Appendix A: Self-assessment form

This self-assessment form should be completed by the complaints officer and it must be reviewed and approved by the landlord’s
governing body at least annually.

Once approved, landlords must publish the self-assessment as part of the annual complaints performance and service
improvement report on their website. The governing body’s response to the report must be published alongside this.

Landlords are required to complete the self-assessment in full and support all statements with evidence, with additional
commentary as necessary.

We recognise that there may be a small number of circumstances where landlords are unable to meet the requirements, for
example, if they do not have a website. In these circumstances, we expect landlords to deliver the intentions of the Code in an
alternative way, for example by publishing information in a public area so that it is easily accessible.



Section 1: Definition of a complaint

Code
provision

Code requirement

Comply:
Yes/No

Evidence

Commentary / explanation

1.2

A complaint must be 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.’

Yes

The complaints policy in section
3.1 clearly defines a complaint
as per the Housing
Ombudsman's definition.

Major Housing Association
adheres to the prescribed
definition to ensure all
complaints are properly
addressed. The policy
emphasizes that residents
do not need to use the term
'‘complaint’ for their issue to
be treated as such (section
3.2).

1.3

A resident does not have to use the
word ‘complaint’ for it to be treated as
such. Whenever a resident expresses
dissatisfaction landlords must give them
the choice to make complaint. A
complaint that is submitted via a third
party or representative must be handled
in line with the landlord’s complaints
policy.

Yes

The complaints policy in section

3.2 states that customers do not

need to use the word complaint'
for it to be treated as such.

The policy ensures that all
expressions of
dissatisfaction are handled
appropriately, regardless of
terminology. Section 5.4
allows for a representative
to handle complaints on
behalf of the customer.

1.4

Landlords must recognise the
difference between a service request
and a complaint. This must be set out in
their complaints policy. A service
request is a request from a resident to
the landlord requiring action to be taken
to put something right. Service requests

Yes

Section 3.10 of the complaints
policy outlines when a complaint
may not be accepted: Ongoing
Legal Proceedings: If the issue

is already being dealt with in
court. Repeat Complaints: If the
complaint is about something

If a complaint is not
accepted, Major will provide
a clear explanation of why.

Major will accept all
complaints unless there’s a
valid reason not to, such as

legal issues, repeat




are not complaints, but must be
recorded, monitored and reviewed
regularly.

that has already been
addressed. Time Limits: If the
complaint is made after the
allowed time frame.

complaints, or being out of
time

A complaint must be raised when the Yes The policy ensures that all
resident expresses dissatisfaction with The complaints policy in section expressions of
the response to their service request, 3.2 states that customers do not | dissatisfaction are handled
even if the handling of the service need to use the word complaint' | appropriately, regardless of
15 request remains ongoing. Landlords for it to be treated as such. terminology. Section 5.4
must not stop their efforts to address The complaints policy in section | allows for a representative
the service request if the resident to handle complaints on
complains. behalf of the customer.
An expression of dissatisfaction with Yes The policy ensures that the
services made through a survey is not criteria for not considering
defined as a complaint, though . L complaints are clearly
wherever possible, the person 3.10 speC|f|e§ the situations defined.
completing the survey should be made where complaints may not be These circumstances are
1.6 | aware of how they can pursue a accepted, such as ongoing legal designed to be fair and

complaint if they wish to. Where
landlords ask for wider feedback about
their services, they also must provide
details of how residents can complain.

proceedings, repeat issues, or
complaints made outside the
allowed time frame.

reasonable, addressing
specific scenarios while
ensuring transparency in
the complaints process.




Section 2: Exclusions

prg\(/)igieon Code requirement \(.(‘,g;n /pll\lyé Evidence Commentary / explanation
Yes This policy ensures
transparency and fairness,
Our complaints policy stipulates g(ljvmg}[ reg_ldent]:c, ahd?ﬁr.
that if we decide not to accept a unhderstanding of why their
. . complaint was not accepted
complaint, we must provide the and how thev can seek
resident with a detailed further recourge Our staff
explanation. This explanation . h ’ die th
Landlords must accept a complaint includes: are tralngd ,;[.O andie _t.esle
unless there is a valid reason not to do The specific reasons why the comdrr][lrJ]nlca |ohr;s sensitively
so. If landlords decide not to accept a complaint is not suitable for our ?rr:at re?srig:?ltsﬁeee?f\ig?g
2.1 complaint they must be able to complaints process, referencing and respected throuahout
evidence their reasoning. Each the relevant policy criteria. the rogess Exam Iges of
complaint must be considered on its Information on the resident's our?:letailed. ox Ianpations
own merits right to escalate the decision to are documen?[e d and
the Housing Ombudsman, reviewed regularly to ensure
including contact details and consisten?; an)é clarit
guidance on how to proceed with Addit y Iy
the escalation. itionally, we _monltor
feedback from residents on
these communications to
continuously improve our
process.
A complaints policy must set out the Yes The complaints policy in section .
2.2 circumstances in which a matter will not 3.10 specifies the situations Th_e ppllcy ensures t_hat _the
be considered as a complaint or where complaints may not be criteria for not considering




escalated, and these circumstances
must be fair and reasonable to
residents. Acceptable exclusions
include:

e The issue giving rise to the
complaint occurred over twelve
months ago.

e Legal proceedings have started.
This is defined as details of the
claim, such as the Claim Form and
Particulars of Claim, having been
filed at court.

