Appendix A: Self-assessment Form 2025/26

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 complaint’s 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

, mply: , .
prg\(;ig?on Code requirement $§S /pNyO Evidence Commentary/explanation
A complaint must be defined as:
an expression of dissatisfaction, Section “3. Definitions — What is a . . -
however made, about the complaint?” MHA Feedback and I\:/Iagzlnr?hadeotuscllrla Assgmatlon
standard of service, actions or Complaints Policy fequir)emaesnf dgfineiﬁon ifcg e
1.2 lack of action by the landlord, its Yes @ complaint and is included in our
own staff, or those acting on its Policy.
behalf, affecting a resident or CO;;T;ﬁf;';jﬁfy de
group of residents.’
A resident does not have to use the
word ‘complaint’ for it to be treated as
such WheFr)'lever a resident expresses Section “3. Definitions — What is a MHA recognises that a customer
o . p. complaint?” MHA Feedback and does not need to use the word
d|ssat'3faCt|0'_" landlords must give Complaints Policy “complaint” and can lodge a
1.3 them the choice to make complaint. A Yes @ complaint through a 3™ party or
complaint that is submitted via a third representatives. Included in
party or representative must be Feedback and MHA'’s Policy.
handled in line with the landlord’s complaints Policy.d
complaints policy.
Landlords must recognise the o o _ MHA recognises the difference
difference between a service request S:r‘\’;‘i'gg reSdl?eeSTp:/ﬁlr:: F‘eVeths;('; a | between service requests and
i i service failures. Training is
?‘nnti a.rcomnﬁlalm:]'t-rhlsl.mui be:fet out and Complaints Policy provided to all frontline staff to
14 ! eir complaints policy. A service Yes differentiate between the two.

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

Feedback and
complaints Policy.dc

Clear definitions of a complaint
and service request are defined
within MHA's policy.




be recorded, monitored, and reviewed
regularly.

A complaint must be raised when the
resident expresses dissatisfaction with
the response to their service request,
even if the handling of the service

Section “3. Definitions — What is a
service request” Feedback and
Complaint Policy”

This is standard practice for MHA
and is specifically referred to

15 request remains ongoing. Landlords Yes a
must not stop their efforts to address Vc‘:’g:r']" .L'}ﬁtze‘f;?iﬁa‘:k and
the service request if the resident Feedback and P PolCY:
complains. complaints Policy.dc
Section “4. Policy Statement” MHA
Feedback and Complaint Polic .
An expression of dissatisfaction with P ! MHAt‘ rkec°9”'ses thf‘; feedback
services made through a survey is not We actively encourage feedback ginm;inie?ﬂssi\g?;%e%r{:s&e'
defined as a complaint, though on services, with both negative and | - 1oints "Gustomers unha
: positive comments welcomed. mp ; PRy
wherever possible, the person Compliments, comments, and with a service are always advised
completing the survey should be made complaints pr’ov,-de an Op’po,wn,-ty if they wish to make a complaint
1.6 aware of how they can pursue a Yes to improve services; things can be | 214 oW to do so. This forms part

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

put right, explanations and reasons
for actions given and, if necessary,
the way things are done can be

changed’.

Feedback and
complaints Policy.dc

of MHA’s complaints handling
culture and training for staff.

Customers are always given
information on how to pursue a
complaint should they wish.




Section 2: Exclusions

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.

]

Feedback and
complaints Policy.dc

. mply: , .
Co_d_e Code requirement Comply Evidence Commentary/explanation
provision Yes / No
Landlords must accept a complaint Section “3. What is a complaint? We
unless there is a valid reason not to do gig;ﬁs?ai?,g“np'a'”ﬁ as an l‘_f;‘ggizsg‘lz”as;
. | | on......
so. If landlords decide not to accept a Complaint Policy Provision for this standard is set
21 complaint they must be able to Yes out in MHA's Feedback and
evidence their reasoning. Each @ Complaints policy as referenced.
complaint must be considered on its Feedback and
own merits complaints Policy.dc
MHA Feedback and Complaints
A complaints policy must set out the m’:g% Zerfa‘t’t‘:r‘\’/:/riﬁ“nrgffgces n
circumstances in which a matter will considered a complaint:
not be considered as a complaint or o Aservice request or a request
escalated, and these circumstances for information
must be fair and reasonable to Section 8. What d der notto | The issue is or has been,
residents. Acceptable exclusions bec lon o at dowe considernotio subject to legal proceedings.
include: e a complaint? o Liability issue that is subject to
’ ] ) an insurance claim
59 e The issue giving rise to the Yes MHA Feedback and Complaint Policy | 4  |f the issue has already been

considered under the
Compilaints policy previously.
e The complaint has not been
raised within a reasonable
time frame of the issue
occurring. We consider 12
months to be a reasonable
time frame, although some
complaints may be
considered in exceptional
circumstances such as the




e Matters that have previously been
considered under the complaints

policy.

complainant has only become
aware of the issue that relates
to issues more than 12
months ago.

e Neighbour nuisance or anti-
social behaviour reports

e Reports for a repair

¢ Any issue that does not fall
within the remit of MHA.

e Where we feel a complaint is
vexatious

Landlords must accept complaints
referred to them within 12 months of
the issue occurring or the resident
becoming aware of the issue unless

Section “8. What do we consider not to
be a complaint?

