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Introduction

While the Council has produced an annual report, relating to its function as a social
landlord for over a decade, this is now a requirement of the Housing Ombudsman’s
Complaint Handling Code which became statutory on 1 April 2024. Itis alsoa
requirement to submit a self-assessment to the Housing Ombudsman and publish a
copy of the self-assessment as part of the annual complaints' performance and service
improvement report on our website. The governing body’s response to the report
must be published alongside this. A copy of the self-assessment is contained in the
final section of this report.

This report provides an analysis of the complaints, compliments and comments
received by the Council during 2024/25 under the Housing Complaints, Compliments
and Comments Procedure (the procedure) /The Housing Ombudsman’s Complaint
Handling Code. The purpose of the report is to identify topics and trends in relation to
complaints; identify areas of organisational learning that have taken place over the
past year because of complaints received and make further recommendations based
on trend data to improve services. The report also seeks to highlight any areas of
good practice and identify topics and trends in relation to comments made by
members of the public so the Council can take action where appropriate to improve
services.

In addition to the statistical information presented in this report itis important to
recognise the work of the Complaints and Information Governance (CIG) Team that
underpins this in terms of promoting an organisational culture in which complaints are
recognised, accepted, owned and resolved as efficiently and as close to the point of
service delivery as possible. This also enables the Council to collect accurate
information on complaints in order to identify topics and trends and improve services
accordingly.

Housing Complaints, Compliments and Comments Procedure

4.

The procedure sets out how the Council will deal with complaints, compliments and
comments received about the Council as a social landlord (as well as in respect of its
ownership and management of leasehold housing).

The procedure has 2 stages. Stage 1is a local resolution stage where we try to resolve
those complaints that cannot be resolved immediately as part of our day-to-day
business. Stage 1 complaints are dealt with locally, that is within the service being
complained about. We aim to resolve most complaints at Stage 1 of the procedure.
Housing Services employs a Housing Complaints Officer to assist with delivery of the
Housing Ombudsman’s Complaint Handling Code.

Stage 2 is a formal investigation stage where complaints will usually be investigated by
the Complaints Investigator or Complaints and Information Governance Manager. We
may also appoint an independent investigating officer.


https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
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The Council has appointed the Complaints and Information Governance Manager in
line with the Code to be accountable for complaint handling. The Complaints and
Information Governance Manager will assess any themes or trends to identify
potential systemic issues, serious risks, or policies and procedures that require
revision.

In addition to this, as required by the Code, the Council has appointed the Assistant
Director, Housing and Revenues as a member of the governing body (or equivalent) to
have lead responsibility for complaints to support a positive complaint handling
culture. This person is referred to as the Member Responsible for Complaints (‘the
MRC’).

Public Information and Accessibility

9.

10.

11.

We are committed to making sure that everyone has equal access to all our services.
To help make sure the Council’s complaints procedures are easily accessible we have
produced two leaflets (one for children and young people and one for adults) covering
all Council services to reflect the single point of access for complainants within the
Council. The leaflets are available in all Council buildings. They have been written in
line with the Plain English Campaign standards. The title is written in the most
commonly used community languages, and it contains details on how to access the
information in other formats, for example, large print, audio and Braille.

Information is available on the Council’s website which contains an electronic form
people can use to make a complaint, pay someone a compliment or pass comment on
Council services. People may make a complaint inany format they wish. This can be
in writing, email, via the web, over the phone, in person or by any other reasonable
means.

The Council can arrange advocates and interpreters (including British Sign Language
interpreters) where appropriate.
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13.

14.
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16.

Complaints Information and Organisational Learning

Overview of Complaints, Compliments and Comments

163

Total Complaints, Compliments and Comments
29

140
98
88
61
55
47
33
21

2020/21 2021/22 2022/23 2023/24 2024/25

B Complaints ® Compliments Comments

Between 1 April 2024 and 31 March 2025 the Council received a total of 163
complaints under the procedure, an increase from 140 in 2023/24. While this increase
canin part be attributed to the additional promotional work undertaken by Housing
Services to highlight the complaints procedure and the launch of the Housing
Ombudsman’s Statutory Complaints Handling Code on 1 April 2024, it also reflects a
national trend with the Housing Ombudsman reporting an unprecedented 474%
increase in complaints between 2019/20 and 2024/25, with complaints about repairs
accounting for 45%.

A total of 27 complaints were considered at Stage 2, a decrease from 30in 2023/24.

The Council received 29 compliments under the procedure, a decrease from 55 in
2023/24.

The Council did not receive any comments under the procedure, as was the casein
2023/24.

The Council did not receive any non-qualifying complaints during 2024/25.
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Complaints by Team
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17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.

28.

29.

30.

31.

Building Surveying received 16 complaints, an increase from 12 in 2023/24. The
identifiable themes were dissatisfaction with delays in completing repairs and poor
communication.

Housing Asset and Compliance received five complaints, anincrease from zero in 2023/24.
There were no identifiable themes.

Contact & Repairs Co-ordination received 25 complaints, a significantincrease from 15 in
2023/24. Again, the identifiable themes were dissatisfaction with delays in completing
repairs and poor communication.

Housing Management received 50 complaints, an increase from 41 in 2023/24. Complaints
concerned dissatisfaction with communication and the support from Housing Management
Officers in relation to neighbour nuisance issues and a variety of other housing matters
including the timeliness and quality of repairs.