¢ Matters that have previously been
considered under the complaints

policy.

accepted, such as ongoing legal
proceedings, repeat issues, or
complaints made outside the
allowed time frame.

complaints are clearly
defined.

These circumstances are
designed to be fair and
reasonable, addressing
specific scenarios while

ensuring transparency in
the complaints process.

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.

Yes

Section 3.10 of the complaints
policy outlines when a complaint
may not be accepted: Ongoing
Legal Proceedings: If the issue is
already being dealt with in court.
Repeat Complaints: If the
complaint is about something
that has already been
addressed. Time Limits: If the
complaint is made after the
allowed time frame. If a
complaint is not accepted, Major
will provide a clear explanation
of why. Major will accept all
complaints unless there’s a valid

Time Limits: If the complaint
is made after the allowed
time frame. If a complaint is
not accepted, Major will
provide a clear explanation
of why. Major will accept all
complaints unless there’s a
valid reason not to, such as
legal issues, repeat
complaints, or being out of
time.




reason not to, such as legal
issues, repeat complaints, or
being out of time.

If a landlord decides not to accept a Yes , I . The policy ensures that the
complaint, an explanation must be The complaints policy in section | - i ¢ not considering
provided to the resident setting out the 3.10 specifies the situations complaints are clearly
reasons why the matter is not suitable where complaints may not be defined.
for the complaints process and the right accepted, such asongoinglegal | 1 oo i ctoncoc are
24 | {0 take that decision to the proceedings, repeat issues, or designed to be fair and
Ombudsman. If the Ombudsman does complaints made outside the reasonable, addressing
not agree that the exclusion has been allowed time frame. specific scenarios while
fairly applied, the Ombudsman may tell ensuring transparency in
the landlord to take on the complaint. the complaints process.
Yes . _— . The policy ensures that the
The complaints policy in section crite?ia foyr not considering
3.10 specifies the situations complaints are clearly
Landlords must not take a blanket wherte gomplﬁlnts may_notlbe | defined.
approach to excluding complaints; the accepted, such as ongoing lega '
o5 pPp g Y y oroceedings, repeat issues, or These circumstances are

must consider the individual
circumstances of each complaint.

complaints made outside the
allowed time frame.

designed to be fair and

reasonable, addressing

specific scenarios while
ensuring transparency in
the complaints process.




Section 3: Accessibility and Awareness

Code . Comply: . Commentary /
provision Code requirement Yes/ Nyo Evidence explanatiorrz/
Landlords must make it easy for Yes We offer multiple channels for residents to
residents to complain by submit complaints:
providing different channels In Person: Residents can visit our office to | These options ensure
through which they can make a file a complaint. that residents have
complaint. Landlords must Telephone: A dedicated complaints line is various ways to
3.1 consider their duties under the available for residents to report issues. communicate their
Equality Act 2010 and anticipate In Writing: Complaints can be submitted via grievances,
the needs and reasonable postal mail. accommodating different
adjustments of residents who Email: Residents can send complaintsto a | preferences and needs.
may need to access the specific complaints email address.
complaints process.

Yes The policy outlines the
complaint process,
including the stages

Residents must be able to raise involved (Stage 1 and
their complaints in any way and o . . . Stage 2), what happens
with any member of staff. All staff The policy is available on Major Housing at each stage, and the
must be aware of the complaints As_somatlon s website a_nd in other. timeframés for
3.2 process and be able to pass accessible formats as described in sections responses (sections 5
details of the complaint to the 4.1and 9.1. and 6).
appropriate person within the The policy is
landlord. designed to be clear and
accessible, providing
residents with detailed
information on how their




complaints will be
handled and the
expected timeframes for
each stage.

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.

Yes

The policy is available on Major Housing
Association’s website and can be found
here.
https://majorhousingassociation.uk/tenants-

updates/complaints-and-compliments/ and
in other accessible formats as described in
sections 4.1 and 9.1.

The policy outlines the
complaint process,
including the stages

involved (Stage 1 and

Stage 2), what happens

at each stage, and the

timeframes for

responses (sections 5

and 6).

The policy is
designed to be clear and
accessible, providing
residents with detailed
information on how their
complaints will be
handled and the
expected timeframes for
each stage.

34

Landlords must make their
complaint policy available in a
clear and accessible format for
all residents. This will detail the
two stage process, what will
happen at each stage, and the
timeframes for responding. The
policy must also be published on
the landlord’s website.

Yes

Our website includes a dedicated
Complaints and Compliments tenant’s
page.

The page provides clear instructions on
how to raise a complaint, including contact
information for alternative methods of
submission.

This ensures that
residents can easily find
the information they
need to make a
complaint.



https://majorhousingassociation.uk/tenants-updates/complaints-and-compliments/
https://majorhousingassociation.uk/tenants-updates/complaints-and-compliments/
https://majorhousingassociation.uk/tenants-updates/complaints-and-compliments/

3.5

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

Yes

We actively publicise our complaints policy
and related information through:
Newsletters: Regular updates include
information on the complaints process and
the Housing Ombudsman Scheme.

Online:

Our website features
comprehensive details
about the complaints
policy and process, the
Complaint Handling
Code, and the Housing
Ombudsman Scheme.

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.