MHA Feedback and Complaint Policy

This code has been adopted by

23 they are excluded on other grounds. Yes
Landlords must consider whether to @ MHA. Please see above.
apply discretion to accept complaints Feedback and
made outside this time limit where complaints Policy.dc
there are good reasons to do so.
If a landlor: [ n
comptain, an explanaton st be- . | Thiscode has been adopted by
provided to the resident setting out the S:g'ggmilxqgt dowe consider notto | - i writing if their
reasons why the matter is not suitable ' complaint falls into any of these
for the complaints process and the right MHA Feedback and Complaint Policy | categories and that it will not be
2.4 Yes considered further. Customers will

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.

g

Feedback and
complaints Policy.dc

also be given details of the
Housing Ombudsman should they
wish to appeal against any
decisions.”




2.5

Landlords must not take a blanket
approach to excluding complaints; they
must consider the individual
circumstances of each complaint.

Yes

Section “8. What do we consider not to
be a complaint?

MHA Feedback and Complaint Policy

]

Feedback and
complaints Policy.dc

“MHA considers each complaint
based on the individual
circumstances”




Section 3: Accessibility and Awareness

prg\(/)i(:,ieon Code requirement $§Sm/p[llyc') Evidence Commentary/explanation
Section 4 of our policy states that
we are happy to accept all types
e Equality Impact Assessment of feedback (including complaints,
e Section “1. Introduction” compliments, and comments)
e Section “4. Policy Statement” verbally, in writing, and via our
Landlords must make it easy for ¢ Section “10. Equality and social media platforms. We will tell
residents to complain by providing Diversity” customers how to raise concerns
different channels through which they *  MHA Feedback and Complaints | With us, publicising, and
. Polic explaining our complaints policy
can make a complaint. Landlords must y and process
3.1 consider their duties under the Equality Yes @ We also recognise that sometimes
Act 2010 and anticipate the needs and Feedback and when making complaints
reasonable adjustments of residents complaints Policy.dc customers will let us know that
who may need to access the they are vulnerable, or that the
. concerns they are reporting are
complaints process. @ making them feel vulnerable. We
will make sure that any requests
Equality Impact for reasonable adjustments made
Assessment - Feedba during the complaints process are
taken into account and
appropriate action is taken.
Residents must be able to raise their All MHA staff receive relevant
complaints in any way and with any training to deal with feedback and
member of staff. All staff must be complaints.
3.2 | aware of the complaints process and Yes Section 4 Policy Statement” MHA

be able to pass details of the complaint
to the appropriate person within the
landlord.

Feedback and Complaints Policy

Complaints refresher training
provided annually to all managers.




-

Feedback and Complaints
complaints Policy.dc refersher training 2(

o

Complaint training
26th Nov 2025.pdf

High volumes of complaints must not
be seen as a negative, as they can be
indicative of a well-publicised and

Section 4 Policy Statement” MHA
Feedback and Complaints Policy

]

Section 4 of our policy says that
we welcome complaints, as well
as compliments and comments,

3.3 accessible complaints process. Low Yes _ :
complaint volumes are potentially a Feedback and asan ofpm””'ty to listen ;‘_to V"thtat
sign that residents are unable to complaints Policy.de them and to improve oLr services,
complain.

Section 5 “How we will handle your
Landlords must make their complaint complaint” MHA Feedback and
policy available in a clear and Complaints Policy
accessible format for all residents. This The two Stage Complaint handling
will detail the two-stage process, what @ procedure is highlighted within

34 | will happen at each stage, and the Yes Feedback and MHAS Feedback and Complaints

timeframes for responding. The policy complaints Policy.dc POI'C,y and is also published on
: MHA's website.
must also be published on the Compliments and Complaints |
landlord’s website. Manningham Housing Association |
Bradford
The policy is published on our

} ) Section 1. Introduction” MHA Feedback | website and is presented

The policy must explain how the and Complaints Policy” alongside MHA's current
35 landlord will publicise details of the Ves @ Complaints Handling Code self-

complaints policy, including information
about the Ombudsman and this Code.