Tenancy Enforcement received 22 complaints, an increase from 17 in 2023/24. The
identifiable themes were dissatisfaction with the perceived lack of action in relation to
reports of anti-social behaviour and the attitude/behaviour of Officers towards

complainants.

Electrical Services received three complaints, the same number as in 2023/24. There were
no identifiable themes.

Gas repairs received six complaints, a decrease from 10 in 2023/24. The most common
causes of complaint was people’s dissatisfaction with the timeliness and quality of repairs.

General Trades received 12 complaints, a decrease from 19 complaints in 2023/24. Again,
the most common causes of complaint was people’s dissatisfaction with the timeliness and

quality of repairs.

Planning, Purchasing and Performance received four complaints, a decrease from eight in
2023/24. Complaints mainly concerned issues with booking appointments.

Responsive Repairs received three complaints, an increase from zero in 2023/24.

Voids received one complaint, an increase from zero in 2023/24.

Heating received two complaints, an increase from zero in 2023/24.

Internal Planned Maintenance received one complaint, a decrease from sevenin 2022/23.
Housing Options received three complaints, an increase from one in 2023/24.

Lifeline received seven complaints, an increase from five in 2023/24. There were no
identifiable themes.
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32. Housing Income Management received three complaints, anincrease from zero in
2023/24.
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Compliments by Team
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33. Housing Services received 29 compliments, a significant decrease from 55 in 2023/24.
Comments by Team
34. The Council received zero comments during 2024/25, the same number as in 2023/24.

Complaints by Issue
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35. Five complaints related to charges/fees, anincrease from two in 2023/24.
36. 15 complaints related to communication, a significantincrease from zero in 2023/24.

37. One complaint related to Contracted Services, anincrease from zero in 2023/24.

38. 21 complaints related to decision/assessment, anincrease from 15 in 2023/24.

39. Three complaints related to information, an increase from zero in 2023/24.
40. One complaint related to lack of services, anincrease from zero in 2023/24.

41. One complaint related to policy/procedure, anincrease from zero in 2023/24.

42. There were 104 complaints about service provision, a decrease from 109 in 2023/24.

43. 12 complaints related to staff attitude/behaviour, a decrease from 14 in 2023/24.

10
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44.
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45.

46.

47.

Complaints by Stage

The below graph shows the number of complaints received at each stage of the procedure
during.

163
140
98
88
30 27
16 17
| E 1 3
— — — I

2021/22 2022/23 2023/24 2024/25

M Stage 1 M Stage 2 M Housing Ombudsman

The Council received 163 Stage 1 complaints in 2024/25, a significant increase from 140 in
2023/24.

27 were investigated at Stage 2, a decrease from 30 in 2023/24.

Three complaints were escalated to the Housing Ombudsman in 2024/25, an increase from
one in 2023/24.

11
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Complaints Outcomes

48. The below tables show the decisions reached on complaints received during 2024/25.

Stage 1l

Service Area/Team Inconclusive Not Upheld | Partially Upheld Upheld Withdrawn Total
Income Management 0 1 2 0 0 3
Housing Management Services 0 2 0 1 0 3
Housing Management 0 19 8 4 9 40
Tenancy Enforcement 1 13 1 1 6 22
Contact and Repairs Co-ordination 0 6 3 4 7 20
Housing Options 0 1 2 0 0

Lifeline 0 1 1 1 4

Gas 0 1 2 1 1 5
General trades 1 3 1 3 2 10
Voids 0 1 0 0 0 1
Electrical 0 1 1 1 0 3
Planning, Purchasing & Performance 0 2 1 1 0 4
Internal Planned Maintenance 0 0 1 0 0 1
Heating (IPMteam) 0 0 0 0 2 2
Building Surveying 1 3 7 5 0 16
Housing Asset and Compliance 0 3 2 0 0 5
Building Cleaningand Compliance 0 1 0 0 0 1
Totals 3 58 32 22 31 146
Percentage 2.05% 39.72% 21.91% 15.06% 21.23% 100%

N.B. 18 stage 1 complaints remained open at the time of writing.

12
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Stage 2
Service Area/Team Inconclusive | Not Upheld Partially Upheld Upheld Withdrawn Total
Housing Management 0 2 2 1 0 5
Tenancy Enforcement 0 4 0 0 0 4
General trades 0 0 1 0 0 1
Building Surveying 0 0 3 1 0 4
Housing Asset and Compliance 0 1 0 0 1 2
Totals 0 7 6 2 1 16
Percentage 0% 43.75% 37.5% 12.5% 6.25% 100%

Housing Ombudsman

49. The Housing Ombudsman commenced three investigations during 2024/25.

50. The Housing Ombudsman made a decision in relation to one of those complaint investigations it commenced during 2024/25.

N.B. 11 stage 2 complaints remained open at the time of writing.

51. Full details of any complaints determined by the Housing Ombudsman are included in the Cabinet reports of 9 September 2025 entitled
Review of Outcome of Complaints Made to Ombudsman.

13
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Organisational Learning

52.

All resolution and organisational learning actions identified as a result of complaints are
assigned to a responsible manager and progress against those actions is monitored by the
Complaints and Information Governance Manager. In addition to those actions taken to
resolve individual complaints, a number of service improvements were made following
complaint investigations during 2024/25, some of which are detailed below:

Building Surveying

53.

54.

55.

56.

57.

