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1.Introduction

The law says the Council must comply with the Housing Ombudsman Complaint
Handling Code. This is for complaints about services provided by the Council as a
social landlord (like repairs, rent, estate services and responding to antisocial
behaviour if the person causing it is a Council tenant). This report is about what the
Council is doing to follow the Code and to learn lessons from complaints made to us.

2.Findings of Self-Assessment

Every year we assess how we are meeting the requirements of the Code. The self-
assessment was completed in July 2025 is attached to this report. There are 72
requirements in the Code.

We found these requirements didn’t apply:

8.3 Landlords must carry out a self - assessment following a significant restructure,
merger or change

8.4 Landlords may need to update the self -assessment following an Ombudsman
investigation.

8.5 A landlord unable to comply due to exceptional circumstances, must inform the
Ombudsman

We met 62 requirements, but failed to meet these 7:

Code | Requirement Action

Ref

59 Where a response is late, agree with the | We didn’t always do this last year —
resident suitable intervals for keeping but have added it to our procedure
them informed

6.2 Complaints must be acknowledged, We didn’t always define the
defined and logged at stage 1 within 5 complaint in our acknowledgement
working days letters — but have added it to our

procedure

6.3 A full response to stage 1 complaints Our response times were
must be made within 10 working days of disappointing and we didn’t routinely
the complaint being acknowledged explain to the complainant if an

extension to the deadline was
needed (see 6.15 below) See results

below
6.8 Additional complaints made during the We found one case where this hadn’t
investigation must be incorporated into happened.
the stage 1 response if they are related
and the stage 1 response has not been
issued.
6.11 | Requests for stage 2 must be We didn’t always define the complaint

acknowledged, defined and logged within | in our acknowledgement letters — but
have added it to our procedure




5 working days of the escalation request
being received.

Some of our response times were
disappointing — see below

6.14 | A final response to the stage 2 must be
within 20 working days of the complaint
being acknowledged.

We didn’t do this in a number of cases
— but have added it to our procedure

6.15 | Decide whether an extension to this
timescale is needed when considering
the complexity of the complaint and then
inform the resident of the expected
timescale for response. Any extension
must be no more than 20 working days
without good reason, and the reason(s)
must be clearly explained to the resident.

Our complaint response times in 2024/25 were well below target. We pride
ourselves on all complaints being investigated thoroughly by a senior manager.
Our response letters are often very lengthy, explaining how the case has been
looked into; and relatively few stages 1 complaints and escalated to stage 2.
However, the timeliness of responses was disappointing. The Council’s new
software should help us keep complainants updated, agree extensions as
appropriate and so improve this performance in 2025/26.

The full self-assessment was presented to the Council’'s Housing Committee and
endorsed by the Committee on 17" September 2025. It is attached at Appendix 1.

3.Analysis of our complaint handling performance

In 2024/25 we received and responded to 111 stage 1 complaints, compared with a total of
61 in 2023/24. 81 of the 111 complaints were from Council tenants.

Response times

Number of stage one complaints received 111
Proportion of stage one complaints responded to within target timescales 30%
Outcomes
. Upheld or

Year :‘:’;:‘v'n Upheld [N :a:g | | Total Partly

P P Upheld
2022/23 |0 12 27 9 48 44%
2023/24 | 8 15 28 10 61 41%
2045/25 |1 41 55 14 g Jir | 59%




The most frequently complained about issues were Repairs (28), Damp (9), our
Contractors (6) and neighbourhood issues (6).

Outcomes of Most Frequent Complaints

30
25
20
= Upheld

10 m Partially Upheld
m Not upheld

8) ,-bqf’
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Stage 2 complaints

Not upheld

Partially Upheld

Upheld

TOTAL

Proportion of stage two complaints responded to within
target timescales 40%

N NI AN

For much of 2024/25 we did not record complaints which were not accepted (for
example because there were service requests or duplicates) but our new system
now helps us report on this. The Council’'s Housing Complaints Policy sets out when
a complaint can be reasonably refused.



4.Housing Ombudsman referrals

Cases with the Housing Ombudsman

Date Case Status/Outcome
16.02.24 Antisocial behaviour Decision awaited
08.04.24 | Management Transfer Decision awaited
16.04.24 Damp and mould Closed (outside the HO'’s jurisdiction)
14.01.25 | Antisocial behaviour Decision awaited
18.10.24 | Leaseholder service charges | Decision awaited
23.02.25 | Antisocial behaviour Decision awaited
16.04.25 Repairs Documents sent to HO
29.07.25 Repairs Documents sent to HO
31.07.25 | Repairs Documents sent to HO
27.07.25 Repairs Documents sent to HO

The 4 cases in italics were raised in 2025 but relate to complaints made previously.

Local Government & Social Care Ombudsman Referrals

05.09.24 | Delays to Disabled Facilities | Upheld - £500 compensation paid
Grant work (Council tenant)

Housing Ombudsman Reports

The Housing Ombudsman did not make any judgements against the Council in
2024/25. We regularly note their reports and publications and use them for
training and to improve our services:

There is a new Learning from severe maladministration report every month,
focusing on a different topic, for example Health and Safety, Damp and Mould,
Adaptations and the ‘Big 6’ of Building Safety Compliance Areas. These offer
learning opportunities to help us avoid making similar mistakes.

Spotlight reports focus on a common issue landlords are failing to get right.
Each Report focuses on one topic, for example: Damp and Mould, Noise
Complaints and Complaints about repairs.

Special investigation reports investigate if there is systemic failing. The reports
are then referred to the Regulator of Social Housing. For example Special
Investigation on Hyde Housing Association (Dec 24): Hyde-HA-P49-FINAL.pdf

Insight reports are published every 3 months and provide insight into complaints
data, case studies and key learning points and recommendations for the sector.
Examples of topics covered include Property Condition, Staff Behaviour and
Tenancy Warning Letters.



https://05.09.24

5.Surveys

We send a satisfaction survey out with every response letter. We only had
responses so we cannot draw any conclusions from these.

We emailed an additional survey to 83 resident who complained about a housing
service in 2024/25. The survey was open but we received only 5 responses. The
survey results are attached at Appendix 2.

6.Compensation

The Housing Compensation Policy (2022) sets out that “if discretionary
compensation is appropriate, it is likely to take the form of replacement of items that
have been lost or damaged, agreeing to change procedures and apology. A voucher
may be offered as a good will gesture™ An annual uplift to the maximum levels of
compensation, depending on impact is applied in April each year, subject to CPI in
the preceding September.

We paid compensation to 23 tenants in 2024/25. Payments ranged from £25 to
£365 and the average payment was £141.

7.Improvements

Improvements we are making to services

° We are revising how we ask for feedback from people who have made
complaints, so we get a better response and can use the experience of
complainants to improve our approach.

e  As aresult of the finding by the Local Government and Social Care
Ombudsman, we wrote a new Home Improvement Agency Assistance Policy.
As this is ‘tenure neutral’ it applies to Council tenants too and its
implementation has made the system fairer. Disabled Facilities Grants could
come under the jurisdiction of either Ombudsmen.

. Identifying poor processes has helped us prioritise the implementation of IT
modules which will manage contacts with customers and tasks raised, through
to completion.



e Staff received refresher training on ensuring customers receive a response
to reassure them, pending an update to the issue or request they have
raised.

e Customer Services colleagues received refresher training on contractors
roles and responsibilities.

e The void handover report now needs to identify any works to fences that will
be done after the new tenant moves in, so the fencing policy can be
explained to the new tenant.

Improvements being made to monitoring in 2025/26

e The Council started using a new IT system to manage complaints in 2024.
We are still having to reconcile cases against our manual records but we are
continuing to make modifications to the system so we can better understand
complaints and make improvements to services.

e In previous years we were not able to separately analyse complaints made
by Council tenants. We are now tracking this so we can better reflect the
requirements of the Complaint Handling Code.

e Landlords are responsible for ensuring that complaints handled by
contractors are in line with the Code. We are making arrangements to check
these and to send independent surveys to customers.

Complaints Handling Survey 2025

The survey was sent to 83 residents who complained about a housing service in
2024/25. The survey was open during April and May 2025, but we received only
five responses — as below:



Complaints Handling Survey 2025

The survey was sent to 83 residents who complained about a housing service in 2024/25. The
survey was open from (2 months) but we received only five responses:

1. Onascaleof 1 -5, how easy was it to make a complaint? (1 being easy, 5 being difficult)
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2. If we missed our target of 10 working days to resolve your complaint, did we keep you

{

informed?
@ ves

® No

-

I

80%

3. Were all the points you raised in your complaint addressed in the response you received?
® Yes 1

® Nc r

4. Did you receive clear reasons for the decision?

(&)

® Yes

® ‘¢ 5



5. Was the Council’s decision on your complaint explained clearly?

@ Yes 0

® No 5

100%

6. Did we explain what steps you could take next?

@ Yes 1

20%
® Nc 4 \

80%

7. Didyou complete the feedback form following the complaints process?
® Yes 1

20%
® No 2 \

80%

8. Whatis the reason for not completing the feedback form?

4 rek P 2 2
® Dicrotreceive it 2 25%
@ Dic rot wish to complete the form
@ Did rot have time to comp'ete the form 0
50%
® Other
25%



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

Housing Complaints
Policy 1.3

This definition is incorporated into
our complaints policy. It is available
on our staff intranet and customer
website.

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

Housing Complaints
Policy 2.2, 2.6

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

Yes

Housing Complaints
Policy 2.2




1.5

A complaint must be raised when the
resident expresses dissatisfaction with
the response to their service request,
even if the handling of the service
request remains ongoing. Landlords
must not stop their efforts to address
the service request if the resident
complains.