Feedback and
complaints Policy.dc

assessment, aligning with the
latest requirements of the Housing
Ombudsman.”



https://manninghamhousing.co.uk/customers/compliments-and-complaints/
https://manninghamhousing.co.uk/customers/compliments-and-complaints/
https://manninghamhousing.co.uk/customers/compliments-and-complaints/

Landlords must give residents the
opportunity to have a representative

Section 3. “Definitions”
4. “Policy Statement”
MHA Feedback and Complaints Policy

MHA acknowledges in both
sections of the Feedback and
Complaints Policy that customers

3.6 deal with their complaint on their behalf Yes @ pelond e
and to be represented or accompanied are given tet.°p%° ‘lm'.{h ?h ave
at any meeting with the landlord Feedback and g represenatye fea Wi e
: complaints Policy.dc complaint on their behalf.
See Policy and Customer Leaflets
. . ] Compliments and Complaints | MHA provides details on the
Landlords must provide residents with Manningham Housing Association | Housing Ombudsman service
information on their right to access the Bradford through several channels
37 Ombudsman service and how the Yes h'gfz!'ghts\? in Ithe e(;/'d?tr_‘ceth
individual can engage with the PDF | Soction. W aiso adverise e
. . Housing Ombudsman contact
Ombudsman about their complaint. Stage 1 details in all MHA outcome

Response.pdf

complaint letters.



https://manninghamhousing.co.uk/customers/compliments-and-complaints/
https://manninghamhousing.co.uk/customers/compliments-and-complaints/
https://manninghamhousing.co.uk/customers/compliments-and-complaints/

Section 4: Complaint Handling Staff

staff must be suitably trained in the
importance of complaint handling. It is

” MHA Feedback and Complaints
Policy

, mply: . ,
prg\(;iz?on Code requirement $§S /pNyo Evidence Commentary/explanation
Landlords must have a person or team
assigned to take responsibility for
cc_)mplaint handling, including Iiai_son Section 5. “How we will handle your
with the Ombudsman and ensuring complaint” _
complaints are reported to the MHA Feedback and Complaints Policy | MHA has adopted this code
4.1 . bod ivalent). Thi Yes requirement.

: govem'ng ody (or equivalent). 1S @ However, we refer to the “Case
Code will refer to that person or team fecdback and Handler” not the complaint officer.
as the ‘complaints officer’. This role complaints Policy.dc
may be in addition to other duties.

“A Team Leader or Operational
Manager will be assigned as the
The complaints officer must have complaint case handler and a
access to staff at all levels to facilitate Section 5. How we will handle your | response will be provided within
: . complaint” the agreed periods. Case
Eltjhe promptt rleSOIrl]Jt'on t?]f Cor?ﬁla!?ts' q ” MHA Feedback and Complaints Policy | handlers will contact individuals by
4.2 ey must also have he au . orty an Yes telephone or carry out a home
autonomy to act to resolve disputes visit to discuss the matters raised,
promptly and fairly. Feedback and if needed and they have the
complaints Policy.dc necessary authority and autonomy
to act quickly to resolve issues
effectively and fairly.”
Landlords are expected to prioritise Section 5. How we will handle your . _
complaint handling and a culture of complaint” \?v‘:c\;‘\',ﬁln 73;’2‘;;‘; Fl’;':% states that
4.3 learning from complaints. All relevant Yes Section 7. “Learning from complaints” " P ’

compliments, and feedback as
opportunities to learn and improve




important that complaints are seen as
a core service and must be resourced
to handle complaints effectively

WE m

Feedback and  Complaint training
complaints Policy.dc 26th Nov 2025.pdf

our services. We will use the
compliments and positive
feedback we receive from
customers to help us understand
what is important and inform
future service design.

We recognise that complaints
form an integral part of our
business service delivery.

All staff are suitably trained on
MHA’s feedback and complaints
policy and procedure.

Section 5: The Complaint Handling Process

stages (such as ‘stage 0’ or ‘informal
complaint’) as this causes unnecessary
confusion.

Feedback and
complaints Policy.dc

. mply: . .
prg\(/)i:ieon Code requirement $§S /pNyo Evidence Commentary/explanation
Landlords mu§t haye a smgle. policy in Section 2. “Purpose and Aims”
place for deal!ng with complalnts MHA has adopted this code
51 covered by this Code. Residents must Yes e requirement.
not be treated differently if they Feedback and Appendix1-
complain. complaints Policy.dcCustomer leaflet - Fe
MHA has adopted this code
. . requirement.
The early and local resolution of issues a
between landlords and residents is key Section 5 Feedback and Complaints | MHA understands the key to
to effective complaint handling. It is not Policy. ‘How we handle your complaint’ | effective complaint handling is
592 appropriate to have extra named Yes resolving issues for customers at

the earliest opportunity.
Therefore, at the start of each
complaint, the customer/s will be
asked what resolution they would
like to see implemented to
resolve the situation. Wherever




feasible MHA will make efforts to
restore the customer to their
position prior to them
encountering the reported issue
as quickly as possible.

A process with more than two stages is
not acceptable under any

Section 5 Feedback and Complaints
Policy. ‘How we handle your complaint’

MHA has adopted this code
requirement.