Yes

Section 5.4 allows for a representative to
handle complaints on behalf of the
customer.

3.7

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

Yes

We ensure that residents are provided with
the contact information for the Housing
Ombudsman through:

Tenant Handbook: The handbook provided
to all new residents contains information on
how to contact the Ombudsman.
Website: Our website includes a dedicated
page with the contact information for the
Ombudsman and details on how to
escalate complaints if necessary.

These practices ensure
that residents are aware
of their right to escalate
complaints and have
easy access to the

Ombudsman’s contact
details. We review our

communication materials
regularly to ensure that

the information is current

and accessible.




Section 4: Complaint Handling Staff

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 fairly.

4.2

Complied.

o rg\(/)igﬁ)n Code requirement $(e);n/pll\lyc.) Evidence Commentary / explanation
Yes We have designated a dedicated . The Complaints Officer
Complaints Team to manage reports regularly to the
complaint handling within our governing body on
organisation: complaint trends, resolution
Landlords must have a person or team We have appointed a Complaints | outcomes, and any issues
: - Officer who is responsible for that need to be addressed.
aSS|gngd to takg responsﬂl)lllty.fqr overseeing the handling of all This reporting
cgmplalnt handling, including |IaI.SOI'1 complaints. This role includes ensures that the governing
with tr|1g Ct)mbudsmarr: %ntd etﬁsurlng ensuring that complaints are body is informed about
41 compiain sbars reportea OI ? Thi processed in accordance with complaint handling
' governing body (or equivalent). This our policy, addressing issues performance and can
Code Vf"" refer_to that_ per’son or team promptly, and reporting on the provide oversight and
as the qomplqlnts officer’. Th'sf role status and outcomes of guidance. Our structure
may be in addition to other duties. complaints. Complaints Officer is | ensures that complaints are
supported by a team trained in managed effectively and
complaint management. This that there is clear
team ensures that complaints accountability and
receive the necessary attention transparency in our
and are handled according to our complaint handling
established procedures processes.
Yes Our Complaints Officer and

Complaints Team members
undergo comprehensive
training in complaint
handling and has access to
staff at all levels to facilitate
the prompt resolution of




complaints. We assess the
skills and qualifications of
our complaint handlers to
ensure they have the
necessary expertise to
manage complaints
effectively. This assessment
includes evaluating their
ability to investigate issues
impartially and resolve
complaints fairly. Our
approach ensures that
complaints are handled by
qualified individuals who are
free from conflicts of
interest, thus upholding the
integrity and fairness of the
complaint process.

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

Our Complaints Officer and
Complaints Team members
undergo comprehensive training
in complaint handling. This
includes courses on effective
communication, conflict
resolution, empathy, and
adherence to our complaints
policy. We assess the skills and
qualifications of our complaint
handlers to ensure they have the
necessary expertise to manage
complaints effectively. This
assessmentincludes evaluating

This policy ensures that all
complaint handlers can
perform their duties
impartially.

The governance structure
includes regular reviews to
ensure that no conflicts of
interest affect complaint
handling. Any identified
conflicts are addressed
promptly, and staff involved
in handling complaints are
rotated or replaced if
necessary to maintain




their ability to investigate issues
impartially and resolve
complaints fairly. Policy on
Conflicts of Interest: We have a
strict policy in place to identify
and manage potential conflicts of
interest. The Complaints Officer
and Team members are required
to disclose any potential conflicts
of interest before they handle

impartiality. Our approach
ensures that complaints are
handled by qualified
individuals who are free
from conflicts of interest,
thus upholding the integrity
and fairness of the
complaint process.

complaints.
Section 5: The Complaint Handling Process
prg\c/)ig%n Code requirement $g;n /pll\}/c.) Evidence Commentary / explanation
Landlords must have a single policy in ves We have one single policy
place for dealing with complaints n plac_;e Wth_h IS our
51 covered by this Code. Residents must Complied. Complaints policy with is
not be treated differently if they covered by the Code. Our
complain. residents are not treated
differently if they complain.
The early and local resolution of issues Yes We do not have extra
between landlords and residents is key names stages. By adhering
to effective complaint handling. It is not to these practices, we
5.2 appropriate to have extra named Complied. ensure that our complaint
stages (such as ‘stage 0’ or ‘informal handling process is clear,
complaint’) as this causes unnecessary efficient, and resident-
confusion. focused, providing a
straightforward path for




addressing and resolving
complaints.

Yes No Extra Stages in
Complaints Procedure:
Simplified Process: Our
A process with more than two stages is complaints procedure is
not acceptable under any straightforward, with no
5.3 | circumstances as this will make the Complied. extra named stages such as
complaint process unduly long and stage 0’ or "pre-complaint
delay access to the Ombudsman. stage’. This helps to avoid
confusion and ensures that
complaints are
acknowledged and logged
at stage one within five days
of receipt.
Where a landlord’s complaint response Yes
is handled by a third party (e.g. a
contractor or independent adjudicator) ;
at any stage, it must form part of the Section 5.4 allows for a Retﬁlr%intﬁ t?}cgr;oigriecliat%?o
54 two stage complaints process set out in representative to handle proc%sses when tﬁ\eir
' this Code. Residents must not be complaints on behalf of the complaint is being handled
expected to go through two complaints customer. bv a third part
processes. y party.
Landlords are responsible for ensuring Yes Section 5.4 allows for a
55 that any third parties handle complaints representative to handle
in line with the Code. complaints on behalf of the
customer.
56 When a complaint is logged at Stage 1 Yes Complied Our approach ensures that

or escalated to Stage 2, landlords must

complaints are handled




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.

based on a clear and
mutual understanding of the
issues, facilitating a more
effective and satisfactory
resolution process.