Yes

Housing Complaints
Policy 2.2

1.6

An expression of dissatisfaction with
services made through a survey is not
defined as a complaint, though
wherever possible, the person
completing the survey should be made
aware of how they can pursue a
complaint if they wish to. Where
landlords ask for wider feedback about
their services, they also must provide
details of how residents can complain.

Yes

Housing Complaints
Policy 2.2

The covering letter of our Tenant
Satisfaction Measures Satisfaction
Survey gave details of how to
make a complaint, survey ‘flags’
raised serious concerns which
were all actioned and some
dissatisfaction was followed up
where permission was given for
this.

The results of our Complaints
Handling Survey (April 2025)
indicate that residents find it easy
to lodge a complaint




Section 2: Exclusions

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

2.l

Landlords must accept a complaint

unless there is a valid reason not to do
so. If landlords decide not to accept a

complaint they must be able to
evidence their reasoning. Each
complaint must be considered on its
own merits

Yes

Housing Complaints
Policy 2.8

2.2

A complaints policy must set out the
circumstances in which a matter will
not be considered as a complaint or
escalated, and these circumstances
must be fair and reasonable to
residents. Acceptable exclusions
include:

+ 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.

Yes

Housing Complaints
Policy 2.8

2.3

Landlords must accept complaints
referred to them within 12 months of

Yes

Housing Complaints
Policy 2.8




the issue occurring or the resident
becoming aware of the issue, unless
they are excluded on other grounds.
Landlords must consider whether to
apply discretion to accept complaints
made outside this time limit where
there are good reasons to do so.

If a landlord decides not to accept a
complaint, an explanation must be
provided to the resident setting out the
reasons why the matter is not suitable

Housing Complaints

for the complaints process and the Policy 2.9
24 | right to take that decision to the Yes _ _
Ombudsman. If the Ombudsman does Housing Complaint
not agree that the exclusion has been Procedure, 1
fairly applied, the Ombudsman may tell
the landlord to take on the complaint.
Landlords must not take a blanket
approach to excluding complaints; they . .
25 Yes Housing Complaints

must consider the individual
circumstances of each complaint.

Policy 2.8




Section 3: Accessibility and Awareness

Code

Comply:

provision Code requirement Yes / No Evidence Commentary / explanation
Outlined on our website are the
various ways customers can
) complain. The Council's two-stage
Landlords must make it easy for complaints process can be
residents to complain by providing accessed by completing the e-form
different channels through which they Housing Complaints on the website, emailing, writing,
can make a complaint. Landlords Policy 2.5 phoning or complaining in person.

3.1 must consider their duties under the Yes
Equality Act 2010 and anticipate the https://www.runnymede.g | Staff will assist any tenants who
needs and reasonable adjustments of ov.uk/housing/housing- need help making a formal
residents who may need to access complaints/2 complaint.
the complaints process.

The results of our Complaints
Handling Survey (April 2025)
indicate that residents find it easy
to lodge a complaint.

] ] . Staff have received training on the
Residents must be able to raise their complaints policy and procedure,
complaints in any way and with any and reminders are issued at All
member of staff. All staff must be Housing meetings.

3.2 aware of the complaints process and Yes Housing Complaints Review of the Complaints Register
be able to pass details of the Policy 3.2 shows that complaints are raised in
complaint to the appropriate person a variety of ways, including staff
within the landlord. completing an internal e-form to log

a complaint on behalf of a customer
High volumes of complaints must not z . The volume of complaints has risen
3.3 be seen as a negative, as they can Yes Housing Complaints and promotion of a culture where

be indicative of a well-publicised and

Policy 2.1

customers can complain, and staff




accessible complaints process. Low
complaint volumes are potentially a
sign that residents are unable to
complain.

see the benefits of assisting in
continuous improvements through
listening to feedback is discussed
at All Housing staff meetings

Landlords must make their complaint
policy available in a clear and
accessible format for all residents.
This will detail the two stage process,

Housing Complaints
Policy

The corporate and Housing-specific

3.4 what will happen at each stage, and Yes Complaints Policy and | complaint policies are available on
the timeframes for responding. The ) Procedure the council's website.
policy must also be published on the https://www.runnymede.g
landlord’'s website. O\f,ukfsay-’complaln'fSJ’Z
Advice about how to make a
The policy must explain how the complaint and contact information
landlord will publicise details of the pr?r'zll?j r_i‘?;g;;?ﬂ*g&:?;’;g?: ;snd
3.5 complaints policy, including Yes Housing Complaints ovi i _
information about the Ombudsman Policy 3.1 in regular correspondence with
and this Code. 3 tenants. Details of the Ombudsmen
is included in the template letters
for complaints.
Landlords must give residents the
opportunity to have a representative Review of the Complaints Register
36 deal with their complaint on their Yes Housing Complaints | shows complaints have been made
: behalf, and to be represented or Policy 2.6 by representatives of complainants.
accompanied at any meeting with the
landlord.
Contact details for the relevant
Landlords must provide residents with 3 Ombudsman are included in all
3.7 information on their right to access Yes Housing Complaints complaint letter templates and

the Ombudsman service and how the

Palicy 3.2

information is provided in tenant
newsletters.




individual can engage with the
Ombudsman about their complaint.




Section 4: Complaint Handling Staff

Code
_provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

4.1

Landlords must have a person or team
assigned to take responsibility for
complaint handling, including liaison
with the Ombudsman and ensuring
complaints are reported to the
governing body (or equivalent). This
Code will refer to that person or team
as the ‘complaints officer’. This role
may be in addition to other duties.

Yes

Housing Complaints
Policy 4.3

The policy outlines that the
Housing Business Development
and Policy Manager has lead
responsibility for complaint
handling. This Officer is also
responsible for liaison with the
Ombudsman. The Corporate Head
of Housing is responsible for
responding to Stage 1 complaints
and the Assistant Chief Executive
(Place) is responsible for
responding to Stage 2 complaints.

42

The complaints officer must have
access fo 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.

Yes

Housing Complaints
Procedure, -
Responsibilities

Housing Complaints
Policy 4.3

The Housing Business
Development and Policy Manager
triages complaints and liaises with

the Corporate Head of Housing
who has overall responsibility for
resolving complaints.

43

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

Housing Complaints
Policy 2.1, 3.2

Staff have received training on the
complaints policy and procedure,
and reminders are issued at All
Housing meetings. Achieving ISO
9001 certification helped promote a
culture of continuous improvement
and learning from feedback
including complaints.




Section 5: The Complaint Handling Process

prg\.?i:?on Code requirement S:sm‘,p'?(; Evidence Commentary / explanation
The Housing Complaints Policy
. : aligns with the Corporate
Comp::a;g::sé:l?‘l.;cy and Complaints Policy, and both share
: the two-stage process and
Landlords must have a single policy https://www.runnymede.go registir.
in place for dealing with complaints v.uk/say/complaints/2
5.1 covetred tg’ this Coé’z-fFESi(:f“th ; Yes All Housing staff receive guidance
must not be treated differently if they . . on the value of learning from
complain. Hot;s;:i\g %031 [;Iaénts complaints to improve services
Yoo se and training on the complaint's
procedure so customers can
effectively raise a complaint with
any member of staff.
The early and local resolution of
issues between landlords and
residents is key to effective complaint ) .
5.2 handling. It is not appropriate to have Yes Housing Complaints
extra named stages (such as ‘stage Policy 2.5, 3.2
0" or ‘informal complaint’) as this
causes unnecessary confusion.
f\ process with more than two stages Housing Complaints
is not acceptable under any Policy . >
53 circumstances as this will make the Yes The Complaints policy has two

complaint process unduly long and
delay access to the Ombudsman.

Complaints Policy and
Procedure

stages.




https://www.runnymede.go
v.uk/say/complaints/2

Where a landlord’s complaint
response is handled by a third party
(e.g. a contractor or independent
adjudicator) at any stage, it must form

Housing Complaints

Contractors are required to adhere

54 part of the two stage complaints Yes Procedure: to the Complaints Policy if
process set out in this Code. Responsibilities handling complaints directly.
Residents must not be expected to go
through two complaints processes.

The Complaints procedure details
Landlords are responsible for Housing Complaints that “If a complaint is made to a
55 ensuring that any third parties handle Yes Procedure: contractor, they will respond to the
complaints in line with the Code. Responsibilities customer on our behalf and
provide regular details of the
complaints.
When a complaint is logged at Stage The Housing Complaints
1 or escalated to Stage 2, landlords Procedure includes an
must set out their understanding of . . acknowledgement template letter
the complaint and the outcomes the Ho;‘rﬂgg dcusgﬂamt which includes a definition of the

56 resident is seeking. The Code will Yes Asknawiod - complaint or a requirement for
refer to this as “the complaint Al -l clarification. The MRC also
definition”. If any aspect of the k3 selects a random sample of
complaint is unclear, the resident response letters to review each
must be asked for clarification. month.

When a complaint is acknowledged at The procedure requires that the
either stage, landlords must be clear complainant receives an

- which aspects of the complaint they Yes Housing Complaint explanation of the reasons the

are, and are not, responsible for and
clarify any areas where this is not
clear.

Procedure

complaint, or any element of it, is
not appropriate for the complaints
process.




5.8

At each stage of the complaints
process, complaint handlers must:

a. deal with complaints on their
merits, act independently, and
have an open mind;

b. give the resident a fair chance

to 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.