MHA's complaint policy only has

53 circumstances as this will make the Yes @ 2 stages. If the customer is still
complaint process unduly long and Feedback and not happy after going through
delay access to the Ombudsman. complaints Policy.dc both stages, they will be given

details of how to contact the
Housing Ombudsman Services.
Where a landlord’s complaint response MHA has adopted this code
is handled by a third party (e.g. a requirement.
contractor or independent adjudicator) Section 5 Feedback and Complaints MHA's complaints will not be
at any stage, it must form part of the Policy. ‘How we handle your complaint’ | handled by a third party, if the
54 two stage complaints process set out in Yes @ complaint is about a contractor,
' th|s Code_ Residents must not be MHA will deal with this and liaise
: Feedback and with the contractor about the
expected to go through two complaints complaints Policy.dc issues, a decision will be made
processes. by MHA so the customer will not
have to go through two
complaints processes.
Section 5 Feedback and Complaints
Landlords are responsible for ensuring Policy. "How we handle your complaint’ _ .
55 | thatany third parties handle complaints Yes All complaints are handled within

in line with the Code.

Feedback and
complaints Policy.dc

MHA.




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

Section 5 Feedback and Complaints
Policy. ‘How we handle your complaint’

Our complaints policy states that
at both stages of our complaints
process we will:

* Provide the customer with an
opportunity to set out their
concerns and outcomes being
sought.

+ Confirm our understanding of
the customer’s complaint.

* Consider all relevant information
and evidence in investigating the

56 reS|d_ent Is seeking. The Codg waI”refer Yes [PDF @ stomer's conceme.
to this as “the complaint definition”. If Stage 1 . ) .
= ge Feedback and » Consider remedies at any point
any aspect of the complaint is unclear, Response.pdf  complaints Policy.dcs | within the complaints process to
the resident must be asked for resolve the complaint as early as
clarification. possible.
* Provide a complaint response to
the customer when the answer to
the complaint is known not when
the outstanding actions required
to address the issue are
completed.
MHA considers each complaint
based on the individual
o Complaints Policy circumstances. We will inform the
When a complaint is acknowledged at Section “8. What do we consider not to custom_er in er_tlng if their
either stage, landlords must be clear be a complaint? complaint falls into any of these
5.7 | which aspects of the complaint they Yes categories and that it will not be

are, and are not, responsible for and

clarify any areas where this is not clear.

-

Feedback and
complaints Policy.dc

considered further. Customers
will also be given details of the
Housing Ombudsman should
they wish to appeal against any
decisions.




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

Section 5 Feedback and Complaints
Policy. ‘How we handle your complaint’

Section 5 of our policy states that
at both stages of our complaints
process we will:

* Provide the customer with an
opportunity to set out their
concerns.

* Confirm our understanding of
the customer’s complaint.

* Consider all relevant information

5.8 set out their position; Yes and evidence in investigating the
c. take measures to address any Feedback and customer’s concerns.
actual or perceived conflict of complaints Policy.dc * Consider remedies at any point
interest: and within the complaints process to
L . . resolve the complaint as early as
d. consider all relevant information possible
and evidence carefully. '
All staff are suitably trained on
MHA's feedback and complaints
policy and procedure.
If the investigation cannot be
Where a response to a complaint \.NIII Section 5 Feedback and Complaints gompleted ‘_’l‘:'th'nt1 Otv;/r?rkmg
fa!l outside the timescales set out in . Policy. ‘How we handle your complaint | 48ys: we will contact the
this Code, the landlord must agree with Cotmp'?'”a?t ?”d agr?e ?” an
5.9 the resident suitable intervals for Yes extension fo imescales for a
keeping them informed about their Feedback and response (this will be no longer
ping complaings Policy.dc than an additional 10 days,
complaint. without good reason).
Landlords must make reasonable
adjustments for residents where Equality impact assessment MHA has an Equality Impact
appropriate under the Equality Act Assessment which con_S|ders the
customers under the different
5.10 2010. Landlords must keep a record of Yes

any reasonable adjustments agreed, as
well as a record of any disabilities a
resident has disclosed. Any agreed

Equality Impact
Assessment Form - F

protected characteristics to
ensure our policy has no negative
impact on anyone.




reasonable adjustments must be kept
under active review.

Landlords must not refuse to escalate a
complaint through all stages of the
complaints procedure unless it has

Feedback and Complaints policy
.Section 8 — What do we consider not
to be a complaint?

There are some things we cannot
deal with or escalate through our
complaint procedure. We will

5.11 valid reasons to do so. Landlords must Yes @ inform the customer in writing if
clearly set out these reasons, and they their complaint falls into any of
must comply with the provisions set out Feedback and these categories and that it will
in section 2 of this Code. complaints Policy.dc not be considered further.

A full record must be kept of the

complaint, and the outcomes at each

stage. This must include the original Section 5 Feedback and Complaints | All the details of the complaints
complaint and the date received, all Policy. ‘How we handle your complaint’ | @hd any correspondence related

542 | conrespondence wit the resident, ves o o e complantre et 1 SO
correspondence with other parties, and module has an attachment
any relevant supporting documentation co;zfzi:fsd;(flrfg/ de section where all the documents
such as reports or surveys. are attached.