Following a complaint about the gas servicing process it was agreed the process and letters
would be reviewed with a view to improving communication between teams and tenants
and ultimately the timeliness in which repairs are completed. It was also agreed to discuss
the gas servicing process with the Tenant’s Panel and seek their views on what we could
have done differently.

After receiving a complaint about contractors not being aware of tenant vulnerabilities,
staff were reminded to ensure they are updating the Vulnerability User defined
Characteristic (UDC) on the internal ICT system so that all staff are aware and to include
this information on all orders for contractors where appropriate.

Following a complaint about staff conduct, a staff member was briefed on the appropriate
way to handle conflict and the need to always remain professional.

Housing Services would implement improvements for the roofer's record keeping via
Accuserv (repairs appointment ICT system).

Following a complaint about a lack of information being provided to a tenant after a fire, it
was agreed a post-fire procedure would be written.

Contact and Repairs Co-ordination

58.

59.

60.

Following a complaint about missed issues, staff were reminded of the need to ensure they
read and address all aspects of service requests from tenants to ensure they feel listened
to fully.

Staff were reminded to ensure they are listing all issues mentioned by the tenant when an
inspection is raised. In this instance the tenant had mentioned their floor tiles had lifted,
the rubber door threshold had perished and that they had damp and mould, however, only
a damp and mould inspection ticket was raised.

Following a complaint about delays in a tenant receiving additional keys, the key-cutting

process was reviewed to ensure tenants are aware of the duration to obtain keys and
deliver them.

14
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61.

Gas

62.

After a complaint was received about delays in responding to tenants' queries, staff were
reminded to return phone calls within the 7 working days outlined in the Customer
Standards.

From a complaint about a delay to gas appliances being safety checked in a new tenancy, a
new void process was agreed where the electrical check is completed a week prior to the
gas check & key exchange.

General Trades

63.

64.

Following a complaint about not responding to a tenant's queries in a timely manner, the
team were reminded to check voicemails/ messages and ensure they return any missed
messages following leave/absence.

After a complaint about delays to emergency repairs, staff were reminded that urgent
works need to be rang through to the Planners for an urgent appointment to prevent
further damage occurring.

Housing Management

65.

66.

67.

68.

Following a complaint about a letter received by a tenant, Housing Officers were asked to
make sure they knock on doors when hand delivering letters and ensure the letters are
signed.

Following a complaint about the repairs process, the team were reminded to ensure they
are manually completing any jobs that require follow-on work to prevent any subsequent
reminder letters being sent in error.

Building Surveyors were reminded that they should be liaising with tenants regarding the
outcome of inspections/works involving contractors to ensure a transparent service to
tenants, this was following a complaint about lack of communication after an inspection.

After a complaint about fly-tipping, staff were reminded to ensure that when items are
reported to be fly tipped in communal spaces they arrange for disposal in the firstinstance
to ensure we are working in line with the fire and fire door safety guidelines.

Income Management

69.

Following a complaint about delays to a complaint being logged and subsequently
responded to, Housing Income Management were made aware that the Complaints Team
need consent from a tenant in order to accept a complaint from a third party. They were
reminded that the Housing Services Access to Personal Information form should be
completed, but also that the form required updating to ensure it reflected the more

15
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stringent consent requirements introduced by UK GDPR and those detailed in our Housing
Complaints Procedure.

Performance against the Housing Complaints, Compliments and Comments Procedure
Stage 1l

Proportion of stage one complaints responded to withinthe
Housing Ombudsman’s Complaint Handling Code timescales

100.0%

90.0%

79.9%

80.0%
70.0%
60.0%
50.0%
40.0%
30.0%
20.1%
20.0%

10.0%

0.0%
Target met Target not met
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Stage 2

Proportion of stage two complaints responded to within the
Housing Ombudsman’s Complaint Handling Code timescales

100.0%

88.9%

90.0%
80.0%
70.0%
60.0%
50.0%
40.0%
30.0%

20.0%
11.1%

0.0%

Target met Target not met

70. The Regulator of Social Housing has issued guidance on how to calculate the above,
which means the methodology used now differs from that previously used, and that
currently usedin relation to all other Council complaints. We have applied this same
methodology to the reporting of Housing Ombudsman decisions in this report; however,
we do not intend to adopt it elsewhere.

71. The methodology identifies the percentage of complaints made by tenants during the
reporting year that were responded to in timescale during the reporting year, as opposed
to the overall percentage of complaints responded to in timescale during the reporting
year. Consequently, any complaints received in 2023/24 and responded to in 2024/25
are excluded from the calculation. As are any complaints received in 2024/25 that
remained open after the 31 March 2025.

Further recommendations
72. Housing Services should consider what can be done to reduce complaints about the
timeliness and quality of repairs and poor communication and to improve relationships

between officers and tenants.

73. Housing Services should consider reviewing resources to ensure all stage 1 complaints are
responded to within Housing Ombudsman’s Complaint Handling Code timescales.

74. The Complaints & Information Governance Teamshould consider reviewing resources to

ensure all stage 2 complaints are responded to within Housing Ombudsman’s Complaint
Handling Code timescales.

17
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Housing Ombudsman Code Self-Assessment

75. 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.

76. 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.