Yes We make clear to the
resident which aspects of
the complaint we are
When a complaint is acknowledged at responsible for and we are
either stage, landlords must be clear ‘not. Request for
which aspects of the complaint they _ Clarification: If any part of
5.7 are, and are not, responsible for and Complied. the complaint is unclear, we
clarify any areas where this is not promptly reach out to the
clear. resident to request further
clarification. This step is
documented, including any
additional information
provided by the resident.
At each stage of the complaints Yes
process, complaint handlers must:
a. deal with complaints on their
merits, act independently, and By following these
have an open mind; practices, we ensure that
58 b. give the resident a fair chance to Complied. complaints are handled

set out their position;

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

d. consider all relevant information
and evidence carefully.

fairly, independently, and
with the utmost respect for
confidentiality.




Where a response to a complaint will Yes We agree suitable intervals
fall outside the timescales set out in this with residents to keep them
5.9 Code, the landlord must agree with the Complied. informed when a complain
resident suitable intervals for keeping response will fall outside of
them informed about their complaint. the timescales.
Yes
Our complaints policy includes
provisions for accommodating
reasonable adjustments in
Landlords must make reasonable accordance with the Equality Act
adjustments for residents where 2010: )
appropriate under the Equality Act Reasonable Adjustments: We | Ve regularly review our
2010. Landlords must keep a record of outline how requests for policies and procedures to
510 | any reasonable adjustments agreed, as adjustments will be handled and | Snsure they are inclusive
well as a record of any disabilities a provide examples of possible and provide appropriate
resident has disclosed. Any agreed accommodations. support to residents with
reasonable adjustments must be kept Training: All complaints handlers diverse needs.
under active review. receive training on recognising
and addressing requests for
reasonable adjustments to
ensure compliance with the
Equality Act and to provide
equitable service to all residents.
Landlords must not refuse to escalate a Yes .By following these
complaint through all stages of the practlces,_ we ensure that all
5.1 complaints procedure unless it has Complied. complaints are handled

valid reasons to do so. Landlords must
clearly set out these reasons, and they

fairly and consistently,
providing clear reasons for
any decision to refuse




must comply with the provisions set out
in section 2 of this Code.

escalation and maintaining
transparency throughout the

process.
A full record must be kept of the Yes
complaint, and the outcomes at each
stage. This must include the original
complaint and the date received, all
correspondence with the resident, .
512 correspondence with other parties, and Complied.
any relevant supporting documentation
such as reports or surveys.

Yes The policy in section 5.3
specifies that complaints will be
resolved as quickly as possible

by assessing the needed
evidence, determining the
Landlords must have processes in appropriate resolution, and
place to ensure a complaint can be identifying any urgent actions
remedied at any stage of its complaints required without the need for
513 process. Landlords must ensure escalation.
appropriate remedies can be provided The policy outlines a proactive
at any stage of the complaints process approach to resolving complaints
without the need for escalation. promptly.
Major Housing Association aims
to address complaints efficiently
by evaluating all necessary
aspects to resolve issues and
taking timely action as needed.
514 Landlords must have policies and Yes Our policy on managing Policy Awareness: We

procedures in place for managing

unacceptable behaviour includes

ensure that residents are




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.

guidelines on how to apply
restrictions while respecting the
Equality Act. This is
communicated clearly to staff.
Staff Training: Staff are trained to
handle cases of unacceptable
behaviour with sensitivity and to
apply any restrictions in a
manner that considers the
resident’s needs and rights.

aware of our policy on
unacceptable behaviour
through our complaints
policy, which is accessible
on our website and provided
to residents upon request.
Supportive Approach: While
managing unacceptable
behaviour, we remain
focused on resolving the
complaint fairly and
ensuring that residents are
supported throughout the
process.

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.

Yes

Tailored Restrictions: Any
restrictions placed on a resident
due to unacceptable behaviour

are tailored to their individual
needs and circumstances,
ensuring they are fair and
proportionate.

Equality Act Compliance: We
review our policies and practices
to ensure compliance with the
Equality Act 2010, making
reasonable adjustments as
needed.

By implementing these
measures, we ensure that
our complaint handling
processes are fair,
transparent, and effective
while adhering to the
standards set out in the
Code.




Section 6: Complaints Stages

Stage 1
D rg\(/)icsl?ao n Code requirement gggn/pll\}/ 6 Evidence Commentary / explanation
Yes During 2025/26 the organisation This reflects timely handling of
received 2 complaints in total, with 1 |complaints, with early resolution
resolved at Stage 1 and 1 escalated |where possible and escalation
to Stage 2. Complaints were where necessary.
assessed according to complexity and
vulnerability, and all cases were
closed within the reporting period.
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
6.1 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.




Considering Vulnerability and
Complexity
If the complaint involves a

vulnerable resident, such as
someone experiencing domestic
abuse or a health condition, the

case is escalated to the
Vulnerable Residents team.