Landlords must have processes in MHA will seek remedies to a

place to ensure a complaint can be Complaint Policy complaint at every opportunity.

remedied at any stage of its complaints Section “6. Remedies We will look to be fair in our
approach to put things right and

5.13 process. Landlords must ensure Yes @ will learn from the outcomes.
appropriate remedies can be provided Feedback and Whilst MHA will look to provide a
at any stage of the complaints process complaints Policy.dc remedy, we will do so in
without the need for escalation. accordance with guidance set by

the Housing Ombudsman.
Landlords must have policies and We define a vexatious complaint
procedures in place for managing Feedback and Complaints Policy. as one when it becomes .
5.14 | unacceptable behaviour from residents Yes Section “3. Definitions-Vexatious apparent that the complainant is

and/or their representatives. Landlords
must be able to evidence reasons for

complainant”

displaying unacceptable
behaviour, pursuing a complaint
that is without merit, and intends




putting any restrictions in place and
must keep restrictions under regular
review.

]

Feedback and
complaints Policy.dc

to cause inconvenience,
harassment, or expense to MHA.

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

Feedback and Complaints Policy.
Section 8 — What do we consider not to
be a complaint?

]

Feedback and
complaints Policy.dc

When making this determination
we will consider a proportionate
response and give regard to
provisions made under the
Equality Act 2010.




Section 6: Complaints Stages

Stage 1
, mply: , .
prg\(;ig?on Code requirement $§S /pNyo Evidence Commentary/explanation
. MHA’s complaint handling
Landlords mU_St have. processes In procedure complies with codes
place to consider which complaints can set out by the Housing
be responded to as early as possible, Section “4. Policy Statement” Ombudsman and our approach is
and which require further investigation. Section “5 & 6. Early Resolutions & | Sét out within the Feedback and
Landlords must consider factors such Remedies” MHA Feedback and Complaints Policy.
th lexity of th laint and Complaints Policy ) ,

6.1 as he complexity of the compfaint an Yes MHA complaint handler will
whether the resident is vulnerable or at undertake appropriate triaging
risk. Most stage 1 complaints can be Feedback and within a common goal of resolving
resolved promptly, and an explanation, complaints Policy.dc a:r'ofg”t‘lp'a'”ts effectively and
apology or resolution provided to the prompey-
resident.

Complaints must be acknowledged, Section 5 Feedback and Complaints MHAIV‘(i”taithQ agknov‘z!edgde all
: Policy. ‘How we handle your complaint’ | compiaints within 5 working days,
deﬂned,and logged at St_ag_e 1 _Of the Y y P within the Housing ombudsman

6.2 complaints procedure within five Yes guidelines of 5 working days. We
working days of the complaint being Feedback and feel an early acknowledgment of a
received. complaints Policy.dc complaint will give the complaint

the importance it deserves.
. fi Section 5 Feedback and Complaints
Landlords mustl issue a .uII response to Policy. ‘How we handle your complaint’ | MHA has adopted these response
6.3 stage 1 complaints within 10 working Ves times into our complaint-handling
: days of the complaint being procedures as highlighted in our
acknowledged. Feedback and Policy.
complaints Policy.dc
6.4 Landlords must decide whether an Yes Section 5 Feedback and Complaints | MHA has adopted these response
) extension to this timescale is needed Policy. ‘How we handle your complaint’ | times into our complaint-handling




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.

]

Feedback and
complaints Policy.dc

procedures as highlighted in our
Policy.

MHA complaints policy states that
we recognise that some
complaints may require.

detailed investigations, where this
is the case, we will inform the
customer about the timescale in
which we will respond.

When an organisation informs a
resident about an extension to these

Section 5 Feedback and Complaints
Policy. ‘How we handle your complaint’

]

If the investigation cannot be
completed within 10 working days,
we will contact the complainant
and agree on an extension to
timescales for a response (this will
be no longer than an additional 10
days, without good reason).

6.5 timescales, they must be provided with Yes Feedback and
the contact details of the Ombudsman. complaints Policy.dc The Housing Ombudsman's
contact details are provided at
each stage of the complaint and
when extending a complaint
response.
A co.mplalnt reSponse must be MHA Complaints policy includes
provided to the resident when the the requirement that at both
answer to the Complaint is known, not Section 5 Feedback and Complaints stages of our complaints process,
when the outstanding actions required Policy. ‘How we handle your complaint’ | we will provide a customer when
6.6 to address the issue are completed. Yes the answer to the complaint is

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

Feedback and
complaints Policy.dc

known not when the outstanding
actions required to address the
issue are completed.

Actions outstanding from the
complaint are tracked and




delivered, with regular updates
being provided to our customers.

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

=

When the case manager writes to
the customer, he addresses all

6.7 decisions, referencing the relevant Yes Stage 1 points raised and provides clear
policy, law, and good practice where Response.pdf reasons for any decision.
appropriate.