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

78. 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 Comply:

. . Commenta
.. Code requirement Evidence v/
provision

Yes / No explanation

A complaint must be defined
as:

‘an expression of
dissatisfaction,
however made, about
the standard of

. . Darlington BC -
service, actions or lack

1.2 of action by the Yes C:r:u; ?ngts See Section 3
landlord, its own staff, fompraints
or those acting on its
behalf, affecting a
resident or group of
residents.’
. The Council has
A residentdoesnothave to
) e adopted the
use the word ‘complaint’ forit .
definition in 1.2
to be treated as such. .
. which does not
Wheneveraresident . ) )
.. . Darlington BC - require a resident
13 expresses dissatisfaction v Housi ; th
) landlords must give them the €s M ° k_Jse € .
complaints complaint. Nor did

choice to make complaint. A
complaintthatis submitted via
a third party or representative
must be handledinline with

our previous
definition. This is
covered in our
training.

18
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the landlord’s complaints
policy.
Landlords must recognise
the difference between a
service request and a
com.plalnt'. This mu:st be set The Council has
out in their complaints
. . . separate and
policy. A service request is a .
) Darlington BC - robust processes
14 request from a resident to Ves Housin in place to
the landlord requiring 4g_ .
action to be taken to put complaints consider requests
something right. Service for serwge and
complaints.
requests are not
complaints, but must be
recorded, monitored and
reviewed regularly.
A complaint must be raised
whenthe resident expresses
dissatisfaction with the
response totheirservice This happens as a
request, evenif the handling Darlington BC - result of _the afore
15 of the service request remains Yes Housing mentloned‘
ongoing. Landlords must not complaints process and is
stop theireffortsto address covered in our
the service requestif the training.
resident complains.
An expression of
dissatisfaction with services
made through a surveyisnot
defined as a complaint, though
whereverpossible, the person
completing the survey should Details of how to
be made aware of how they complain are
16 can pursue a complaintif they Yes included in our
wish to. Where landlords ask Satisfaction
for widerfeedback about their Surveys.
services, theyalso must
provide details of how
residents can complain.
Section 2: Exclusions
qug Code requirement Comply: Evidence Commenta?ry /
provision Yes /No explanation

19
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The Council’s
approach has
always been based
on best practice
Landlords must accepta and we look for
complaint unless there is every reason to
a valid reason not to do accept a complaint,
so. If landlords decide not before deciding it
51 to accept a complaint Yes Darlington BC - does not qualify for
' they must be able to Housing complaints investigating.
evidence their reasoning. Where we decide a
Each complaint must be complaint is non-
considered on its own qualifying we
merits explain our reasons
and advised the
individual of their
right to refer the
matter to the HOS.
A complaints policy must
setout the circumstancesin
which a matterwill notbe
considered as a complaint
or escalated, and these
circumstances must be fair
and reasonable to
residents. Acceptable
exclusionsinclude:
e Theissuegivingriseto
the complaintoccurred
2.2 Zvertwelve months Yes Darlmgton BC._ See Section 7
g0. Housing complaints
e Legal proceedings have
started. Thisis defined
as details of the claim,
such as the Claim Form
and Particulars of Claim,
havingbeen filed at
court.
e Mattersthat have
previously been
considered underthe
complaints policy.
Landlords must accept
complaintsreferred to )
23 | themwithin 12 months of Darlington BC - See Section 7
. . Housing complaints
theissue occurring or the
resident becoming aware of

20
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theissue, unlesstheyare
excluded on othergrounds.
Landlords must consider
whethertoapply discretion
to accept complaints made
outside this time limit
where there are good
reasonsto doso.

2.4

If a landlord decides notto
accept a complaint, an
explanation must be
providedtothe resident
setting outthe reasons why
the matteris not suitable
for the complaints process
and the right to take that
decisiontothe
Ombudsman. If the
Ombudsman does not
agree that the exclusion has
beenfairly applied, the
Ombudsman may tell the
landlord to take on the
complaint.

Yes

Darlington BC -
Housing complaints

Where we decide a
complaint is non-
qualifying we
explain our reasons
and advised the
individual of their
right to refer the
matter to the HOS.

2.5

Landlords must not take a
blanketapproachto
excluding complaints; they
must considerthe individual
circumstances of each
complaint.

Yes

Darlington BC -
Housing complaints

See Section 7

Section 3: Accessibility and Awareness

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary /
explanation

3.1

Landlords must make it
easy for residents to
complain by providing
differentchannels
through which they can
make a complaint.
Landlords must consider
theirdutiesunderthe
Equality Act 2010 and
anticipate the needs and
reasonable adjustments

Yes

Darlington BC -
Housing complaints

Darlington BC -
Complaints
compliments and
comments
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of residents who may
need toaccess the
complaints process.

3.2

Residents must be able to
raise theircomplaintsin
any way and with any
member of staff. All staff
must be aware of the
complaints processand
be able to pass details of
the complainttothe
appropriate person within
the landlord.

Yes

Darlington BC -
Housing complaints

Training provided
to officers.

3.3

High volumes of
complaints must not be
seenasa negative, as
they can be indicative of a
well-publicised and
accessible complaints
process. Low complaint
volumes are potentially a
signthat residents are
unable to complain.

Yes

Darlington BC -
Housing complaints

34

Landlords must make
theircomplaint policy
availableinaclearand
accessible formatforall
residents. This will detail
the two stage process,
what will happen at each
stage, and the timeframes
for responding. The policy
must also be publishedon
the landlord’s website.