Yes

Housing Complaint
Procedure, 4 & 11

The procedure outlines what steps
will be taken when investigating a
complaint and they reflect this
code.

59

Where a response to a complaint will
fall outside the timescales set out in
this Code, the landlord must agree
with the resident suitable intervals for
keeping them informed about their
complaint.

No

Housing Complaints
Policy 2.10, 2.14

Housing Complaint
Procedure no. 6

We pride ourselves on providing a
detailed response to complaints
(and are successful in limiting the
number of complaints escalated
to Stage 2), so despite the policy
and procedure commitments, we
recognise that we do not always
agree with the complainant a
date for their complaint to be
responded to or provide sufficient
updates.

5.10

Landlords must make reasonable
adjustments for residents where
appropriate under the Equality Act
2010. Landlords must keep a record
of any reasonable adjustments
agreed, as well as a record of any
disabilities a resident has disclosed.
Any agreed reasonable adjustments
must be kept under active review.

Yes

Housing Complaints
Policy
2.17,5.2

The corporate register of
complaints records reasonable
adjustments.




Landlords must not refuse to escalate
a complaint through all stages of the
complaints procedure unless it has
valid reasons to do so. Landlords

Housing Complaints

Exclusions are in line with section

sn must clearly set out these reasons, Yes Policy 2.8, 2.16 2 of the CO'EP[g“mS Handling
and they must comply with the ode.
provisions set out in section 2 of this
Code.
A full record must be kept of the Step 2 on the complaint's
complaint, and the outcomes at each procedure flow chart outlines that
stagei This n:’usht in(;:lude the or;gin'ﬂl t onc:e a czc;mp;lalim is Ic:’gge: att .
complaint and the date received, a : . stage 1 or 2, a full record is kept o
correspondence with the resident, Pro?: ;j;gg_(é?gp;a;r;t Hhes the complaint, dates actioned, staff

o g | flawchart In addiion, sinoe the ingoclucion
documentation such as reports or of a corporate complaints register
surveys. in April 2024, the software

facilitates this detailed record
keeping.

Landlords must have processes in
place to ensure a complaint can be A Gl r i
remedied at any stage of its n appropriate remedy can be
complaints progess,gLandlords must Housing Complaints provided at any stage of the

513 ensure appropriate remedies can be Yes Policy 2.15 complaints process without the
provided at any stage of the need for escalation to sta“ge 2orto
complaints process without the need the Ombudsman’.
for escalation.
Landlords must have policies and ; .

514 procedures in place for managing Yes Hous'"gg;;mpla'"ts

’ unacceptable behaviour from 2 1 63'

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.

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

Housing Complaints
Policy
2.16




Section 6: Complaints Stages

Stage 1

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

6.1

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 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.

Yes

Housing Complaints
Policy 2.5

The Housing Business
Development and Policy Manager
triages complaints and liaises with

the Corporate Head of Housing
who has overall responsibility for
resolving complaints.

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.

No

Housing Complaints
Policy 2.10

We comply to most of this section.
Corporate complaints handling
software ensures that all
complaints are automatically
logged and acknowledged at stage
1. However, currently this does not
currently include a definition of the
complaint

6.3

Landlords must issue a full response
to stage 1 complaints within 10
working days of the complaint being
acknowledged.

No

Housing Complaints
Policy 2.10

We pride ourselves on providing a
detailed response to complaints
(and are successful in limiting the
number of complaints escalated to
Stage 2), so despite the policy




commitment, performance on
response times is disappointing

Landlords must decide whether an
extension to this timescale is needed
when considering the complexity of
the complaint and then inform the

Housing Complaints
Policy 2.10

Housing Complaint
Procedure, 8.

We pride ourselves on providing a
detailed response to complaints
(and are successful in limiting the
number of complaints escalated to

6.4 resident of the expected timescale for Yes Stage 2), so despite the policy and
response. Any extension must be no Complaints Policy and procedure commitments, we
more than 10 working days without Procedure recognise that we do not always
good reason, and the reason(s) must https://www.runnymede.g inform the complainant of the
be clearly explained to the resident. ov.uk/say/complaints/2 extended timescale.

p6
When an organisation informs a Notwithstanding 6.4, case records
resident about an extension to these Housing Complaint show that, where complainants

6.5 timescales, they must be provided Yes Procedire. 6. have been informed about an
with the contact details of the ’ extension, they have been provided
Ombudsman. with details of the relevant

Ombudsman.
A complaint response must be
provided to the resident when the . .
answer to the complaint is known, not The procedure outlines that ‘a
when the outstanding actions ) ) response to the complaint wnl@ be

6.6 required to address the issue are g Housing Complaint provided when the answer is
completed. Outstanding actions must Procedure, 14 known, and not when the
still be tracked and actioned promptly outstandlng_ actions required tol
with appropriate updates provided to address the issue are completed'.
the resident.

Landlords must address all points ; ; The template letter provides

6.7 raised in the complaint definition and Yes Png:&T?;fgggg‘g information on what should be

provide clear reasons for any
decisions, referencing the relevant

response letter template

included in the response including
the points in code 6.7.




policy, law and good practice where
appropriate.

The MRC also selects a random
sample of response letters to
review each month.

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.

No

This will be incorporated into a
refreshed procedure (the review of
which was due in April 2025 and
has been slightly delayed).

6.9

Landlords must confirm the following
in writing to the resident at the
completion of stage 1 in clear, plain
language:
a. the complaint stage;
b. the complaint definition;
c. the decision on the complaint;
d. 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.

Yes

Housing Complaint
Procedure Template
Stage 1 Response Letter
pS-10

A sample check of response letters
sent shows this is actioned. The
MRC also selects a random sample
of response letters to review each
month.




Stage 2

Code Comply: - :
provision Code requirement Y& 7 No Evidence Commentary / explanation
The Procedure says “If the
If all or part of the complaint is not . . complaint is not resolved to the
resolved to the resident’s satisfaction Hous;r;gl;ifozm%amts complainant’s satisfaction it will be
6.10 at stage 1, it must be progressed to Vi ¥z progressed to the next stage, to
’ stage 2 of the landlord's procedure. tousing Bomplainis ensure the customer can
Stage 2 is the landlord’s final Procgedure p15 challenge the decision by
response. T correcting any errors or raising any
additional concerns”.
We comply to most of this section.
Requests for stage 2 must be Corporate complaints handling
acknowledged, defined and logged at : : software ensures that all
6.11 stage 2 of the complaints procedure No Houi',r;% f 02:“1p{|)a'ms complaints are automatically
within five working days of the Ve logged and acknowledged at stage
escalation request being received. 2.
This does not currently include a
definition of the complaint
Residents must not be required to Thr? of?égzirsg ?0 ;:T;?:?;sei?m
explain their reasons for requesting a reasons for requesting a stage 2
stage 2 consideration. Landlords are Housing Complaints consideration, rather the Council
6.12 expected to make reasonable efforts Yes Policy 2.13 il e renbonakiy olfors 1
to understand why a resident remains ' understand why a resident
;J:shaopnl;);as partof its stage 2 remains unhappy as part of its
P ' stage 2 response’.
s B : Housing Complaints The Corporate Head of Housing is
6.13 :th :tzggsg %Zt;r:s;:gﬁgzg{rfges:;rgplamt Yes Policy 2.11 responsible for responding to
Stage 1 complaints and the




person that considered the complaint
at stage 1.

Housing Complaints
Procedure, 5, 8.

Assistant Chief Executive (Place)
is responsible for responding to
Stage 2 complaints.

Landlords must issue a final response
to the stage 2 within 20 working

We aspire to comply with this
section.
The Assistant Chief Executive
(Place) is responsible for

6.14 days of the complaint being No responding to Stage 2 complaints.
acknowledged This demonstrates the importance
: attached to effective complaint
handling but can result in target
dates being missed
Landlords must decide whether an 1 . We aspire to comply with this
extension to this timescale is needed Housrl'n?i Cozm 1plamts section. y
when considering the complexity of AL The Assistant Chief Executive
the complaint and then inform the < : (Place) is responsible for
6.15 resident of the expected timescale for No Comp::z,a;gls;dP::::y = responding to Stage 2 complaints.
response. Any extension must be no T LNy L This demonstrates the importance
more than 20 working days without gu.k;'sa i(.:om ¥aints 12‘9 attached to effective complaint
good reason, and the reason(s) must : Y 6 P handling but can result in
be clearly explained to the resident. P unavoidable delays at short notice
Housing Complaints
Policy 2.14
When an organisation informs a Complaints policy outlines that if
resident about an extension to these Complaints Policy and an extension is required the tenant
6.16 timescales, they must be provided Yes Procedure will be provided with the
with the contact details of the Ombudsman’s contact details and
Ombudsman. hitps://www.runnymede.go | this is included on letter templates.
v.uk/say/complaints/2
P6 o
6.17 A complaint response must be Yes Housing Complaints The Corrective Action Log
) provided to the resident when the Procedure (adopted as part of ISO 9001




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.

Complaints Policy and
Procedure
https:/iwww.runnymede.go
v.uk/say/complaints/2
p6,14.

certification) helps track resolution
of outstanding actions.