Where residents raise additional

complaints during the investigation,

these must be incorporated into the . . If further complaints are raised

stage 1 response if they are related Section 5 Feedback and Complaints before an outcome has been

and the stage 1 response has not been Policy. ‘How we handle your complaint’ | given at Stage 1, these will be
g p { . \

6.8 |issued. Where the stage 1 response Yes '”Cor_gqattid into the Cgmp'a't”t

has been issued, the new issues are providing there 1S an adequate
] . Feedback and time to investigate the new issues
unrelated to the issues already being complaints Policy.dc raised.
investigated or it 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 at the completion
of stage 1 in clear, plain language:
a. the complaint stage; ™ it out ot
: o . II!! € complaint outcome letters
6.9 b. the complaint definition; Yes cover all the points as detailed in

c. the decision on the complaint;
d. the reasons for any decisions
made;

e. the details of any remedy
offered to put things right;

Stage 1
Response.pdf

the Complaint Handling Code.




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.

Stage 2
Code . Comply: . .
- Code requirement Py Evidence Commentary/explanation
provision Yes / No
If all or part of the complaint is not PSI‘?C“O‘EF Feedﬁac‘sla”d Comp'a'lntst, _ _
resolved to the resident’s satisfaction at olicy. How we hanfie your complain S:Crggﬁ:]”amzi:‘i‘é‘:nthl:isf;“oogt‘;f .
6.10 stage 1, it must be progressed to stage Yes 2 if they gre not hapgy with the g
2 of the landlord’s procedure. Stage 2 Feedback and outcome at Stage 1.
is the landlord’s final response. complaints Policy.dc
is the landlord’s final resp
; ; MHA Complaints policy states that
Requests for stage 2 must be Sgcthn 5 Feedback and Complaints , plaints policy
. Policy. ‘How we handle your complaint | When we receive a request for a
aCkn0W|edged, defined and Iogged at complaint to progress to stage 2,
6.11 stage 2 of the complaints procedure Yes @ we will formally acknowledge,
within five working days of the define, and escalate the complaint
Feedback and oL . .
escalation request being received complaints Policy.dc within five working days of the
) request being received.
Residents must not be required to _ _ MHA does not require customers
explain their reasons for requesting a Section 5 Feedback and Complaints -
: X Policy. ‘How we handle your complaint to let us know the reasons for their
stage 2 consideration. Landlords are escalation request, but we will let
6.12 expected to make reasonable efforts to Yes them know that this can be helpful
understand why a resident remains Feedback and information for the stage 2
unhappy as part of its stage 2 complaints Policy.dc complaint investigation process.
response.
6.43 | The person considering the complaint Yes Section 5 Feedback and Complaints xHﬂrgarse?‘?Opted this code
) at stage 2 must not be the same Policy. ‘How we handle your complaint’ 9 '




person that considered the complaint at
stage 1.

]

Feedback and
complaints Policy.dc

Landlords must issue a final response

Section 5 Feedback and Complaints

Policy. ‘How we handle your complaint’.

MHA has adopted this code

6.14 to the stage 2 within 20 working days Yes requirement.

of the complaint being acknowledged. Feedback and

complaints Policy.dc

Landlords must decide whether an

extension to this timescale is needed _ _

when considering the complexity of the PSFC“O‘EI 5 Feedr?acgland Comp|a||n§st,

Complaint and then inform the resident olicy. How we handle your complain MHA has adopted this code
6.15 of the expected timescale for response. Yes @ requirement.

Any extension must be no more than Feedback and

20 working days without good reason, complaints Policy.dc

and the reason(s) must be clearly

explained to the resident.

When an organisation informs a The Housing Ombudsman's

resident about an extension to these P contact details are provided at
6.16 . . . Yes . each stage of the complaint

timescales, they must be provided with Appendix1- including when extending a

the contact details of the Ombudsman. Customer leaflet - Fe complaint,

) ) MHA Complaints policy includes

A complaint response must be provided the requirement that at both

to the resident when the answer to the Section 5 Feedback and Complaints | Stages of our complaints process,

complaint is known, not when the Policy. ‘How we handle your complaint’ n/]e will prov![de:df custorr|1e_r ;’Yhe”

: H . € answer 10 the complaint I1s

6.17 outstanding actions required to address Yes known not when the outstanding

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

Feedback and
complaints Policy.dc

actions required to address the
issue are completed.

Actions outstanding from the
complaint are tracked and




delivered, with regular updates
being provided to our customers.

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

-

When the case manager writes to
the customer, he addresses all

6.18 . : Yes points that are raised and
decisions, referencing the relevant Stage 2 provides clear reasons for any
policy, law and good practice where Response.pdf decisions taken.
appropriate.

Landlords must confirm the following in
writing to the resident at the completion
of stage 2 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; The complaint outcom_e template

6.19 e. the details of any remedy Yes — letter covers all the points as
) . Stage 2 detailed in the Complaint Handling

offered to put things right; Response.pdf Code
f. details of any outstanding

actions; and
g. details of how to escalate the

matter to the Ombudsman

Service if the individual remains

dissatisfied.

Section 5 Feedback and Complaints | 'he panel will normally consist of

Stage 2 is the landlord’s final response Policy. ‘How we handle your complaint’ | WO customers who are members
and must involve all suitable staff of the Customer Experience

6.20 Yes Committee or Customer Panel

members needed to issue such a
response.