Yes

Darlington BC -
Housing complaints

3.5

The policy mustexplain
how the landlord will
publicise details of the
complaints policy,
includinginformation
aboutthe Ombudsman
and this Code.

Yes

Darlington BC -
Housing complaints

See Section 1

3.6

Landlords must give
residents the opportunity
to have a representative
deal with their complaint

Yes

Darlington BC -
Housing complaints

See Section 8
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on theirbehalf, and to be
represented or
accompaniedatany
meetingwith the
landlord.

Landlords must provide
residents with
information ontheirright
to access the
Ombudsman service and

Darlington BC -

See Section 12.
This is also

3.7 Yes Housing complaints included response
how the individual can and extension
engage with the letters
Ombudsman about their
complaint.

Section 4: Complaint Handling Staff

Co,d(,:' Code requirement Comply: Evidence Commentz?ry /
provision Yes / No explanation

Landlords must have a
person or team assigned to
take responsibility for
complaint handling,
includingliaison with the
Ombudsman and ensuring

a1 complaints are reported to Yes Darlington BC - See Section 2.
the governing body (or Housing complaints
equivalent). This Code will
referto that personor
team as the ‘complaints
officer’. Thisrole may bein
addition to otherduties.

The Council’s
Complaints Manager,
The complaints officer Complaints
must have access to staff Investigatorand the
atall levelstofacilitate the Housing Complaints
promptresolution of Officer have access to
complaints. They mustalso staff at all levels to

4.2 have the authority and Yes facilitate the prompt
autonomy to act to resolve resolution of
disputes promptlyand complaints and have
fairly. the authority and

autonomytoact to
resolve disputes
promptly and fairly.
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Landlords are expected to
prioritise complaint
handlingand a culture of
learning from complaints.
All relevant staff must be
suitably trainedinthe

Darlington BC -
Housing complaints

See Section 1 of the
Complaints
Procedure.

The Council’s
culture in respect of
complaints handling

is detailedin its
procedures, annual
reports and its

4.3 importance of complaint Yes reports to its
handling. Itisimportant Darlington BC - Scrutiny
that complaints are seen as Annual reports Committees and
a core service and must be Cabinet. All staff
resourced to handle are suitably trained.
complaints effectively The sufficiency of
resources is subject
to the budget
constraints of the
Local Authority.
Section 5: The Complaint Handling Process
qu? Code requirement Comply: Evidence Commenta'\ry /
provision Yes / No explanation
Landlords must have a single
policyin place fordealing Darlington BC -
with complaints covered by Housing
5.1 this Code. Residents must not Yes complaints See Section 1.2
be treated differently if they
complain.
The early and local resolution
of issues between landlords
and residentsiskeyto
effective complaint handling. Darlington BC -
52 It isnot appropriate to have Yes Housing
extranamed stages (such as complaints
‘stage 0’ or ‘informal
complaint’) as this causes
unnecessary confusion.
A process with more than
two stagesis not acceptable
underany circumstances as Darlington BC -
5.3 this will make the complaint Yes Housing
processundulylongand complaints

delay accessto the
Ombudsman.
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Where a landlord’s complaint
response is handled by athird
party (e.g. acontractor or
independent adjudicator) at
any stage, it must form part Darlington BC -
of the two stage complaints Housing .
>4 process setout inthis Code. Yes complaints) See Section 6.5
Residents must not be
expectedtogothroughtwo
complaints processes.
Landlords are responsiblefor
ensuring thatany third Darlington BC -
5.5 parties handle complaintsin Yes Housing See Section 6.5
line with the Code. complaints
When a complaintislogged
at Stage 1 or escalated to
Stage 2, landlords must set
out theirunderstanding of
the complaintandthe
outcomesthe residentis Darlington BC -
5.6 seeking. The Code will refer Yes Housing See Section 11
to thisas “the complaint complaints
definition”. If any aspect of
the complaintisunclear, the
residentmustbe asked for
clarification.
When a complaintis
acknowledged ateither
stage, landlords must be clear _ We set this out in
which aspects of the Darllngtgn BC - our
5.7 complainttheyare, and are Yes Mﬁ acknowledgment
not, responsibleforand complaints letters
clarify any areas where thisis
not clear.
At each stage of the
complaints process, All complaint
complainthansllers must:. handlers are
3. deal W!th complalnts Darlington BC - appropriately
5.8 on theirmerits, act Yes Housing trained to ensure
' independently, and ) )
have an open mind; complaints complaints are
b. givetheresidenta handled in this
fairchance to set manner.
out theirposition;
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c. take measuresto
address any actual or
perceived conflict of
interest; and

d. considerallrelevant
informationand
evidence carefully.

Where aresponsetoa
complaintwill fall outsidethe
timescales setoutin this
Code, the landlord must

Darlington BC -

The Council informs
the resident the date
by which they can
expect a response in
the extension

comply with the provisions
setout in section 2 of this
Code.

5.9 agree with the resident Yes Housing letter/email. Where
suitable intervals for keeping complaints the resident requires
theminformed about their more frequent
complaint. updates we agree

this on anindividual

basis.
Landlords must make
reasonable adjustmentsfor
residents whereappropriate
underthe Equality Act 2010.
Landlords must keep a record Darlington BC -
of anyreasonable Housing _
5.10 adjustments agreed, as well Yes lai See Section 10
complaints

as a record of any disabilities
aresident hasdisclosed. Any
agreedreasonable
adjustments must be kept
underactive review.

