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
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Section 2: Exclusions

Code Comply:
rovision

Code requirement Evidence Commentary / explanation

Yes / No










Section 3: Accessibility and Awareness

Code Comply:
provision

Code requirement Evidence Commentary / explanation

Yes / No










Section 4: Complaint Handling Staff

Code , Comply: , .




Section 5: The Complaint Handling Process

Code Comply:

rovision Code requirement Yes / No Evidence Commentary / explanation




Where a landlord’s complaint response

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

processes.

Landlords are responsible for ensuring
that any third parties handle complaints
in line with the Code.

When a complaint is logged at Stage 1
or escalated to Stage 2, landlords mus
set out their understanding of the
complaint and the outcomes the
resident is seeking. The Code will refe
to this as “the complaint definition”. If
any aspect of the complaint is unclear,




When a complaint is acknowledged at
either stage, landlords must be clea
hich aspects of the complaint they
are, and are not, responsible for and
clarify any areas where this is not

Where a response to a complaint will

Code, the landlord must agree with the
resident suitable intervals for keeping
them informed about their complaint.

Landlords must make reasonable
adjustments for residents where




appropriate under the Equality Ac
2010. Landlords must keep a record of
any reasonable adjustments agreed, as

ell as a record of any disabilities a
resident has disclosed. Any agreed
reasonable adjustments must be kep
under active review.

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 the
must comply with the provisions set ou




A full record must be kept of the
complaint, and the outcomes at each

complaint and the date received, all
correspondence with the resident,
correspondence with other parties, and
any relevant supporting documentation
such as reports or surveys.

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
ithout the need for escalation.

Landlords must have policies and
procedures in place for managing
unacceptable behaviour from residents
and/or their representatives. Landlords
must be able to evidence reasons fo
putting any restrictions in place and
restrictions under regula




Section 6: Complaints Stages

Stage 1
Code Code requirement Comply: Evidence Commentary / explanation
provision Yes / No

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

hether 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
days of the complaint being

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

Landlords must decide whether an

hen 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,

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

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.

Landlords must address all points
raised in the complaint definition and
provide clear reasons for any decisions,
referencing the relevant policy, law and
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 it would unreasonably




delay the response, the new issues
must be logged as a new complaint.

Stage 2
Code . Comply: . ,
rovision Code requirement Yes / No Evidence Commentary / explanation




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

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

hen 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.




When an organisation informs a
resident about an extension to these

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.

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

referencing the relevant policy, law and
practice where appropriate.




Section 7: Putting things right

Code . Comply: . .







Section 8: Self-assessment, reporting and compliance

Code . Comply: . :







Section 9: Scrutiny & oversight: continuous learning and improvement

Code . Comply: . ,