Feedback and
complaints Policy.dc

and normally a member of the
senior management team.




Stage 2 complaint leads have full
autonomy and authority to resolve
complaints and liaise with
technical leads from the business
to enable them to resolve
complaints.

Section 7: Putting things right

Code , Comply: . .
provision Code requirement Yes /pNyo Evidence Commentary/explanation
. Where MHA will look to provide a
Where something has gone wrong a remedy, we will do so in
landlord must acknowledge this and set accordance with guidance set by
out the actions it has already taken, or the Housing Ombudsman.
intends to take, to put things right. Ezlsjétg_e forms of remedies can
These can include: '
. Apologising; Section Gal'\’Cemecillgst MPH,IA_\ Feedback | , An apology from MHA staff up
. Acknowledging where things and L.ompiaints Folicy. to and including the CEO
have gone wrong; @ e Specific action i.e.
i i undertaking work
* Proyldlng an explanation, Feedback and e Improve orgreview policies
71 assistance or reasons; Yes complaints Policy.dc procedures, or practices ’
. Taklng action if there has been «  Provide additional training
delay; . ] . A e Financial Compensation as
. Reconsidering or changing a PrF outlined in our MHA
decision; Compensation Compensation policy.
. Amending a record or adding a Policy - Sept 2023 fir .
correction or addendum: We alsofshare the spotlight
. . . ’ . reports from the Housing
¢ PrOVIdI'ng a flne}nmal remedy; Ombudsman to ensure that we
i Changing policies, procedures or consider the recommendations
practices. put forward and implement them

where reasonable and practicable
to do so.




Any remedy offered must reflect the

Section “6. Remedies” MHA Feedback
and Complaints Policy.

-

MHA Case Managers are trained
to clearly communicate remedies
to customers (including

£ Imp&}Ct lotr!dthet.q,(.asédent as a result of Yes Compensation Feedback and timescales) and to follow up with
any tauft iaentitied. Policy - Sept 2023 fircomplaints Policy.dc relgvant departments to ensure
actions are completed.
Section “6. Remedies” MHA Feedback .
The remedy offer must clearly set out and Complaints Policy. MHA Case Managers are trained
what will happen and by when, in X to clearly communicate remedies
: : @ . to customers (including
7.3 agreement with the resident where Yes L : ,
) . timescales) and to follow up with
appropriate. Any remedy proposed Feedback and compensation relevant departments to ensure
. complaints Policy.dcPolicy - Sept 2023 fir -
must be followed through to completion. actions are completed.
Section “6. Remedies” MHA Feedback
Landlords must take account of the and Complaints Policy.
74 guidance issued by the Ombudsman Yes @ MHA has adopted HO’s guidance

when deciding on appropriate
remedies.

Compensation Feedback and
Policy - Sept 2023 fircomplaints Policy.dc

on remedies and compensation.




Section 8: Self-assessment, reporting, and compliance

Code . Comply: . .
. Code requirement Py Evidence Commentary/explanation
provision Yes / No
Landlords must produce an annual
complaints performance and service
improvement report for scrutiny and
challenge, which must include:
a. . ,:r;re].a%nudal felf-asses,[sr:n.ent MHA Customer performance
aga'nsl IS L0 le 0 ensure e_'r . report and the Tenant annual
complaint handling policy remains in ] report in our winter Feedback
line with its requirements. CO?FE;MS cerv m‘—l : . magazine include the information
. . . . ervice Improvemen H
b. 'a qua“tatlve and quantltatllve Forum-17.12.25.doc Report - 2026-27.doc. aOS sbet(_?Ut by tge HO|U.SI?9H dli
analysis of the landlord’s complaint >, ngeu sman Lomplaint Handling
handling performance. This must also Wl PDF | '
include a summary of the types of Annual TSM Key 11342 - MHA - We also produce other reports
complaints the landlord has refused to Performance Indicatol Feedback news winter that capture our complaints
. handling and service improvement
8.1 accept; Yes ¢! P

C. any findings of non-compliance
with this Code by the Ombudsman,;
d. the service improvements made

as a result of the learning from
complaints;

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

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

]

CLF Meeting Papers
- 5 Febrary 2025.doc

(il
Customer
Performance Report

that we share with the Customer
Experience Committee CEC)
which include:
e Service improvement
Report.
e Quarterly H&S & TSM key
performance papers.
e Complaints handling
Forum.




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

o®
Customer
Performance Report

The annual Complaints
Performance and Service
Improvement Report will include
the information as set out by the
Housing Ombudsman Complaint
Handling Code.

8.2 the section of its website relating to Yes @ We will publish our Quarterly
complaints. The governing body’s - Cust°r29f " Customer Performance report on
response to the report must be perience Committ our Yvebsﬁe under the complaints
published alongside this. section.

Landlords must also carry out a self- _
assessment following a significant We will repeat the self-

8.3 , Yes assessment following a significant
restructure, merger and/or change in change
procedures.