On the rare occasion

we may refuse to

Landlords must not refuse to escalate a complaint,
escalate a complaint through for example where
all stages of the complaints the resident or the
procedure unlessithas valid Council has
reasonsto do so. Landlords Darlington BC - commenced legal

5.11 mustclearly set out these Yes Housing proceedings in
reasons, and they must complaints relation to the

matter being
complained about,
we would explain
this to the resident
in writing and advise
them of their right
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to refer the matter
to the HOS.
A full record must be kept of
the complaint, and the See Section 17 of the
outcomes at each stage. This Complaints
mustinclude the original Procedure.
complaintandthe date This information is
received, all correspondence Darlington BC - held in the Council’s
5.12 with the resident, Yes Housing Complaints
correspondence with other complaints Management
parties, and any relevant Database. Some
supporting documentation information is also
such as reports or surveys. held on the tenancy
record.
Landlords must have
processesin placetoensurea
complaintcan be remedied at
any stage of its complaints Darlington BC -
process. Landlords must :
5.13 ensure appropriate remedies Yes cc%g[;zrms) See Section 13
can be provided atany stage
of the complaints process
withoutthe needfor
escalation.
See Section 16 of the
Complaints
Landlords must have policies Procedure. The
and proceduresin place for Council operates an
managing unacceptable Unreasonably
behaviourfrom residents Persistent
and/ortheirrepresentatives. Darlington BC - Complainants
>.14 Landlords must be able to Yes Housing Procedure and an
evidence reasons for putting complaints Employee Protection
any restrictionsin place and Register to manage
must keep restrictions under unacceptable
regularreview. behaviour from
residents and/or
their
representatives.
Any restrictions placed on Darlington BC -
contact due to unacceptable Housing
behaviour must be complaints
515 proportionate and Yes
demonstrate regard forthe Darlington BC -
provisions of the Equality Act Equality
2010. information
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Section 6: Complaints Stages

Stage 1

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary /
explanation

6.1

Landlords must have
processesin place to
considerwhich complaints
can be respondedtoasearly
as possible, and which
require furtherinvestigation.
Landlords must consider
factors such as the
complexity of the complaint
and whethertheresidentis
vulnerable oratrisk. Most
stage 1 complaints canbe
resolved promptly, and an
explanation, apology or
resolution provided to the
resident

Yes

Darlington BC -
Housing complaints

See Section 11

6.2

Complaints must be
acknowledged, defined and
logged at stage 1 of the
complaints procedure within
five working days of the
complaint being received.

Yes

Darlington BC -
Housing complaints

Darlington BC -
Annual reports

6.3

Landlords mustissue a full
responsetostagel
complaints within 10
working days of the
complaintbeing
acknowledged.

Yes

Darlington BC -
Housing complaints

Darlington BC -
Annual reports

6.4

Landlords mustdecide
whetheran extension to this
timescale isneeded when
consideringthe complexity
of the complaintand then
inform the resident of the
expected timescalefor
response. Any extension
must be no more than 10
working days without good
reason, and the reason(s)

Yes

Darlington BC -
Housing complaints
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must be clearly explained to
the resident.
When an organisation
informsa residentaboutan
extension to these Darlington BC - This is included in
6.5 timescales, they must be Yes Housing complaints our extension
provided with the contact letter/email.
details of the Ombudsman.
A complaintresponse must
be provided to the resident Response are
whenthe answerto the issued when the
complaintis known, not answer FO t_he
when the outstanding complaint is
actions required to address Darlington BC - known. All actions
6.6 the issue are completed. Yes Housing complaints | are allocatedto a
Outstanding actions must responsible officer
still be tracked and actioned and tracked via the
promptly with appropriate Council’s complaint
updates provided to the management
resident. system.
We have template
Landlords mustaddressall response letters
pointsraisedinthe and investigation
complaint definitionand reports which assist
proyifje cIearreaso‘nsforany y Darlington BC - complaints officers
6.7 decisions, referencing the s Housing complaints in ensuring they
relevant policy, law and address all points
good practice where raised in the
appropriate. complaint
definition.
Where residents raise
additional complaints during
the investigation, these must
beincorporatedintothe
stage 1 response if they are
relatedand the stage 1
response has not been This is something
8 issued. Where the s‘tage 1 Yes Darlington BC - we have always
' response has beenissued, Housing complaints done and will
the newissuesare unrelated continue to do.
to theissuesalready being
investigated orit would
unreasonably delay the
response, the new issues
must be loggedasa new
complaint.
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Landlords must confirmthe
followingin writingtothe
resident at the completion of
stage 1 inclear, plain
language:
a. the complaintstage;
b. the complaint
definition;
c. thedecisiononthe
complaint;
d. the reasonsfor any
decisions made;