Escalation for Investigation
For more complex cases that
cannot be resolved at Stage 1,
the complaint is escalated to
Stage 2 for further investigation.

Yes Our complaints procedure is
straightforward, with no
Complaints must be acknowledged, extra named stages such as
defined and logged at stage 1 of the 'stage O’ or ‘pre-complaint
6.2 complaints procedure within five Complied. stage’. This helps to avoid
working days of the complaint being confusion and ensures that
received. complaints are
- acknowledged and logged
at stage one within five days
of receipt.
Yes One complaint was responded to at  [This evidences that Stage 1
. Stage 1 within the reporting period.  |complaints were handled within
IS",[aa Zﬂﬂrizmggiﬁzuﬁi?hﬁﬂl ;gi‘;ﬁ:iienf The 2025/26 complaints report the required timescale and that
6.3 confirms that the organisation closed [learning was captured.

days of the complaint being
acknowledged.

both complaints during the year and
used the outcomes to improve service

delivery.




complaints process and
escalation procedures. We

would issue full respond

within 10 working days.

Yes
Landlords must decide whether an Section 6.4 of the complaints
extension to this timescale is needed policy requires responses to _
when considering the complexity of the stag_e two complaints W|th!n 2.0 The p_ollcy meets the _Code
complaint and then inform the resident working days. If an extension is requirements by setting a
6.4 of the expected timescale for response. needed, a clear timeframe is response timeframe and
' Any extension must be no more than provided, and any additional allowing for reasonable
10 working days without good reason, delay does not exceed 10 days extensions with proper
and the reason(s) must be clearly without justification. communication.
explained to the resident. This ensures timely resolution
and clear communication about
response times.
S Yes Residents will be informed
When an organisation informs a about an extension and the
resident about an extension to these . timescales in writing and
6.5 timescales, they must be provided with Complied. inform the resident of their
the contact details of the Ombudsman. right to contact the
Ombudsman.
_ . Yes Major Housing Association will
A complaint response must be provided provide written confirmation of
to the rgs@ent when the answer to the the complaint response when the
complaint is known, not when the answer to the complaint is The policy aligns with the
6.6 outstanding actions required to address known. Detailing it, definition, Code by ensuring that all

the issue are completed. Outstanding
actions must still be tracked and
actioned promptly with appropriate
updates provided to the resident.

decision, reasons, remedy,
outstanding actions, and
escalation details.
This ensures that residents
receive a comprehensive

required details are
communicated clearly.




response, including information
on further escalation options.

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.

Yes

The policy outlines in section 5.7
that Major Housing Association
will address all points raised in a
complaint, referencing relevant
policies, laws, and good practice.
This includes setting out the
obligations of both parties where
legal issues are involved.

The policy indicates that
legal obligations will be
considered and communicated
clearly in the complaint
response.

Major Housing Association
aims to provide clear
explanations of legal

obligations relevant to a
complaint, ensuring that all
parties understand their
responsibilities and how
they impact the resolution
process.

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
investigated or it would unreasonably
delay the response, the new issues
must be logged as a new complaint.

Yes

The policy provides for
incorporating additional relevant
complaints into the ongoing
investigation, or logging them as
new complaints if they arise after
the initial stage one response is
issued. This approach ensures
that all issues are addressed
without causing undue delays.

The policy complies by
allowing for the efficient
handling of additional
complaints and maintaining
clear processes for
incorporating or logging
them as needed.

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;

Yes

Section 5.12 of the complaints
policy specifies that at the
completion of stage one, Major
Housing Association will confirm

The policy ensures that all
required information is
communicated clearly and
comprehensively.




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.

in writing: the complaint stage,
the decision, reasons for
decisions, any remedies offered,
outstanding actions, and
escalation details to stage two if
the resident remains dissatisfied.

Major Housing Association
complies with the Code by
providing a detailed and
clear written response that
addresses all necessary
aspects of the complaint
resolution process at stage
one.

Stage 2
Code . Comply: . :
provision Code requirement Yes / No Evidence Commentary / explanation
Yes Section 5.8 of the policy outlines
that if the resident remains
dissatisfied, they can escalate
the complaint to stage two. If
Major Housing Association Maior Housing A iati
L decides not to escalate, they will ajor riousing Association
If all or part of the complaint is not ) . A adheres to the Code by
) ) : . provide a detailed explanation in - )
resolved to the resident’s satisfaction at writina and inform the resident of providing written reasons for
6.10 stage 1, it must be progressed to stage 9 not escalating complaints

2 of the landlord’s procedure. Stage 2
is the landlord’s final response.

their right to contact the
Ombudsman.

The policy aligns with the
requirement to ensure clear
communication about escalation
decisions and resident rights.

and informing residents of
their right to involve the
Ombudsman.




6.11

Requests for stage 2 must be
acknowledged, defined and logged at
stage 2 of the complaints procedure
within five working days of the
escalation request being received.

Yes

Major Housing Association is
committed to ensuring all
complaints are handled promptly,
fairly, and in accordance with
regulatory standards. When a
complaint is escalated to Stage
2, we have established
procedures to comply with the
required timelines and protocols.

Upon receiving a request for
escalation to Stage 2, the
complaint is acknowledged
and logged within 5 working
days. This acknowledgment
is sent to the resident
confirming that their request
has been received and is
being processed.