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

Housing Complaint
Procedure - Stage 2

The template letter in the Housing
Complaint Procedure provides the
information that must be included

618 decisions, referencing the relevant Lo template response letter - c?)gg ??ghﬁﬁ;ﬁégq:;gn;z:ﬁt:fa
ggg?oblrai;eand gead pracicn where =2 random sample of response letters
i to review each month.
Landlords must confirm the following
in writing to the resident at the
completion of stage 2 in clear, plain
language:
B the compiaintdshnlion The template etter in the
c. the dacicion on the corr;plaint' ) ) complaint procedure provides the
d the reasons for any decision s Housing Complaint information that must I_Je included
6.19 made: Yes Procedure and matches the requirements of
. e the details of any remedy SlAgs & Enpils Code 8.18;
; ; R response letter -p11-12 The MRC also selects a random
offered to put things right;
f details of any outstanding sample of response letters to
: ety review each month.
actions; and
g. details of how to escalate the

matter to the Ombudsman
Service if the individual
remains dissatisfied.




Stage 2 is the landlord’s final
response and must involve all

Complaints Procedure

In the stage 2 template response
letter it outlines that ‘this is
Runnymede Councils final

response’.

6.20 : Yes Stage 2 template The Assistant Chief Executive
suitable s;aff rismbers neadedito resgponse letter (Place) is responsible for
e responding to Stage 2 complaints,
indicating the priority given to this
activity.
Section 7: Puiting things right
prg\?ics’?on Code requirement 3:?;9;{; Evidence Commentary / explanation
Where something has gone wrong a
landlord must acknowledge this and set
out the actions it has already taken, or
intends to take, to put things right.
These can include:
. Apologising;
. Acknowledging where things The complaints procedure outlines
have gone wrong; . what must be included in the
71 B Providing an explanation, Yes Complair;tg I?;ocedure, response when the council are at
assistance or reasons; ' fault — these include the bullet
. Taking action if there has been points in code 7.1.
delay;
. Reconsidering or changing a
decision;
. Amending a record or adding a

correction or addendum;
. Providing a financial remedy;




. Changing policies, procedures
or practices.

7.2

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

Yes

Compensation Policy,
4.4

The Compensation procedure
includes an annual uplift based on
interest rates.

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 followed through to
completion.

Yes

Compensation Policy,
41,42, 6.2.

7.4

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

Yes

Compensation Policy,
36




Section 8: Self-assessment, reporting and compliance

Erg\?ig?on Code requirement S:;nfplllyc; Evidence Commentary / explanation
T Landlords must produce an annual
complaints performance and service
improvement report for scrutiny and
challenge, which must include:
a. the annual self-assessment
against this Code to ensure their
complaint handling policy remains in The self-assessment completed in
b 8 qualtative and quanilative i 2024 e pubished on s
analysis of the landlord’s complaint ﬁgﬂ:ﬁ:l sg;ﬂﬁ?&g@gf{:ﬁgfnﬁﬁ?of
handling performance. This must also https://iwww.runnymede.q 9 ’
include a summary of the types of ov.uk/housing/housing- : ;
8.1 complaints the landlord has refused Yes complaints/4 Th:r:zg:gdsﬁfszs;?rﬁmjnzt{gg ks
10 ac0ept . . " X along with the Performance and
C. any findings of non-compliance Housing Complaints Sarvice imerovement Benort Once
with this Code by the Ombudsman; Policy 4.6 approvgd the report apnd .the
d. the service imprcvemgnts committeé's response to the
made as a result of the learning from assessment will be published on
complaints; !
e. any annual report about the nevshsie
landlord’s performance from the
Ombudsman; and
£ any other relevant reports or
publications produced by the
Ombudsman in relation to the work of
the landlord.
The annual complaints performance https://www.runnymede.g ;
8.2 and service improvement report must Yes ov.uk/housing/housing- PL?fi?n:gxigﬁ?g:;Zit(s:e

be reported to the landlord’s complaints/4




governing body (or equivalent) and
published on the on the section of its
website relating to complaints. The
governing body’s response to the
report must be published alongside
this.

Improvement Report 2023/24 is
available on the council website.

Landlords must also carry out a self-
assessment following a significant

Though our organisation has not
experienced a significant
restructure, should this occur, we

&3 restructure, merger and/or change in L will carry out a self-assessment to
procedures. ensure we continue to follow the
Ombudsman's requirements.
Landlords may be asked to review
8.4 and update the self-assessment N/A In this circumstance, we will review
: following an Ombudsman and update our self-assessment.
investigation.
If a landlord is unable to comply with
the Code due to exceptional
circumstances, such as a cyber
gﬁ:%izts::: r;;]rLtI:s\ftit;r;f?::rfgrt:'lztion to Wve:wil. carry oul these-actons,
8.5 . N/A should exceptional circumstances

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

arise.




Section 9: Scrutiny & oversight: continuous learning and improvement

Code " Comply: 2 .
provision Code requirement Yes / No Evidence Commentary / explanation
Landlords must look beyond the
circumstances of the individual : ¢
complaint and consider whether Housing Complaints Ihs Corectiautan Lag
& service improvements can be made as ey Policy 2.4 {aclopied s part of 150 D001
a result of any learing from the certification) tracks improvements.
complaint. o
A positive complaint handling culture is
integral to the effectiveness with which Achieving ISO 9001 certification
landlords resolve disputes. Landlords ; 2 helped promote a culture of
9.2 must use complaints as a source of Yes Housggﬁ?og?amts continuous improvement and
intelligence to identify issues and yob learning from feedback including
introduce positive changes in service complaints.
delivery.
Accountability and transparency are Th:rr]z Il?l ;ﬁg:jr!.grcr:g?;ti‘t?gewam? c
also integral to a positive complaint . S :
< information in the Tenants annual
9.3 ganshnng‘:gg:r; l;:{:]dk::; L Yes Housing Complaints report. It is planned to increase
' ir:cro?.‘ements frgm cgm et Policy 4.6 feedback to staff and residents as
P P : part of moving towards meaningful
stakeholders, such as residents Seriliny 96 e coek TOAS
panels, staff and relevant committees. g cereditation
Landlords must appoint a suitably
senior lead person as accountable for
their complaint handling. This person 5 y s .
9.4 must assess any themes or trends to Yes Housing Complaints Business Development and Policy

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

Policy 4.3

Manager.




9.5

In addition to this a member of the
governing body (or equivalent) must be
appointed 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).

Yes

Housing Complaints
Policy 4.4

Chair of Housing Committee.

9.6

The MRC will be responsible for
ensuring the governing body receives
regular information on complaints that
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.

Yes

Housing Complaints
Policy 4.4

There is regular reporting to MRC
and to Housing committee.

9.7

As a minimum, the MRC and the
governing body (or equivalent) must
receive:

a. regular updates on the volume,
categories and outcomes of
complaints, alongside complaint
handling performance;

b. regular reviews of issues and
trends arising from complaint
handling;

25 regular updates on the
outcomes of the Ombudsman’s
investigations and progress made in
complying with orders related to severe
maladministration findings; and

Yes

Housing Complaints
Policy 4.5

The Performance and
Service Improvement Report will
be presented to Housing
Committee for approval in
September 2025, along with this
assessment and analysis of
complaints during 2024/25.




d. annual complaints performance
and service improvement report.

9.8

Landlords must have a standard
objective in relation to complaint
handling for all relevant employees or
third parties that reflects the need to:
a. have a collaborative and co-
operative approach towards resolving
complaints, working with colleagues
across teams and departments;

b. take collective responsibility for
any shortfalls identified through
complaints, rather than blaming others;
and

G- act within the professional
standards for engaging with complaints
as set by any relevant professional
body.

Yes

Achieving ISO 9001 certification
helped promote a culture of
continuous improvement and
learning from feedback including
complaints.







For all information contained within this document contact:

Runnymede Borough Council
The Civic Centre

Station Road

Addlestone

Surrey KT15 2AH

Tel 01932 838383

email: Listening@runnymede.gov.uk

Wwww.runnymede.gov.uk

Further copies of this publication,
or copies in large print other
formats or languages
can be obtained via the
above contact details.

mSearch: Runnymede Borough Council

—
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	1.lntroduction 
	1.lntroduction 
	The law says the Council must comply with the Housing Ombudsman Complaint Handling Code. This is for complaints about services provided by the Council as a social landlord (like repairs, rent, estate services and responding to antisocial behaviour if the person causing it is a Council tenant). This report is about what the Council is doing to follow the Code and to learn lessons from complaints made to us. 

	2.Findings of Self-Assessment 
	2.Findings of Self-Assessment 
	Every year we assess how we are meeting the requirements of the Code. The self­
	assessment was completed in July 2025 is attached to this report. There are 72 
	requirements in the Code. 
	We found these requirements didn't apply: 
	8.3 
	8.3 
	8.3 
	Landlords must carry out a self -assessment following a significant restructure, merger or change 

	8.4 
	8.4 
	Landlords may need to update the self -assessment following an Ombudsman investigation. 

	8.5 
	8.5 
	A landlord unable to comply due to exceptional circumstances, must inform the Ombudsman 


	We met 62 requirements, but failed to meet these 7: 
	Code Ref 
	Code Ref 
	Code Ref 
	Requirement 
	Action ; 

	5.9 
	5.9 
	Where a response is late, agree with the resident suitable intervals for keeping them informed 
	We didn't always do this last year but have added it to our procedure 
	-


	6.2 
	6.2 
	Complaints must be acknowledged, defined and logged at stage 1 within 5 working days 
	We didn't always define the complaint in our acknowledgement letters but have added it to our procedure 
	-


	6.3 
	6.3 
	A full response to stage 1 complaints must be made within 10 working days of the complaint being acknowledged 
	Our response times were disappointing and we didn't routinely explain to the complainant if an extension to the deadline was needed (see 6.15 below) See results below 

	6.8 
	6.8 
	Additional complaints made during the investigation must be incorporated into the stage 1 response if they are related and the stage 1 response has not been issued. 
	We found one case where this hadn't happened. 