Darlington BC -

We have template
response letters
and investigation
reports which

6.9 e. the details of any ves Housing complaints ensure this
remedy offered to put information is
thingsright; provided in the

f. details ofany ‘ response.
outstandingactions;
and
g. detailsof howto
escalate the matterto
stage 2 if the
individualis not
satisfied with the
response.
Stage 2
qu? Code requirement Comply: Evidence Commenta.\ry /
provision Yes / No explanation
If all or part of the
complaint is not resolved
J;c;:irs]?arciistl)iearjctsiage 1,it Darlington BC -
6.10 ’ Yes Housing See Section 11
must be progressed to X
stage 2 of the landlord’s complaints
procedure. Stage 2 is the
landlord’s final response.
Requests for stage 2
must be acknowledged,
Gtage 2.of he complaits Darlingon bC - .
6.11 orocedure within five Yes M See Section 11
working days of the complaints
escalation request being
received.
Residents must not be
required to explain their Darlington BC -
6.12 . Yes Housing See Section 11
reasons for requesting a 5
stage 2 consideration. complaints
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Landlords are expected
to make reasonable
efforts to understand
why a resident remains
unhappy as part of its
stage 2 response.
The person considering
the complaint at stage 2 Darlington BC -
6.13 must not be the same Yes Housing See Section 11
person that considered complaints
the complaint at stage 1.
Landlords must issue a
final respc.)ns'e to the Darlington BC -
6.14 stage 2 within 20 Yes Housing See Section 11
working days of the .
complaint being complaints
acknowledged.
Landlords must decide
whether an extension to
this timescale is needed
when considering the
complexity of the
complaint and then
inform the resident of Darlington BC -
6.15 the expected timescale Yes Housing See Section 11
for response. Any complaints
extension must be no
more than 20 working
days without good
reason, and the reason(s)
must be clearly explained
to the resident.
When an organisation
informs a resident about
an extension to these Darlington BC - This is included in our
6.16 timescales, they must be Yes Housing extension
provided with the complaints letter/email.
contact details of the
Ombudsman.
A complaint response Complaint responses
must be provided to the are issued when the
resident when the , answer to the
. Darlington BC - s
6.17 f':mswer to the complaint Yes Housin complamjc is known.
is known, not when the 43. All actions are
outstanding actions complaints allocated to a
required to address the responsible officer
issue are completed. and tracked via the
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Outstanding actions Council’s complaint
must still be tracked and management system.
actioned promptly with

appropriate updates

provided to the

resident.

This is standard
investigative practice
and something we do
in all cases. We have

Landlords must address ! v
. . . template response
all points raised in the
. -~ letter and
complaint definition and . L
. . investigation report
provide clear reasons for Darlington BC -
.. ) templates and good
6.18 any decisions, Yes Housing . . .
; _ investigative practice
referencing the relevant complaints i
) guidance for
policy, law and good . .

. complaints officers to
practice where ,
Abbropriate ensure this happens.

pprop ' Complaints Officers
also receive training
on good investigative
practice.
Landlords must confirmthe
followinginwritingtothe
residentat the completion
of stage 2in clear, plain
language:
a. the complaintstage;
b. the complaint

definition;

c. thedecisiononthe We have template

Cﬁmpla'”t; . response letters and

d. t € reasonsfor any Darlington BC - investigation reports
6.19 decisions made; Yes Housin which ensure this
’ e. thedetails of any 4{5 ) o
remedy offered to put complaints mformatlf)n IS
things right; provided in the
f. detailsofany response.
outstandingactions;
and
g. detailsof howto
escalate the matterto
the Ombudsman
Service ifthe
individualremains
dissatisfied.
Stage 2 is the landlord’s Darlington BC - All officers involved
6.20 final response and must Yes Housing are consulted and the
involve all suitable staff complaints Assistant Director are
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members needed to
issue such a response.

given the opportunity
to comment on the
response/provide any
further evidence that
may lead the
complaints office to a
different conclusion
prior to the response
being sent.

Section 7: Putting thingsright

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary /
explanation

7.1

Where something has gone
wronga landlord must
acknowledge thisand set out
the actionsit has already
taken, or intends to take, to
put things right. These can
include:

e Apologising;

e Acknowledgingwhere
things have gone
wrong;

e Providinganexplanation,
assistance or reasons;

e Takingactionif there has
beendelay;

e Reconsideringor
changinga decision;

e Amendingarecordor
addinga correctionor
addendum;

¢ Providingafinancial
remedy;

e Changingpolicies,
procedures or practices.

Yes

Darlington BC -
Housing complaints

See Section 13

7.2

Any remedy offered must
reflect the impact on the
resident as a result of any
fault identified.

Yes

Darlington BC -
Housing complaints

See Section 13

7.3

The remedy offer must
clearly set out what will
happen and by when, in
agreement with the
resident where
appropriate. Any remedy
proposed must be

Yes

Darlington BC -
Housing complaints

See Section 13 of
the complaints
procedure. All

remedy actions are
allocated to a
responsible officer
and tracked via the
Council’s complaint
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followed through to
completion.

management
system.

7.4

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

Yes

Darlington BC -
Housing complaints

Complaints officers
use the HOS
Guidance on

Remedies.
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Section 8: Self-assessment, reporting and compliance

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary /
explanation

8.1

Landlords must produce an
annual complaints
performance and service
improvementreportfor
scrutiny and challenge,
which mustinclude:

a. theannualself-
assessmentagainst this
Code to ensure their
complaint handling policy
remainsinline withits
requirements.

b. aqualitative and
guantitative analysis of the
landlord’s complaint
handling performance. This
mustalso include a
summary of the types of
complaints the landlord has
refused to accept;

c. any findingsof non-
compliance with this Code
by the Ombudsman;

d. theservice
improvements made as a
resultof the learning from
complaints;

e. any annual reportabout
the landlord’s performance
fromthe Ombudsman; and
f.any otherrelevantreports
or publications produced by
the Ombudsmaninrelation
to the work of the
landlord.