6.12

Residents must not be required to
explain their reasons for requesting a
stage 2 consideration. Landlords are
expected to make reasonable efforts to
understand why a resident remains
unhappy as part of its stage 2
response.

Yes

Major Housing Association
ensures that its complaints
procedure aligns with best
practices and regulatory
standards, particularly in
handling requests for Stage 2
consideration. Residents
are not required to provide
detailed explanations or
justifications for requesting an
escalation to Stage 2.

We recognise that
dissatisfaction may arise
from various factors, and we
make every effort to
address concerns without
placing undue burden on
the resident.

6.13

The person considering the complaint
at stage 2 must not be the same person
that considered the complaint at stage
1.

Yes

Section 6.2 of the complaints
policy specifies that stage two
complaints are reviewed by a
Senior Manager who was not
involved in the stage one
process.
This ensures impartiality and
fresh review at the escalation
stage.

The policy complies with the
Code by ensuring that a
different person handles

stage two reviews,
promoting fair and unbiased
consideration of the
complaint.




Yes One complaint progressed to Stage 2 [This demonstrates that Stage 2
during 2025/26 and was fully complaints were concluded
investigated and closed within the within the reporting year and no
reporting period. No Ombudsman further Ombudsman action
findings or maladministration arose.

Landlords must issue a final response determinations were recorded.
6.14 to the stage 2 within 20 working days
of the complaint being acknowledged.
Yes Major Housing Association is
committed to resolving Stage 2
complaints within the specified
timescales while ensuring a fair
and thorough investigation. We , .
adhere to the following practices By implementing these
Landlords must decide whether an L g prac | procedures, Major Housing
extension to this timescale is needed regarding timescale extensions: Association ensures
when considering the complexity of the A . transparency, accountability,
) . ) ssessment of Complexity: . .
complaint and then inform the resident When handlina St 5 and compliance with
6.15 of the expected timescale for response. en handling >tage regulatory requirements

Any extension must be no more than
20 working days without good reason,
and the reason(s) must be clearly
explained to the resident.

complaints, the complexity of the
case is carefully reviewed to
determine whether an extension
to the standard response
timescale is necessary. Factors
such as the involvement of
multiple departments or the need
for additional evidence are
considered.

while maintaining open
communication with
residents throughout the
complaint resolution
process.




Communication with the
Resident:

If an extension is required, the
resident is informed promptly of
the revised timescale. This
communication includes a clear
explanation of the reasons for
the extension and the steps
being taken to resolve the
complaint.

Adherence to the 20 Working
Day Limit:
Any extension granted is kept
within the maximum limit of 20
working days unless there is a
valid and exceptional reason for
further delay. In such cases, the
resident is provided with a
detailed explanation for the
additional time required.

Compliance is

6.16

When an organisation informs a

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

Yes

The complaints policy includes
provisions for providing contact
details for the Housing
Ombudsman inform a resident
about an extension.

The policy supports
transparency and allows

residents to escalate issues if

demonstrated through the
policy’s commitment to
providing Ombudsman
contact details when
necessary, enabling
residents to challenge
delays effectively.




there are disputes over response
times.

6.17

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.

Yes

Major Housing Association will
provide written confirmation of
the complaint response when the
answer to the complaint is
known. Detailing it, definition,
decision, reasons, remedy,
outstanding actions, and
escalation details.

This ensures that residents
receive a comprehensive
response, including information
on further escalation options.

The policy aligns with the
Code by ensuring that all
required details are
communicated clearly.

6.18

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.

Yes

The policy outlines in section 5.7
that Major Housing Association
will address all points raised in a
complaint, referencing relevant
policies, laws, and good practice.
This includes setting out the
obligations of both parties where
legal issues are involved.

The policy indicates that
legal obligations will be
considered and
communicated clearly in the
complaint response.
Major Housing Association
aims to provide clear
explanations of legal
obligations relevant to a
complaint, ensuring that all
parties understand their
responsibilities and how
they impact the resolution
process.




Landlords must confirm the following in Yes
writing to the resident at the completion The complaints policy specifies
of stage 2 in clear., plain language: that at the completion of stage
E' :EZ ggmp:z:m Zﬁgn(?{ion_ two Major Housing Association
c. the deciSion on the corr’w laint: will confirm in writing: the Major Housing Association
d- the reasons for an decigions, complaint stage, the decision, complies with the Code by
' made: y reasons for decisions, any providing a detailed and
6.19 the d ,t iis of dv offered remedies offered, outstanding clear written response that
' e toe utetﬁlins 2 fim%/t.reme y ottere actions, and escalation details to addresses all necessary
£ de’?a'ls of a?n og ts:tand'n stage two if the resident remains aspects of the complaint
' f ' ) dy u N9 dissatisfied. resolution process at stage
actions, an The policy ensures that all two.
g. details of how to escalate the required information is
matt_er tq the _Om_b_udsman . communicated clearly and
Service if the individual remains comorehensivel
dissatisfied. P y:
Yes The complaints policy
specifies a two-stage
Stage 2 is the landlord’s final response processggggut a third
and must involve all suitable staff . . )
6.20 members needed to issue such a Complied. iggael pRUSYSta:gh:re‘)?(:getgse
response. Major Housing Association
complies by maintaining a
two-stage process.
Section 7: Putting things right
Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes/No




Where something has gone wrong a Yes The 2025/26 complaints report shows This is consistent with the
landlord must acknowledge this and set that where things went wrong, the requirement to acknowledge
out the actions it has already taken, or organisation acknowledged this and ffault and set out the actions
intends to take, to put things right. f[ook a'ction to pu.t matters right, tgken or intended to put things
These can include: including corrections to rent accounts, fright.