	6.11 
	6.11 
	Requests for stage 2 must be acknowledged, defined and logged within 
	We didn't always define the complaint in our acknowledgement letters but have added it to our procedure 
	-



	2 
	Table
	TR
	5 working days of the escalation request being received. 

	6.14 
	6.14 
	A final response to the stage 2 must be within 20 working days of the complaint being acknowledged. 
	Some of our response times were disappointing see below 
	-


	6.15 
	6.15 
	Decide whether an extension to this timescale is needed when considering the complexity of the complaint and then inform the resident of the expected timescale for response. Any extension must be no more than 20 working days without good reason, and the reason(s) must be clearly explained to the resident. 
	We didn't do this in a number of cases -but have added it to our procedure 


	Our complaint response times in 2024/25 were well below target. We pride ourselves on all complaints being investigated thoroughly by a senior manager. Our response letters are often very lengthy, explaining how the case has been looked into; and relatively few stages 1 complaints and escalated to stage 2. However, the timeliness of responses was disappointing. The Council's new software should help us keep complainants updated, agree extensions as appropriate and so improve this performance in 2025/26. 
	The full self-assessment was presented to the Council's Housing Committee and endorsed by the Committee on 17September 2025. It is attached at Appendix 1. 
	th 

	3.Analysis of our complaint handling performance 
	3.Analysis of our complaint handling performance 
	In 2024/25 we received and responded to 111 stage 1 complaints, compared with a total of 61 in 2023/24. 81 of the 111 complaints were from Council tenants. 
	Response times 
	111 onded to within tar et timescales 30% 
	Figure
	Outcomes 
	Year 
	Year 
	Year 
	Withdrawn 
	-

	Upheld 
	Not upheld 
	Partly upheld 
	Total 
	Upheld or Partly Upheld 

	2022/23 
	2022/23 
	0 
	12 
	27 
	9 
	48 
	44% 

	2023/24 
	2023/24 
	8 
	15 
	28 
	10 
	61 
	41% 

	2045/25 
	2045/25 
	1 
	41 
	55 
	14 
	111 
	59% 


	3 
	The most frequently complained about issues were Repairs (28), Damp (9), our Contractors (6) and neighbourhood issues (6). 
	Outcomes of Most Frequent Complaints 
	30 25 20 
	15 
	■ Upheld 
	10 ■ Partially Upheld 
	Figure

	■ Not upheld 
	Figure

	5 
	I

	0 
	Figure
	Figure
	Stage 2 complaints 
	Not upheld 
	Not upheld 
	Not upheld 
	7 

	Partially Upheld 
	Partially Upheld 
	2 

	Upheld 
	Upheld 
	1 

	TOTAL 
	TOTAL 
	10 

	Proportion of stage two complaints responded to within target timescales 
	Proportion of stage two complaints responded to within target timescales 
	40% 


	For much of 2024/25 we did not record complaints which were not accepted (for example because there were service requests or duplicates) but our new system now helps us report on this. The Council's Housing Complaints Policy sets out when a complaint can be reasonably refused. 
	4 


	4.Housing Ombudsman referrals 
	4.Housing Ombudsman referrals 
	Cases with the Housing Ombudsman 
	Date 
	Date 
	Date 
	Case 
	Status/Outcome 

	16.02.24 
	16.02.24 
	Antisocial behaviour 
	Decision awaited 

	08.04.24 
	08.04.24 
	Management Transfer 
	Decision awaited 

	16.04.24 
	16.04.24 
	Damp and mould 
	Closed (outside the HO's jurisdiction) 

	14.01 .25 
	14.01 .25 
	Antisocial behaviour 
	Decision awaited 

	18.10.24 
	18.10.24 
	Leaseholder service charges 
	Decision awaited 

	23.02.25 
	23.02.25 
	Antisocial behaviour 
	Decision awaited 

	16.04.25 
	16.04.25 
	Repairs 
	Documents sent to HO 

	29.07.25 
	29.07.25 
	Repairs 
	Documents sent to HO 

	31.07.25 
	31.07.25 
	Repairs 
	Documents sent to HO 

	27.07.25 
	27.07.25 
	Repairs 
	Documents sent to HO 


	The 4 cases in italics were raised in 2025 but relate to complaints made previously. Local Government & Social Care Ombudsman Referrals 
	Delays to Disabled Facilities Upheld -£500 compensation paid Grant work Council tenant 
	05.09.24 

	Housing Ombudsman Reports 
	The Housing Ombudsman did not make any judgements against the Council in 2024/25. We regularly note their reports and publications and use them for training and to improve our services: 
	There is a new Learning from severe maladministration report every month, focusing on a different topic, for example Health and Safety, Damp and Mould, Adaptations and the 'Big 6' of Building Safety Compliance Areas. These offer learning opportunities to help us avoid making similar mistakes. 
	Spotlight reports focus on a common issue landlords are failing to get right. Each Report focuses on one topic, for example: Damp and Mould, Noise Complaints and Complaints about repairs. 
	Special investigation reports investigate if there is systemic failing. The reports are then referred to the Regulator of Social Housing. For example Special Investigation on Hyde Housing Association (Dec 24): Hyde-HA-P49-FINAL.pdf 
	Insight reports are published every 3 months and provide insight into complaints data, case studies and key learning points and recommendations for the sector. Examples of topics covered include Property Condition, Staff Behaviour and Tenancy Warning Letters. 
	5 
	5.Surveys 
	5.Surveys 
	We send a satisfaction survey out with every response letter. We only had 
	responses so we cannot draw any conclusions from these. 
	We emailed an additional survey to 83 resident who complained about a housing 
	service in 2024/25. The survey was open but we received only 5 responses. The 
	survey results are attached at Appendix 2. 

	6.Compensation 
	6.Compensation 
	The Housing Compensation Policy (2022) sets out that "if discretionary compensation is appropriate, it is likely to take the form of replacement of items that have been lost or damaged, agreeing to change procedures and apology. A voucher may be offered as a good will gesture"' An annual uplift to the maximum levels of compensation, depending on impact is applied in April each year, subject to CPI in the preceding September. 
	We paid compensation to 23 tenants in 2024/25. Payments ranged from £25 to 
	£365 and the average payment was £ 141. 

	7.lmprovements 
	7.lmprovements 
	Improvements we are making to services 
	• 
	• 
	• 
	We are revising how we ask for feedback from people who have made complaints, so we get a better response and can use the experience of complainants to improve our approach. 

	• 
	• 
	As a result of the finding by the Local Government and Social Care Ombudsman, we wrote a new Home Improvement Agency Assistance Policy. As this is 'tenure neutral' it applies to Council tenants too and its implementation has made the system fairer. Disabled Facilities Grants could come under the jurisdiction of either Ombudsmen. 

	• 
	• 
	Identifying poor processes has helped us prioritise the implementation of IT modules which will manage contacts with customers and tasks raised, through to completion. 


	6 
	• 
	• 
	• 
	Staff received refresher training on ensuring customers receive a response to reassure them, pending an update to the issue or request they have raised. 

	• 
	• 
	Customer Services colleagues received refresher training on contractors roles and responsibilities. 

	• 
	• 
	The void handover report now needs to identify any works to fences that will be done after the new tenant moves in, so the fencing policy can be explained to the new tenant. 


	Improvements being made to monitoring in 2025/26 
	• 
	• 
	• 
	The Council started using a new IT system to manage complaints in 2024. We are still having to reconcile cases against our manual records but we are continuing to make modifications to the system so we can better understand complaints and make improvements to services. 

	• 
	• 
	In previous years we were not able to separately analyse complaints made by Council tenants. We are now tracking this so we can better reflect the requirements of the Complaint Handling Code. 

	• 
	• 
	Landlords are responsible for ensuring that complaints handled by contractors are in line with the Code. We are making arrangements to check these and to send independent surveys to customers. 


	Complaints Handling Survey 2025 
	The survey was sent to 83 residents who complained about a housing service in 2024/25. The survey was open during April and May 2025, but we received only five responses -as below: 
	7 
	Complaints Handling Survey 2025 
	The survey was sent to 83 residents who complained about a housing service in 2024/25. The survey was open from (2 months) but we received only five responses: 
	1. On a scale of 1 -5, how easy was it to make a complaint? (1 being easy, 5 being difficult) 
	2.60 
	2 
	2. If we missed our target of 10 working days to resolve your complaint, did we keep you informed? 
	• Yes 
	Figure
	3. 
	3. 
	3. 
	Were all the points you raised in your complaint addressed in the response you received? 

	4. 
	4. 
	4. 
	Did you receive clear reasons for the decision? 

	• Yes • C 5 

	5. 
	5. 
	Was the Council's decision on your complaint explained clearly? 


	• Yes 
	Figure
	8 
	• Yes • o 5 
	100% 
	6. Did we explain what steps you could take next? 
	• Yes 
	• O 4 
	Figure
	7. Did you complete the feedback form following the complaints process? 
	• Yes • • 0 
	Figure
	8. What is the reason for not completing the feedback form? 
	z 
	• 
	• 
	• 
	D:d o: •·sr o compete :r e or 
	1


	• 
	• 
	:);o ro· ave :i e :o ccrrp ete t ,e fcrl'I" • 0: er 


	Figure
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	Appendix A: Self-assessment form 
	Appendix A: Self-assessment form 
	This self-assessment form should be completed by the complaints officer and ii 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 ii is easily accessible. 
	Section 1: Definition of a complaint 
	Code provision 
	Code provision 
	Code provision 
	Code requirement 
	Comply: Yes/ No 
	Evidence 
	Commentary I explanation 

	1.2 
	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 
	Housing Complaints Policy 1.3 
	This definition is incorporated into our complaints policy. It is available on our staff intranet and customer website. 