Landlords may be asked to review and We will comply with all HOS

8.4 update the self-assessment following Yes investigations, orders, and

an Ombudsman investigation. recommendations.

If a landlord is unable to comply with

the Code due to exceptional

circumstances, such as a cyber If we are unable to comply with
incident, they must inform the the code due to exceptional

8.5 Ombudsman, provide information to Yes circumstances, we will inform the

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

Ombudsman and customers and
identify the timescale for restoring
compliance




Section 9: Scrutiny & oversight: continuous learning and improvement

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary/explanation

9.1

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
complaint.

Yes

o

How to make

Wil

Service Improvement

complaint notes.do¢ Report - 2026-27.doc.

= il

11342 - MHA - Customer
Feedback news winterPerformance Report £

Complaint Learning is built into
the complaint-handling process.
Complaint Handlers are trained to
assess the need to “put right” any
identified systemic issues or gaps
in policies or processes. These
learnings are shared organisation-
wide with staff and customers in
annual reports and changes are
implemented immediately if
necessary.

The complaints Learning Forum
held twice a year also reviews and
scrutinises how MHA has handled
complaints.

MHA Service Improvement Group
made up of operational managers
analyses survey data on overall
service provision.

Patterns/Themes of complaints
are identified within the group and
an action plan to resolve issues is
developed and implemented

9.2

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

Yes

@ (Wl

Customer Service Improvement
Performance Report /Report - 2026-27.doc:

The complaints Learning Forum is
held twice a year which reviews
and scrutinises how MHA has
handled complaints and
recommends changes to service
delivery should the need arise.




introduce positive changes in service
delivery.

Managers also meet up regularly
as part of the Service
Improvement Group to scrutinise
complaints and learnings and
have an action plan to improve
services to our customers.

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

(Wl o

Service Improvement Customer
Report - 2026-27.doc:Performance Report /

e Complaints and learning are
reported in the annual report
which is published in the
Winter Editions of MHA'’s
Feedback Magazine is sent to
all residents

e Staff have complaints learning
section in their 1-1s

9.3 _back on wider learning and. « Complaints Learning Forum
improvements from complaints to for customer scrutiny.
stakeholders, such as residents’ i‘:i! 11342 - MHA - e The Customer Experience

i Complaints . Committee of board and

panels, staff and relevant committees. Forumr 1295 docy Feedback news winter hadhiindebapivial
complaints learnings and
outcomes.

Landlords must appoint a suitably

senior lead person as accountable for _ _ .

their complaint handling. This person Director of Operations will have

must assess any themes or trends to lead responsibility for complaints

94 identif tential temic i Yes ensuring that the board has
! e.n ity pp enta syg gmlc ISsues, insight into our complaints
serious risks, or policies and handling performance.
procedures that require revision.

In addition to this a member of the Board member who is on the

9.5 governing body (or equivalent) must be Yes Customer Experience Committee,

appointed to have lead responsibility

has the lead responsibility for




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

complaints and will act as the
MRC.

The MRC will be responsible for
ensuring the governing body receives
regular information on complaints that
provides insight on the landlord’s

(Wil

The Customer Experience
Committee receives quarterly
reports on MHA's complaints

) . : . Y )
9.6 complaint handling performance. This es Customer performance. The report is also
person must have access to suitable Performance Report / shared with Board.
information and staff to perform this
role and report on their findings.
Director of Operations provides
o regular updates to the governing
Asa m!nlmburg, the MR.C alnd the body through Quarterly Reports at
governing body (or equivalent) must Board meetings.
receive: Our Board receives :
a. regular updates on the volume,
categories and outcomes of * Quarterly and annual
complaints, alongside complaint performance information on
handli f . complaint measures, including
andling pe Orma.nce’ . m'! m'! complaint volumes, the
b. regular reviews of issues and Coctomn Combiint percentage of complaints
. . . ustomer omplaints Pt .
9.7 trends arising from Complamt Yes Performance Report/Forum—‘l7’.312.25.docx responded to Wlthm timescale,
handling; performance against TSMs
C. regular updates on the E a.s (including complaint satisfaction),

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

d. annual complaints performance
and service improvement report.

Annual TSM Key ~ H&S Dashboard Q4
Performance Indicator Report 25-26.pptx

learning and action plans to
improve complaint handling.

* The quarterly Customer
Performance reports identify
complaints referred to the HOS
and case outcomes.

This includes any related to
severe maladministration findings
recommendations of the




Ombudsman and steps we will
take to rectify and prevent
reoccurrence, and good practice
findings

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

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

Yes

—

Complaint training
26th Nov 2025.pdf

]

Feedback and
complaints Policy.dc

Our Approach to Learning from
the Complaints framework
recognises that it is important that
all colleagues are aware of the
complaints policy and procedure
and can handle and record
customer complaints.

All customer-facing staff as well
as complaint handlers regularly
attend training sessions to make
sure that they deal with
complaints effectively and
efficiently and in line with our
policy and procedures.