Yes

Darlington BC -
Annual reports

Agenda for Cabinet
on Tuesday, 9th
September, 2025,
5.00 pm Darlington
Borough Council

8.2

The annual complaints
performance and service
improvement report
must be reported to the
landlord’s governing
body (or equivalent) and
published on the on the
section of its website
relating to complaints.
The governing body’s

Darlington BC -
Annual reports

Agenda for Economy
and Resources
Scrutiny Committee
on Thursday, 4th
September, 2025

The annual report
is also considered
by Council Officers
at the Chief Officers
Board.
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response to the report
must be published
alongside this.

Agenda for Cabinet
on Tuesday, 9th
September, 2025,
5.00 pm Darlington
Borough Council

8.3

Landlords must also carry
out a self-assessment
following a significant
restructure, merger
and/or change in
procedures.

Yes

See this document

This is our annual
return and is being
completed shortly
after the recent
restructure of
Housing Services

8.4

Landlords may be asked
to review and update the
self-assessment following
an Ombudsman
investigation.

Yes

8.5

If a landlord is unable to
comply with the Code
due to exceptional
circumstances, such as a
cyber incident, they must
inform the 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.

Yes

Section 9: Scrutiny & oversight: continuous learning and improvement

Co,d? Code requirement Comply: Evidence Commenta?ry /
provision Yes / No explanation
Landlords must look .
) See Section 13 of
beyond the circumstances .
L the complaints
of the individual
complaint and consider procedure. Regular
P ) Darlington BC - reports to the MRC
9.1 whether service Yes . .
. Housing complaints and the annual
improvements can be
report enable the
made as a result of any .
i Council to ensure
learning from the .
i this happens.
complaint.
9.2 A positive complaint Yes Darlington BC - See Section 13 of

handling culture is integral

Housing complaints

the complaints
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to the effectiveness with
which landlords resolve
disputes. Landlords must
use complaints as a
source of intelligence to
identify issues and
introduce positive
changes in service
delivery.

procedure. Regular
reports to the MRC
and the annual
report enable the
Council to ensure
this happens.

Accountability and
transparency are also
integral to a positive
complaint handling
culture. Landlords must
report back on wider

Darlington BC -
Annual reports

Agenda for

Economy and
Resources Scrutiny

Committee on

See Section 14 of
the complaints
procedure. The

report is also

positive complaint
handling culture. This
person is referred to as
the Member Responsible
for Complaints (‘the
MRC’).

Housing complaints

9.3 . Yes Thursday, 4th )
learning and September. 2025 considered by the
improvements from B * Chief Officer’s
complaints to Board and the
P Agenda for Cabinet ,
stakeholders, such as Tenant’s panel.
residents’ panels, staff on Tuesday, 9th
P " September, 2025,
and relevant committees. .
5.00 pm Darlington
Borough Council
Landlords must appoint a
suitably senior lead
person as accountable for
their complaint handling. See Section 1. This
This person must assess ) is the Complaints
b Darlington BC - P .
9.4 any themes or trends to Yes Housing complaints and Information
identify potential systemic 5 2 Governance
issues, serious risks, or Manager
policies and procedures
that require revision.
In addition to this a
member of the governing
body (or equivalent) must
be appointed to have lead
PP _ See Section 1. This
responsibility for i )
complaints to support a Darlington BC - is the Assistant
9.5 Yes Director, Housing

and Revenues
Services
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Darlington BC -
The MRC will be Annual reports
responsible for ensuring
the governing bod Agenda for Regular
g. & Y Asenca fol information is also
receives regular Economy and .
. . . . provided to the
information on complaints Resources Scrutiny
: . - MRC and they have
that provides insight on Committee on remUlar contact
9.6 the landlord’s complaint Yes Thursday, 4th 8 )
X with the
handling performance. September, 2025 .
. Complaints and
This person must have i
. . Information
access to suitable Agenda for Cabinet
. . Governance
information and staff to on Tuesday, 9th Manager
perform this role and September, 2025, ger.
report on their findings. 5.00 pm Darlington
Borough Council
As a minimum, the MRCand
the governingbody (or
equivalent) mustreceive: Darlington BC -
a. regularupdatesonthe
. Annual reports
volume, categories and
outcomes of complaints,
alongside complaint handling Agenda for )
performance; Economy and The MRC receives
b. regularreviewsofissues Resources Scrutiny all of the items
and trends arising from Committee on listed and has
9.7 complainthandling; Yes Thursday, 4th direct access toall
c. regularupdatesonthe September, 2025 officers as the
outcomesofthe relevant Assistant
Ombudsman’s Investigations Agenda for Cabinet Director.
and plro_gress.irr\]ad((ejm e on Tuesday, 9th
complying with orders retate September, 2025,
to severe maladministration -
oo 5.00 pm Darlington
findings; and -
d. annual complaints Borough Council
performance and service
improvement report.
Landlords must have a
standard objectivein
relation to complaint
handlingforall relevant
employees orthird parties
that reflects the needto:
a. haveacollaborative and Darlington BC -
9.8 . Yes . .
co-operative approach Housing complaints
towards resolving
complaints, working with
colleagues across teams and
departments;
b. take collective
responsibility forany
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shortfallsidentified through
complaints, ratherthan
blaming others; and

c. actwithinthe
professionalstandards for
engaging with complaints as
set by any relevant
professional body.
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