A S financial refunds, compensation
. pologising; ,

. . payments and improvements to

¢ Acknowledging where things internal processes and staff training.

have gone wrong;
. Providing an explanation,

71 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.

Yes Remedies offered during 2025/26 This aligns the remedy with the
reflected the impact on the resident impact on the resident and with
and included rent account correction, {the Code requirement for
refunds, compensation and service proportionate redress.

Any remedy offered must reflect the improvements. The organisation
7.2 impact on the resident as a result of seeks to ensure remedies are
any fault identified. proportionate to the fault identified
and practical for the resident.
73 The remedy offer must clearly set out Yes Where a remedy was offered, the This ensures the remedy is

what will happen and by when, in

action plan and any associated
timescale were agreed and followed
through to completion, with the
outcome recorded in the complaints

report and complaint file.

clear, timebound and completed
in line with the Code.




agreement with the resident where
appropriate. Any remedy proposed

must be followed through to completion.

clearly communicating
remedy details and ensuring
follow-through.
The policy emphasizes the
need for clarity in remedy
offers and commitment to
complete the proposed
actions.
Compliance is met through
the policy’s emphasis on
transparency and
accountability in
implementing remedies

7.4

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

Yes

Any remedy offered is proportionate
to the impact on the resident. In
2025/26 remedies included correction
of rent accounts, financial refunds and
compensation payments where fault

had been identified.

This aligns remedies with the
impact of the fault identified and
ensures they are realistic and
proportionate.




Section 8: Self-assessment, reporting and compliance

C. any findings of non-
compliance with this Code by the
Ombudsman;

d. the service improvements
made as a result of the learning
from complaints;

e. any annual report about the
landlord’s performance from the
Ombudsman; and

f. any other relevant reports or
publications produced by the
Ombudsman in relation to the work
of the landlord.

the year.

Code . Comply: . :
provision Code requirement Yes / No Evidence Commentary / explanation
Landlords must produce an annual Yes The 2025/26 complaints performance and [The report provides the annual
complaints performance and service service improvement report records 2 self-assessment together with
improvement report for scrutiny and complaints received during the year, with 1 quantit_ative and qu_alitative_
challenge, which must include: resolved at Stage 1.and 1 progressed to analysis of complaint handllng
Stage 2. All complaints were fully performance and the service
a. the annual self-assessment investigated and closed within the reporting improvements made as a
agalnist.tleﬁ C(():ﬁl_e to e:jsure thglr , period. The complaints primarily related to  [result of learning from
(?omp_aln_ an l_ng policy remains in rent and financial matters, communication, |complaints. This meets the
line with its requirements. and complaint handling/customer service. [requirement to produce an
b. a qualitative and quantitative Outcomes included correction of rent annual complaints
\ ; P
analysis of the landlord’s complaint accounts, financial refunds, compensation |performance and service
p p
handling performance. This must payments, and service improvements. Thereimprovement report under the
also include a summary of the types were no Housing Ombudsman Code.
of complaints the landlord has determinations, Complaint Handling Failure
8.1 refused to accept; Orders or maladministration findings during




Yes The annual complaints performance and This meets the requirement for

The annual complaints performance service improvement report for 2025/26 was [governing body scrutiny,

and service improvement report reviewed and scrutinised by the Board of  |publication and publication of

must be reported to the landlord’s Directors (or a representative of t.he Board). the goyerning body's response

governing body (or equivalent) and The Gover.nanc.e fStatement conflrms that |alongside the annual report.
8.2 published on the on the section of the Board is satisfied the report is an

: : . ) accurate and true reflection of the

its website relatlng t’o complaints. organisation's complaint handling service.

The governing body’s response to The report is published alongside the

the report must be published governing body response and a complaints

alongside this. register is maintained as Appendix .

Yes No significant restructure, merger or The organisation carries out
procedural change affecting complaint annual review of complaint
handling occurred during 2025/26. The self- handling arrangements and
assessment has nonetheless been reviewedwould complete a further self-

Landlords must also carry out a self- as part of the annual complaints cycle and |assessment following any
8.3 assessment following a significant updated in light of the 2025/26 complaints [significant organisational
' restructure, merger and/or change performance and service improvement change.
in procedures. report.
. Yes The self-assessment and annual complaints [This provides the Code-
Landlords may be asked to review report are maintained on the organisation's [compliant route for review and
84 and update the self-assessment website. There were no Housing update of the self-assessment
following an Ombudsman Ombudsman investigations, determinations following any Ombudsman
investigation. or findings of non-compliance in 2025/26. |investigation.
The self-assessment will be reviewed and
updated if any future Ombudsman
investigation requires it.
If a landlord is unable to comply with Yes No exceptional circumstances prevented  [This confirms continued
8.5 the Code due to exceptional compliance with the Code during 2025/26. If compliance during the

circumstances, such as a cyber
incident, they must inform the

an exceptional event such as a cyber
incident were ever to affect compliance, the
Ombudsman and residents would be

informed and a timescale for return to

reporting year and sets out the
contingency arrangement
required by the Code.




compliance would be published.




