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6.   Recommendations 

6.1  Members are asked to note the content of the report. 

 



 

       
 

 

 

 

         

       
 

 
 

   
 

 

 

 

 

 

 

 

 

 
 

   
 

 

 

 

 

 

 

 

 

 
 

   
 

 

 

 

 

 

 

 

 

 
 

    
 

 

 

 

 

 

 

 
 

       
 

 
 

    
 

 
  

 

 
 

         



       
 

 

 

 

         

 
 

       

         

 

 

 

 

         

   
 

 

 

 

 

 

 

 

 

 
 

   
 

 

 

 

 

 

 

 

 

 
 

   
 

 

 

 

 

 

 

 

 

 
 

   
 

 

 

 

 

 

 

 

 

 
 



 
 

 
 

 
 

 
 

 
 

   

   

   

   

   

   

   

 

 
 

 
 

 
 



 
 

 
 

 
 

 
 

 
 

 
 
RELEVANT LEGISLATION & STANDARD 

 
  
  
  

 



 

 

  
 

 

  
 Housing Ombudsman Self-Assessment 2024/25 and Complaints 

Performance 2024/25 
  

 
 

This paper presents the Board with two key items relating to our complaints 
handling performance and regulatory compliance with the Housing 
Ombudsman Service requirements for the 2024/25 financial year. 

  
  

  
 

 
  

 This paper presents three critical items for Board consideration to ensure 
continued compliance with Housing Ombudsman requirements: 
 
1. Housing Ombudsman Self-Assessment 2024/25 - Completed 
assessment confirming full compliance with all Code provisions across nine 
key areas. 

2. Updated Complaints Policy - Revised policy incorporating Housing 
Ombudsman feedback from 2023/24 review, requiring Board approval for 
implementation. 

3. Annual Complaints Performance 2024/25 - Board response to 
complaints performance 

  

 
 

  
  

  

 

 

  

 

 
 

  
  

  
    

  

 
 

  
  

 
  

 



1.  
This paper presents the Board with three key items relating to our complaints handling 
performance and regulatory compliance with the Housing Ombudsman Service 
requirements for the 2024/25 financial year. 

 
 

  
 Under the Housing Ombudsman's Complaint Handling Code, landlords must: 

 Complete an annual self-assessment against the Code requirements 

 Publish an annual complaints performance and service improvement report and 
ensure the governing body reviews and responds to this report 

 Publish both the report and the governing body's response on their website 

 This paper brings together these compliance requirements and presents the Board 
with the necessary documentation for review and approval. 

 
 

  
 

 

  

  

  

  

  

  

  

  

  

  

 

 Updated Complaints Policy (Appendix B) 
4.1  Following the Housing Ombudsman's review of our 2023/24 self-assessment, we have 

updated our Complaints Policy to incorporate their feedback and recommendations.  

4.2 Key enhancements include: 

 Strengthened accessibility provisions 

 Clarified reasonable adjustment procedures 

 Enhanced record-keeping requirements 



 Improved communication protocols regarding extensions 

 Reinforced learning and improvement frameworks 

4.3 The updated policy has been reviewed by the Chief Executive in September 2025 and 
now requires Board approval. 
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6.0 Recommendation 
6.1 The Board is asked to: 

1. Note the completion of the Housing Ombudsman Self-Assessment 2024/25 
(Appendix A) 

2. Approve the updated Complaints Policy which will be published on the website 
(Appendix B) 

3. Prepare & Approve the  Annual Complaints Performance 
2024/25 

4. Approve the publication of both the Annual 
 and Board  response on the website 

 



 

 

 

 

 

 

 

 

  



 

 

 
 

 
  

 

 

 

 

 
 

 
 

 

 

 

 
 
 
 
 

 

  

 
 
 
 

 

 



 

 

 

 
 

 
 

 

 

 
 

 
 

 

  



 

 

 

 
 

 
  

 

 

 
 

 
 

 

 

 

 

 

 

 
 

 
 



 

 

 

 

 
 

 
 

 

 

 

 
 

 
 

 

 

 
 

 
 

 

 

  



 

 

 

 
 

 
  

 

 

 
 

 
 

 

 

 
 

 
 

 

 

 
 

 
 

  
 

 
 



 

 

 

 
 

 
 

 

 

 
 

 
 

 

 

 
 

  

 

  



 

 

 
 

 
  

 

 

 
 

 
 

 

 

 
 

 
 

 

 

 
 

 
 

 

  



 

 

 
 

 
  

 

 

  
 

 

 

 
 

 
 

 

 

 
 

 
 

 

 

 
 

 
 



 

 
   

 
 

 
 

 

  

 
 

 
 

 

   

 
 

 
 

 

   
 

 
    

 
    

 
 
    

 
 

 
 



 
    

 

 

 
 

 
 

 

   

 
 

 
 

 

  

 
 

 
 

  
 

 
 



   

 

   

 
 

 
 

 

 

 

  
 

 
 

 

 

 

  

 
 
 

 

 

  



 

 

 
 

 
  

 

  

 
 

 
 

 

  

 
 

 
 

 

   

 
 

 
 

  
 

 
 



   

 

  

 
 

 
 

 

    

 
 

 
 

 

  

 
 

 
 

 

  
 

 
 



  

 

   
   
  
  
 

  
 

  
 

  
 

  

 
 

 
 

 

 

 
 

 
  

 

 

 
 

 
 

  
 

 
 



 

 

 

 
 

 
 

 

  

 
 

 
 

 
   

 
 

 
 

 

   

 
 

 
 

 

  

 
 

 
 



 

   

 
 

 
 

 

 

 
 

 
 

 

   
    
   
   
 

   
 

   
 

   
 

 
 
   
 

 
 

 
 



 

 

 
 

 
 

 

 

 
 

 
  

 

  
   
 

   
 

   
 

   
 

   
 

   
   
 

   
 

 
 

 
 



 
 

 
 

 
 

 

 

 
 

 
 

 

 

 
 

 
 

 

  



 

 

 
 

 
  

 

  
 

  
 

  
 

  
 

  
 

  
 

   
 

 
 

 



 

 

 
 

 

 

 

 
 

 

 
 

 
 

 

 

 

   

 

  



 

   

 
 

 
  

 

 

 
 

 
 

 

 

 
 

 
 

 

 

 

 
 

 

  

 

 

 
 

 
 



 

 

 

 
 

 
 

 

 

 
 

 
 

 

  
 

  
 

    
 

 
 

 
 



    
 

 

 

  
 

  
 

  
 

  
 

  

 

 

 


