and making its 
Corporate Complaints Procedure accessible to all 
individuals. 
 
 
None 

Climate Impact 
Assessment 

None 

Staffing 
Implications 

None 

Administrative 
Implications 

None  

Risk Assessment No uncertainties and/or constraints 
 

6. Details of Exempt Information Category 
 

Not applicable 
 

7. Appendices 
 

Appendix A – Complaint Handling Code Self-Assessment 
Appendix B – Complaint Handling Code Self-Assessment Action Plan 
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