Ombudsman, provide information to
residents who may be affected, and
publish this on their website
Landlords must provide a timescale
for returning to compliance with the
Code.

provide information to
residents who may be
affected and publish this
on our website with a
timescale for returning to
compliance with the Code.




Section 9: Scrutiny & oversight: continuous learning and improvement

Code

Comply:

intelligence to identify issues and
introduce positive changes in service
delivery.

stronger communication with tenants,
enhanced staff training and better
monitoring of complaint timeliness
and escalation.

provision Code requirement Yes / No Evidence Commentary / explanation

Yes The 2025/26 complaints report This demonstrates that
identifies learning from the two complaint outcomes are used to
complaints received, including identify service improvements

Landlords must look beyond the improvements to rent-setting controls, jand address systemic issues
circumstances of the individual complaint m'or.1itoring, commynigation affecting residents.
9.1 complaint and consider whether service and staff training. The organisation
. uses complaint themes to identify
|mprovemeqts can be made as a result wider service improvements and to
of any learning from the complaint. address root causes rather than only
resolving individual cases.

Yes The 2025/26 complaints report shows [This demonstrates a positive
the organisation used complaint complaint handling culture and
outcomes as intelligence to improve the use of complaints to drive
service delivery. The main learning  |service improvement.
points were rent and financial

A positive complaint handling culture is management, communication and

integral to the effectiveness with which complaint handling/customer service,

landlords resolve disputes. Landlords and these were addressed through
9.2 must use complaints as a source of improved rent-setting controls,




Yes The 2025/26 complaints performance [This ensures accountability and
and service improvement report was {transparency by reporting wider
reviewed and scrutinised by the Board|earning and improvements to
of Directors (or a representative of thethe governing body and, where
Board), and the Governance published, to residents and other
Statement confirms that the Board is |stakeholders.

. satisfied the report is an accurate and
ACCO_untab'“ty and trgpsparency are true reflection of the organisation's
also integral to a positive complaint complaint handling service. The report
hand“ng CUIture. Land|0rdS mUSt report is pub“shed a|ongside the governing
9.3 back on wider learning and body response and the complaints
improvements from complaints to register is retained as Appendix I.
stakeholders, such as residents’
panels, staff and relevant committees.
Yes Senior management reviews The organisation uses recurring
, ) complaint data and trends. In 2025/26 themes and trends from
Landlords must appoint a suitably the main themes were rent and complaints to identify systemic
senior lead person as accountable for financial management, issues, serious risks and
their complaint handling. This person communication, and complaint procedures requiring revision.
94 must assess any themes or trends to handling/customer service. These

identify potential systemic issues,
serious risks, or policies and
procedures that require revision.

themes informed service
improvements and training, and
remain under review as part of the
organisation's continuous
improvement cycle.




and improving overall service

quality.

Yes The governing body has appointed a ([This satisfies the requirement for
designated member to oversee a Member Responsible for
complaints. That member receives  |[Complaints to support a positive
regular updates on complaint handlingicomplaint handling culture.

In addition to this a member of the performance, including the volume,
governing body (or equivalent) must be categories, outcomes and service
appointed to have lead responsibility for improvements arising from

95 complaints to support a positive complaints. This provides Board-level

' complaint handling culture. This person oversight of complaint handling

is referred to as the Member culture and performance.
Responsible for Complaints (‘the
MRC’).

Yes The designated member for This ensures the governing body
complaints has access to suitable receives meaningful complaint
information and staff to perform the |performance information and can

The MRC will be responsible for role effectively. The 2025/26 report  |report on findings.
ensuring the governing body receives gr;d Board Scr“t'”fy provide the
regular information on complaints that information base for this oversight.

96 provides insight on the landlord’s

complaint handling performance. This
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 Yes The Board and the Member This ensures the governing body
governing body (or equivalent) must Responsible for Complaints receive [receives the minimum
receive: regular updates on complaint volume, information required by the
a. regular updates on the volume, categpries, outcomes and complaint |Code, including the annual
categories and outcomes of complaints handling performance. For 2025/26 complalpts performance and
alongside complaint handling ’ these updates covered 2 complaints |service improvement report.
) in total, with 1 resolved at Stage 1 and
performance; . ) 1 at Stage 2. There were no Housing
b. regglar reviews of issues and Ombudsman investigations,
9.7 trends arising from complaint determinations or severe
handling; maladministration findings during the
C. regular updates on the outcomes year.
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.
Landlords must have a standard Yes Individual complaint outcomes and  These practices support a
objective in relation to complaint management responses are tracked |collaborative, accountable
handling for all relevant employees or and reported through the annual self- complaint handling culture
third parties that reflects the need to: assessment and complaints across the organisation and its
a. have a collaborative and co- perforlma[]cle repprt. The 2r(])25/§6 third parties.
: . complaints learning was share
operatlye approaph tovyards resolving across the organisation to support
9.8 complaints, working with colleagues collaboration, shared responsibility for

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

shortfalls and adherence to
professional standards in complaint
handling.




as set by any relevant professional
body.

assessment is reported and
scrutinised.

These practices ensure thorough
oversight and accountability,
aligning with the requirements
and enhancing the effectiveness
of the complaints handling
process.
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