	1.3 
	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 
	Housing Complaints Policy 2.2, 2.6 

	1.4 
	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 are not complaints, but must be recorded, monitored and reviewed reaularlv. 
	Yes 
	Housing Complaints Policy 2.2 

	1.5 
	1.5 
	A complaint must be raised when the resident expresses dissatisfaction with the response to their service request, even if the handling of the service request remains ongoing. Landlords must not stop their efforts to address the service request if the resident complains. 
	Yes 
	Housing Complaints Policy 2.2 

	1.6 
	1.6 
	An expression of dissatisfaction with services made through a survey is not defined as a complaint, though wherever possible, the person completing the survey should be made aware of how they can pursue a complaint if they wish to. Where 
	Yes 
	Housing Complaints Policy 2.2 
	The covering letter of our Tenant Satisfaction Measures Satisfaction Survey gave details of how to make a complaint, survey 'flags' raised serious concerns which were all actioned and some dissatisfaction was followed up where permission was given for 

	TR
	landlords ask for wider feedback about their services, they also must provide details of how residents can complain. 
	this. The results of our Complaints Handling Survey (April 2025) indicate that residents find it easy to lodae a comolaint 


	Section 2: Exclusions 
	Code orovision 
	Code orovision 
	Code orovision 
	Code requirement 
	Comply: Yes/ No 
	Evidence 
	Commentary I explanation 

	2. 1 
	2. 1 
	Landlords must accept a complaint unless there is a valid reason not to do so. If landlords decide not to accept a complaint they must be able to evidence their reasoning. Each complaint must be considered on its own merits 
	Yes 
	Housing Complaints Policy 2.8 

	2.2 
	2.2 
	A complaints policy must set out the circumstances in which a matter will not be considered as a complaint or escalated, and these circumstances must be fair and reasonable to residents. Acceptable exclusions include: • The issue giving rise to the complaint occurred over twelve months ago. • 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
	Yes 
	Housing Complaints Policy 2.8 

	2.3 
	2.3 
	Landlords must accept complaints referred to them within 12 months of 
	Yes 
	Housing Complaints Policy 2.8 


	the issue occurring or the resident 
	becoming aware of the issue, unless 
	they are excluded on other grounds. 
	Landlords must consider whether to 
	apply discretion to accept complaints 
	made outside this time limit where 
	there are good reasons to do so. 
	If a landlord decides not to accept a 
	complaint, an explanation must be 
	provided to the resident setting out the 
	reasons why the matter is not suitable 
	for the complaints process and the 
	for the complaints process and the 
	2.4 

	right to take that decision to the 
	Ombudsman. If the Ombudsman does 
	not agree that the exclusion has been 
	fairly applied , the Ombudsman may tell 
	the landlord to take on the complaint. 
	Landlords must not take a blanket 
	approach to excluding complaints; they 2.5 
	must consider the individual circumstances of each complaint. 
	Yes 
	Yes 
	Housing Complaints Policy 2.9 
	Housing Complaint Procedure, 1 
	Housing Complaints Policy 2.8 
	Section 3: Accessibility and Awareness 
	Code orovision 
	Code orovision 
	Code orovision 
	Code requirement 
	Comply: Yes/ No 
	Evidence 
	Commentary I explanation 

	3.1 
	3.1 
	Landlords must make it easy for residents to complain by providing different channels through which they can make a complaint. Landlords must consider their duties under the Equality Act 2010 and anticipate the needs and reasonable adjustments of residents who may need to access the complaints process. 
	Yes 
	Housing Complaints Policy 2.5 https://www.runnymede.g ov. uk/housing/housingcomplaints/2 
	-

	Outlined on our website are the various ways customers can complain. The Council's two-stage complaints process can be accessed by completing the e-form on the website, emailing, writing, phoning or complaining in person. Staff will assist any tenants who need help making a formal complaint. The results of our Complaints Handling Survey (April 2025) indicate that residents find it easy to lodoe a complaint. 

	3.2 
	3.2 
	Residents must be able to raise their complaints in any way and with any member of staff. All staff must be aware of the complaints process and be able to pass details of the complaint to the appropriate person within the landlord. 
	Yes 
	Housing Complaints Policy 3.2 
	Staff have received training on the complaints policy and procedure, and reminders are issued at All Housing meetings. Review of the Complaints Register shows that complaints are ra ised in a variety of ways, including staff completing an internal e-form to log a complaint on behalf of a customer 

	3.3 
	3.3 
	High volumes of complaints must not be seen as a negative, as they can be indicative of a well-publicised and 
	Yes 
	Housing Complaints Policy 2.1 
	The volume of complaints has risen and promotion of a culture where customers can complain, and staff 

	TR
	accessible complaints process. Low 
	see the benefits of assisting in 

	TR
	complaint volumes are potentially a 
	continuous improvements through 

	TR
	sign that residents are unable to 
	listening to feedback is discussed 

	TR
	complain. 
	at All Housing staff meetings 

	3.4 
	3.4 
	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 
	Housing Complaints Policy Complaints Policy and Procedure https://www.runnymede.g ov.uk/say/complaints/2 
	The corporate and Housing-specific complaint policies are available on the council's website. 

	3.5 
	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 
	Housing Complaints Policy 3.1 
	Advice about how to make a complaint and contact information for the relevant Ombudsman is provided in tenant newsletters and in regular correspondence with tenants. Details of the Ombudsmen is included in the template letters for comolaints. 

	3.6 
	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 
	Housing Complaints Policy 2.6 
	Review of the Complaints Register shows complaints have been made by representatives of complainants. 

	3.7 
	3.7 
	Landlords must provide residents with information on their right to access the Ombudsman service and how the 
	Yes 
	Housing Complaints Policy 3.2 
	Contact details for the relevant Ombudsman are included in all complaint letter templates and information is provided in tenant newsletters. 


	individual can engage with the Ombudsman about their complaint. 
	Section 4: Complaint Handling Staff 
	Section 4: Complaint Handling Staff 
	Section 5: The Complaint Handling Process 

	Code provision 
	Code provision 
	Code provision 
	Code requirement 
	Comply: Yes/ No 
	Evidence 
	Commentary I explanation 

	TR
	Landlords must have a person or team 
	The policy outlines that the 

	TR
	assigned to take responsibility for 
	Housing Business Development 

	TR
	complaint handling, including liaison 
	and Policy Manager has lead 

	TR
	with the Ombudsman and ensuring 
	responsibility for complaint 

	4.1 
	4.1 
	complaints are reported to the governing body (or equivalent). This Code will refer to that person or team 
	Yes 
	Housing Complaints Policy 4.3 
	handling. This Officer is also responsible for liaison with the Ombudsman. The Corporate Head 

	TR
	as the 'complaints officer'. This role 
	of Housing is responsible for 

	TR
	may be in addition to other duties. 
	responding to Stage 1 complaints and the Assistant Chief Executive (Place) is responsible for resoondinq to Staqe 2 comolaints. 

	4.2 
	4.2 
	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. 
	Yes 
	Housing Complaints Procedure, Responsibilities Housing Complaints Policy 4.3 
	-

	The Housing Business Development and Policy Manager triages complaints and liaises with the Corporate Head of Housing who has overall responsibility for resolving complaints. 

	4.3 
	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 
	Housing Complaints Policy 2.1, 3.2 
	Staff have received training on the complaints policy and procedure, and reminders are issued at All Housing meetings. Achieving ISO 9001 certification helped promote a culture of continuous improvement and learning from feedback including complaints. 


	Code provision 
	Code provision 
	Code provision 
	Code requirement 
	Comply: Yes I No 
	Evidence 
	Commentary I explanation 

	5.1 
	5.1 
	Landlords must have a single policy in place for dealing with complaints covered by this Code. Residents must not be treated differently if they complain. 
	Yes 
	Complaints Policy and Procedure https://www. runnymede.go v.uk/say/complaints/2 Housing Complaints Policy 3.2, 2.3 
	The Housing Complaints Policy aligns with the Corporate Complaints Policy, and both share the two-stage process and register. All Housing staff receive guidance on the value of learning from complaints to improve services and training on the complaint's procedure so customers can effectively raise a complaint with any member of staff. 

	5.2 
	5.2 
	The early and local resolution of issues between landlords and residents is key to effective complaint handling. It is not appropriate to have extra named stages (such as 'stage o· or 'informal complaint') as this causes unnecessary confusion. 
	Yes 
	Housing Complaints Policy 2.5, 3.2 

	5.3 
	5.3 
	A process with more than two stages is not acceptable under any circumstances as this will make the complaint process unduly long and delay access to the Ombudsman. 
	Yes 
	Housing Complaints Policy Complaints Policy and Procedure 
	The Complaints policy has two stages. 

	TR
	https://www.runnymede.go v. uk/say/com_2Iaints/2 

	5.4 
	5.4 
	Where a landlord's complaint response is handled by a third party (e.g. a contractor or independent adjudicator) at any stage, it must form part of the two stage complaints process set out in this Code. Residents must not be expected to go through two complaints processes. 
	Yes 
	Housing Complaints Procedure: Responsibilities 
	Contractors are required to adhere to the Complaints Policy if handling complaints directly. 

	5.5 
	5.5 
	Landlords are responsible for ensuring that any third parties handle complaints in line with the Code. 
	Yes 
	Housing Complaints Procedure: Responsibilities 
	The Complaints procedure details that "If a complaint is made to a contractor, they will respond to the customer on our behalf and provide regular details of the comR_laints. 

	5.6 
	5.6 
	When a complaint is logged at Stage 1 or escalated to Stage 2, landlords must 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. 
	Yes 
	Housing Complaint Procedure 14., Acknowledgement letter p9 
	The Housing Complaints Procedure includes an acknowledgement template letter which includes a definition of the complaint or a requirement for clarification. The MRC also selects a random sample of response letters to review each month. 

	5.7 
	5.7 
	When a complaint is acknowledged at either stage, landlords must be clear which aspects of the complaint they are, and are not, responsible for and clarify any areas where this is not clear. 
	Yes 
	Housing Complaint Procedure 
	The procedure requires that the complainant receives an explanation of the reasons the complaint, or any element of it, is not appropriate for the complaints process. 

	5.8 
	5.8 
	At each stage of the complaints process, complaint handlers must: a. deal with complaints on their merits, act independently, and have an open mind; b. give the resident a fair chance to 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. 
	Yes 
	Housing Complaint Procedure, 4 & 11 
	The procedure outlines what steps will be taken when investigating a complaint and they reflect this code. 

	5.9 
	5.9 
	Where a response to a complaint will fall outside the timescales set out in this Code, the landlord must agree with the resident suitable intervals for keeping them informed about their complaint. 
	No 
	Housing Complaints Policy 2.10, 2.14 Housing Complaint Procedure no. 6 
	We pride ourselves on providing a detailed response to complaints (and are successful in limiting the number of complaints escalated to Stage 2), so despite the policy and procedure commitments, we recognise that we do not always agree with the complainant a date for their complaint to be responded to or provide sufficient uodates. 

	5.10 
	5.10 
	Landlords must make reasonable adjustments for residents where appropriate under the Equality Act 2010. Landlords must keep a record of any reasonable adjustments agreed, as well as a record of any disabilities a resident has disclosed. Any agreed reasonable adjustments must be kept under active review. 
	Yes 
	Housing Complaints Policy 2.17, 5.2 
	The corporate register of complaints records reasonable adjustments. 

	5.11 
	5.11 
	Landlords must not refuse to escalate a complaint through all stages of the complaints procedure unless it has valid reasons to do so. Landlords must clearly set out these reasons, and they must comply with the provisions set out in section 2 of this Code. 
	Yes 
	Housing Complaints Policy 2.8, 2.16 
	Exclusions are in line with section 2 of the Complaints Handling Code. 

	5.12 
	5.12 
	A full record must be kept of the complaint, and the outcomes at each stage. This must include the original complaint and the date received , all correspondence with the resident, correspondence with other parties, and any relevant supporting 
	Yes 
	Housing Complaint Procedure step 2 on the flowchart 
	-

	Step 2 on the complaint's procedure flow ch art outlines that once a complaint is logged at stage 1 or 2, a full record is kept of the complaint, dates actioned, staff responsible and response. In addition, since the introduction 

	TR
	documentation such as reports or SUNeys. 
	of a corporate complaints register in April 2024, the software facilitates this detailed record keenina. 

	5.13 
	5.13 
	Landlords must have processes in place to ensure a complaint can be remedied at any stage of its complaints process. Landlords must ensure appropriate remedies can be provided at any stage of the complaints process without the need for escalation. 
	Yes 
	Housing Complaints Policy 2.15 
	"An appropriate remedy can be provided at any stage of the complaints process without the need for escalation to stage 2 or to the Ombudsman". 

	5.14 
	5.14 
	Landlords must have policies and procedures in place for managing unacceptable behaviour from residents and/or their reoresentatives. 
	Yes 
	Housing Complaints Policy 2.16 

	TR
	Landlords must be able to evidence reasons for putting any restrictions in place and must keep restrictions under regular review. 

	5.15 
	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 
	Housing Complaints Policy 2.16 


	Section 6: Complaints Stages 
	Section 6: Complaints Stages 
	Stage 1 
	Code orovision 
	Code orovision 
	Code requirement 

	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 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. 
	Complaints must be acknowledged, defined and logged at stage 1 of the complaints procedure within five being received. 
	working daJls of the com~laint 

	Landlords must issue a full response to stage 1 complaints within 1 O working daJls of the complaint being acknowledged. 
	Comply: Yes I No 
	Yes 
	No 
	No 
	Evidence 
	Evidence 
	Evidence 
	Commentary I explanation 

	Housing Complaints Policy 2.5 
	Housing Complaints Policy 2.5 
	The Housing Business Development and Policy Manager triages complaints and liaises with the Corporate Head of Housing who has overall responsibility for resolving complaints. 


	Housing Complaints Policy 2.10 
	Housing Complaints Policy 2.10 
	We comply to most of this section. Corporate complaints handling software ensures that all complaints are automatically logged and acknowledged at stage 1. However, currently this does not currently include a definition of the complaint We pride on providing a detailed response to complaints (and are successful in limiting the number of complaints escalated to Staqe 2), so desoite the policy 
	ourselves 

	6.4 6.5 6.6 6.7 
	6.4 6.5 6.6 6.7 
	6.4 6.5 6.6 6.7 
	Landlords must decide whether an extension to this timescale is needed when considering the complexity of the complaint and then inform the resident of the expected timescale for response. Any extension must be no more than 10 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 timescales, they must be provided with the contact details of the Ombudsman. A complaint response must be provided to the 
	Yes Yes Yes Yes 
	Housing Complaints Policy 2.10 Housing Complaint Procedure, 6. Complaints Policy and Procedure https://www.runnymede.g ov. uk/say/complaints/2 p6 Housing Complaint Procedure, 6. Housing Complaint Procedure, 14 Housing Complaint Procedure Stage 1 response letter template 
	-

	commitment, performance on response times is disaooointina We pride ourselves on providing a detailed response to complaints (and are successful in limiting the number of complaints escalated to Stage 2), so despite the policy and procedure commitments, we recognise that we do not always inform the complainant of the extended timescale. Notwithstanding 6.4, case records show that, where complainants have been informed about an extension, they have been provided with details of the relevant Ombudsman. The pr

	6.8 6.9 
	6.8 6.9 
	policy, law and good practice where appropriate. Where residents raise additional complaints during the investigation, these must be incorporated into the stage 1 response if they 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 ii would unreasonably delay the response, the new issues must be logged as a new complaint. Landlords must confirm the following in writing to the resident a
	No Yes 
	Housing Complaint Procedure Template Stage 1 Response Letter p9-10 
	The MRC also selects a random sample of response letters to review each month. This will be incorporated into a refreshed procedure (the review of which was due in April 2025 and has been slightly delayed). A sample check of response letters sent shows this is actioned. The MRC also selects a random sample of response letters to review each month. 


	Stage 2 
	Code provision 
	Code provision 
	Code provision 
	Code requirement 
	Comply: Yes I No 
	Evidence 
	Commentary I explanation 

	6.10 
	6.10 
	If all or part of the complaint is not resolved to the resident's satisfaction at stage 1, it must be progressed to stage 2 of the landlord's procedure. Stage 2 is the landlord's final response. 
	Yes 
	Housing Complaints Policy 2.13 Housing Complaints Procedure, 15. 
	The Procedure says "If the complaint is not resolved to the complainant's satisfaction it will be progressed to the next stage, to ensure the customer can challenge the decision by correcting any errors or raising any additional concerns". 

	6.11 
	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. 
	No 
	Housing Complaints Policy 2.10 
	We comply to most of this section. Corporate complaints handling software ensures that all complaints are automatically logged and acknowledged at stage 2. This does not currently include a definition of the complaint 

	6.12 
	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 
	Housing Complaints Policy 2.13 
	The Policy says, "Residents are not required to explain their reasons for requesting a stage 2 consideration, rather the Council will make reasonable efforts to understand why a resident remains unhappy as part of its staoe 2 response". 

	6.13 
	6.13 
	The person considering the complaint at stage 2 must not be the same 
	Yes 
	Housing Complaints Policy 2.11 
	The Corporate Head of Housing is responsible for responding to StaQe 1 complaints and the 

	TR
	person that considered the complaint at stage 1. 
	Housing Complaints Procedure, 5, 8. 
	Assistant Chief Executive (Place) is responsible for responding to Stage 2 complaints. 

	6.14 
	6.14 
	Landlords must issue a final response to the stage 2 within 20 working days of the complaint being acknowledged. 
	No 
	We aspire to comply with this section. The Assistant Chief Executive (Place) is responsible for responding to Stage 2 complaints. This demonstrates the importance attached to effective complaint handling but can result in target dates beina missed 

	6.15 
	6.15 
	Landlords must decide whether an extension to this timescale is needed when considering the complexity of the complaint and then inform the resident of the expected timescale for response. Any extension must be no more than 20 working days without good reason, and the reason(s) must be clearly explained to the resident. 
	No 
	Housing Complaints Policy 2.14 Complaints Policy and Procedure https://www.runnymede.go v. uk/say/complaints/2 p6 
	We aspire to comply with this section. The Assistant Chief Executive (Place) is responsible for responding to Stage 2 complaints. This demonstrates the importance attached to effective complaint handling but can result in unavoidable delays at short notice 

	6.16 
	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 
	Housing Complaints Policy 2.14 Complaints Policy and Procedure https://www.runnymede.go v.uk/say/complaints/2 P6 
	Complaints policy outlines that if an extension is required the tenant will be provided with the Ombudsman's contact details and this is included on letter templates. 

	6.17 
	6.17 
	A complaint response must be provided to the resident when the 
	Yes 
	Housing Complaints Procedure 
	The Corrective Action Log (adopted as part of ISO 9001 


	answer to the complaint is known, not 
	answer to the complaint is known, not 
	answer to the complaint is known, not 
	certification) helps track resolution 

	when the outstanding actions 
	when the outstanding actions 
	Complaints Policy and 
	of outstanding actions. 

	required to address the issue are 
	required to address the issue are 
	Procedure 

	completed. Outstanding actions must 
	completed. Outstanding actions must 
	https://www.runnymede.go 

	still be tracked and actioned promptly 
	still be tracked and actioned promptly 
	v.uk/say/complaints/2 

	with appropriate updates provided to 
	with appropriate updates provided to 
	p6,14. 

	the resident. 
	the resident. 

	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. 
	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 
	Housing Complaint Procedure -Stage 2 template response letter 11-12 
	-

	The template letter in the Housing Complaint Procedure provides the information that must be included and matches the requirements of code 6.18. The MRC also selects a random sample of response letters to review each month. 


	Landlords must confirm the following in writing to the resident at the completion of stage 2 in clear, plain language: 
	a. 
	a. 
	a. 
	the complaint stage; 

	b. 
	b. 
	the complaint definition; 

	c. 
	c. 
	the decision on the complaint; 

	d. 
	d. 
	the reasons for any decisions 

	TR
	made; 

	e. 
	e. 
	the details of any remedy 


	offered to put things right; 
	f. 
	f. 
	f. 
	details of any outstanding actions; and 

	g. 
	g. 
	details of how to escalate the matter to the Ombudsman Service if the individual 


	remains dissatisfied. 
	Yes 
	Housing Complaint Procedure Stage 2 template response letter-p11-12 
	The template letter in the complaint procedure provides the information that must be included and matches the requirements of code 6.18. The MRC also selects a random sample of response letters to review each month. 
	6.20 
	6.20 
	6.20 
	Stage 2 is the landlord's final response and must involve all suitable staff members needed to issue such a response. 
	Yes 
	Complaints Procedure Stage 2 template response letter 
	In the stage 2 template response letter it outlines that 'this is Runnymede Councils final response'. The Assistant Chief Executive (Place) is responsible for responding to Stage 2 complaints, indicating the priority given to this activity. 


	Section 7: Putting things right 
	Code provision 
	Code provision 
	Code provision 
	Code requirement 
	Comply: Yes I No 
	Evidence 
	Commentary I explanation 

	7.1 
	7.1 
	Where something has gone wrong a landlord must acknowledge this and set out the actions it has already taken, or intends to take, to put things right. These can include: . Apologising; . Acknowledging where things have gone wrong;. Providing an explanation, assistance or reasons; 
	Yes 
	Complaints Procedure, 10, 11 
	The complaints procedure outlines what must be included in the response when the council are at fault these include the bullet 
	-


	TR
	. Taking action if there has been delay; . Reconsidering or changing a decision;. Amending a record or adding a correction or addendum; . Providina a financial remedy; 
	points in code 7 .1. 

	TR
	. Changing policies, procedures or practices. 

	7.2 
	7.2 
	Any remedy offered must reflect the impact on the resident as a result of anv fault identified. 
	Yes 
	Compensation Policy, 4.4 
	The Compensation procedure includes an annual uplift based on interest rates. 

	7.3 
	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 followed through to completion. 
	Yes 
	Compensation Policy, 4.1, 4.2, 6.2. 

	7.4 
	7.4 
	Landlords must take account of the guidance issued by the Ombudsman when deciding on appropriate remedies. 
	Yes 
	Compensation Policy, 3.6 


	Section 8: Self-assessment, reporting and compliance 
	Code orovision 
	Code orovision 
	Code requirement 

	Landlords must produce an annual complaints performance and service improvement report for scrutiny and challenge, which must include: 
	a. 
	a. 
	a. 
	the annual self-assessment against this Code to ensure their complaint handling policy remains in line with its requirements. 

	b. 
	b. 
	a qualitative and quantitative analysis of the landlord's complaint handling performance. This must also include a summary of the types of complaints the landlord has refused to accept; 

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

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

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

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


	The annual complaints performance and service improvement report must be re □ orted to the landlord's 
	Comply: Yes I No 
	Comply: Yes I No 
	Comply: Yes I No 
	Evidence 

	Yes 
	Yes 
	htt12s://www.runnymede.g ov. uk/housing/housingcom12Iaints/4 Housing Complaints Policy 4.6 
	-


	Yes 
	Yes 
	https://www.runnymede.g ov.uk/housing/housingcomolaints/4 
	-



	Commentary I explanation 
	The self-assessment completed in June 2024 was published on the Council's website and presented to Housing committee for information. 
	The current self-assessment will be presented in September 2025, along with the Performance and Service Improvement Report. Once approved, the report and the committee's response to the assessment will be published on the website 
	The annual Complaints Performance and Service 
	Table
	TR
	governing body (or equivalent) and published on the on the section of its website relating to complaints. The governing body's response to the report must be published alongside this. 
	Improvement Report 2023/24 is available on the council website. 

	8.3 
	8.3 
	Landlords must also carry out a self-assessment following a significant restructure, merger and/or change in procedures. 
	N/A 
	Though our organisation has not experienced a significant restructure, should this occur, we will carry out a self-assessment to ensure we continue to follow the Ombudsman's requirements. 

	8.4 
	8.4 
	Landlords may be asked to review and update the self-assessment following an Ombudsman investiqation. 
	N/A 
	In this circumstance, we will review and update our self-assessment. 

	8.5 
	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. 
	N/A 
	We will carry out these actions, should exceptional circumstances arise. 


	Section 9: Scrutiny & oversight: continuous learning and improvement 
	Code provision 9.1 
	Code provision 9.1 
	Code provision 9.1 
	Code requirement 
	Comply: Yes I No 
	Evidence 
	Commentary I explanation 

	Landlords must look beyond the circumstances of the individual complaint and consider whether service improvements can be made as a result of any learning from the 
	Landlords must look beyond the circumstances of the individual complaint and consider whether service improvements can be made as a result of any learning from the 
	Yes 
	Housing Complaints Policy 2.4 
	The Corrective Action Log (adopted as part of ISO 9001 certification) tracks improvements. 

	9.2 
	9.2 
	complaint. A positive complaint handling culture is integral 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 deliverv. 
	Yes 
	Housing Complaints Policy 2.1 
	Achieving ISO 9001 certification helped promote a culture of continuous improvement and learning from feedback including complaints. 

	9.3 
	9.3 
	Accountability and transparency are also integral to a positive complaint handling culture. Landlords must report back on wider learning and improvements from complaints to stakeholders, such as residents' panels, staff and relevant committees. 
	Yes 
	Housing Complaints Policy 4.6 
	There is regular reporting to MRC and Housing committee, and information in the Tenants annual report. It is planned to increase feedback to staff and residents as part of moving towards meaningful scrutiny as we seek TPAS accreditation. 

	9.4 
	9.4 
	Landlords must appoint a suitably senior lead person as accountable for their complaint handling. This person must assess any themes or trends to identify potential systemic issues, serious risks, or policies and orocedures that reauire revision. 
	Yes 
	Housing Complaints Policy 4.3 
	Business Development and Policy Manager. 

	9.5 
	9.5 
	In addition to this a member of the governing body (or equivalent) must be appointed 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'\. 
	Yes 
	Housing Complaints Policy 4.4 
	Chair of Housing Committee. 

	9.6 
	9.6 
	The MRC will be responsible for ensuring the governing body receives regular information on complaints that 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 findinas. 
	Yes 
	Housing Complaints Policy 4.4 
	There is regular reporting to MRC and to Housing committee. 

	9.7 
	9.7 
	As a minimum, the MRC and the governing body (or equivalent) must receive: a. regular updates on the volume, categories and outcomes of complaints, alongside complaint handling performance; b. regular reviews of issues and trends arising from complaint 
	Yes 
	Housing Complaints Policy 4.5 
	The Performance and Service Improvement Report will be presented to Housing Committee for approval in September 2025, along with this 

	TR
	handling; C. regular updates on the outcomes of the Ombudsman's investigations and progress made in complying with orders related to severe maladministration findinos; and 
	assessment and analysis of complaints during 2024/25. 


	d. 
	d. 
	d. 
	annual complaints performance . Landlords must have a standard objective in relation to complaint handling for all relevant employees or third parties that reflects the need to: 
	and service improvement report


	a. 
	a. 
	have a collaborative and cooperative approach towards resolving complaints, working with colleagues across teams and departments; 
	-


	b. 
	b. 
	take collective responsibility for any shortfalls identified through complaints, rather than blaming others; and 

	c. 
	c. 
	act within the professional standards for engaging with complaints as set by any relevant professional body. 


	Achieving ISO 9001 certification helped promote a culture of Yes 
	continuous improvement and learning from feedback including complaints. 
	Figure


	For all information contained within this document contact: 
	For all information contained within this document contact: 
	Runnymede Borough Council The Civic Centre Station Road Addlestone Surrey KT15 2AH 
	Tel 01932 838383 
	email: Listening@runnymede.gov.uk 
	www.runnymede.gov.uk 
	www.runnymede.gov.uk 

	Further copies of this publication, or copies in large print other formats or languages can be obtained via the above contact details. 
	fmsearch: Runnymede Borough Council 
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