Co_dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Please see Complaints Policy
A complaint must be defined as: section 3.
‘an expression of dissatisfaction, ‘Definition of a Complaint - An
however made, ?bOUt the expression of dissatisfaction,
standard of service, actions or however made. about the
1.2 lack of action by the landlord, its Yes standard of ser,vice actions or
own staff, or those acting on its lack of action by thé
behal, aff ec_ting a r’esident or organisation, its own staff, or
group of residents. those acting on its behalf,
affecting an individual resident or
group of residents.’
Please see Complaints Policy: We are committed to
proactively understanding
A resident does not have to use the 43 ‘A customer doeS not have to | our customers. During
word ‘complaint’ for it to be treated as use the word ‘complaint' for it to | 2025-26 we ran and project
Zych.t.V\;hetr.]evelr adrles(ijdent e>t<presses be treated as a complaint. A called Resident Census
issatisfaction landlords must give ) ) : . : -
13 them the choice to make complaint. A Yes complaint that is submitted via a Lmrggﬁzgsigrﬁzzgnaggk?ﬁgr

complaint that is submitted via a third
party or representative must be
handled in line with the landlord’s
complaints policy.

third party or representative,
such as family members, carers,
people with power of attorney will
be handled in line with this policy.
Customers will be given the
choice if they wish to make a

resident to review and
update their information.
This enables customers to
inform us of any reasonable
adjustments and their
preferred communication




complaint, if they are unhappy
about our services.’

4.6 SLH will accept complaints
made in person, via email,
telephone, letter or through any
other communication channels
such as the SLH My Account
App, website or social media.
Any complainants via social
media will be taken offline, and
the customer will be encouraged
to continue their complaint either
by email, telephone or letter.

methods. All gathered
information is kept in our
contact management
system, enabling us to tailor
services where this is
possible.

We have The Big Word
interpreting and translation
service to enable customers
to communicate with us in
their preferred language
and format including British
Sign Language (BSL) and
Braille.

Accessibility Adjustment
feature is built in our
website, enabling
customers to view
information in the way that
suits them.

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

Please see Complaints Policy 3.
Definitions and

4.2 - ‘A service request is a
request from a resident to SLH
requiring action to be taken to
put something right. Service
requests are not complaints, but
must be recorded, monitored
and reviewed regularly.’

Refresher training was
provided to the Customer
Service Team in June 2026
and at various team
meetings for other service
areas, throughout the year
to ensure colleagues are
aware of the difference
between a service request
and a complaint.




4.3 A complaint is 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.’

Refresher training has been
provided to all Managers
and Team Leaders,
including members of
Senior Leadership team in
March 2026. This will be
followed to various teams
by end of Q2 2026-27 —
through e-learning and face-
to-face training.

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

Please see Complaints Policy:

4.4 ‘A complaint will be raised
when the resident expresses
dissatisfaction with the response

1.5 request remains ongoing. Landlords Yes to their service request, even if
must not stop their efforts to address the handling of the service
the service I’equeSt |f the resident request remains Ongoing_ SLH
complains. will not stop our efforts to
address the service request if
the resident complains.’
An expression of dissatisfaction with Please see Complaints Policy:
services made through a survey is not We also ask customers to
defined as a complaint, though 4.5 ‘An expression of give their views about
wherever possible, the person dissatisfaction with services services we provide,
completing the survey should be made made through a survey is not through transactional and
1.6 Yes TSM perception surveys

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.

defined as a complaint, though
wherever possible, the person
completing the survey will be
made aware of how they can
pursue a complaint if they wish

and by getting involved in
wider engagement
opportunities thought
revised Resident




to. Where SLH ask for wider
feedback about our services, we
will also provide details of how
residents can complain.’

Engagement Strategy,
launched in January 2026.

In our transactional surveys
we informed customer on
how to make a complaint if
they are dissatisfied about
our services.

qug Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Please see Complaints Policy No complaints were
section 5: refused. 19 complaints were
cancelled during 2025-26
5. Exclusions due to various reasons;
customer withdrawn -
5.1 ‘We will consider each seeking redress through
Landlords must accept a complaint complaint on it's own merits and | alternative avenues, raised
unless there is a valid reason not to do consider the individual in error/training issue.
so. If landlords decide not to accept a circumstances’ and below at 2.2.
2.1 complaint they must be able to Yes Oversight of any complaint

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

5.2 ‘If SLH decides not to accept
a complaint, an explanation will
be provided to the customer
setting out the reasons why the
matter is not suitable for the
complaints process and the right
to take that decision to the
Ombudsman. If the Ombudsman
does not agree that the exclusion

cancelled is managed by
Director of the service area.

The policy was recently
updated based on guidance
issued by the ICO and
introduction of the Energy
Ombudsman.




has been fairly applied, the
Ombudsman may tell SLH to
take on the complaint.

5.3 ‘If your complaint relates to
data protection, please note
that this does not fall within
the jurisdiction of the Housing
Ombudsman Service;
however, we will still manage
it in line with our complaints’
framework. If you remain
dissatisfied with the outcome
of our investigation, you may
also escalate your concerns
to the Information
Commissioner’s Office (ICO).
You can do so by visiting:
Make a complaint | ICO’

5.4 ‘Heat Network regulations
focus on ensuring customers
receive good customer
service improved reliability of
supply, transparent, easy to
understand energy bills and
fair pricing. Complaints
relating to the performance of
heat networks fitted with
metering devices must meet

We have Heat Network in
some of our Independence
Living scheme and must
comply with the Heat
Network regulations. We
have registered with the
Energy Ombudsman.



https://ico.org.uk/make-a-complaint/

ongoing obligations including
using these devices to bill
customers based on their
consumption of heating,
cooling or hot water, and
ensure they are accurate and
continue to operate efficiently.

5.5°‘Any complaints relating to the

heat network must be notified
to SLH in the first instance to
allow us the opportunity to
resolve the issue for you. As a
heat supplier we have 8
weeks to resolve the
complaint. Only after 8 weeks
can you raise the dispute with
the Energy Ombudsman.’

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:

e The issue giving rise to the
complaint occurred over twelve
months ago.

Yes

Please see Complaint Policy
section 5:

5.1 There will be

exceptional situations
when a matter will not be
considered as a
complaint or escalated,
which could include:

e An initial request for a




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.

service e.g. first reporting
a repair,

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,

Insurance matters where
an insurance claim has
been made and this is
being dealt with by SLH
insurers. Note that
complaints about delays
accessing the
complaints procedure or
other complaints not part
of the insurance claim
will be investigated, but
not insurance claim until
those steps have been
exhausted. Complaints
will be dealt with by
following the Housing
Ombudsman’s Guidance
on complaints involving



https://www.housing-ombudsman.org.uk/wp-content/uploads/2020/11/Guidance-on-Insurance.pdf
https://www.housing-ombudsman.org.uk/wp-content/uploads/2020/11/Guidance-on-Insurance.pdf

insurance issues
(housing-
ombudsman.org.uk)
including clarity on what
can be considered
through the complaints
procedure.

e Matters that have
previously been
considered under the
complaints policy,

e On the basis that it has
been pursued in a way
that is unacceptable and
has been dealt with under
our Unacceptable
Behaviour Policy,

e Persons or bodies over
which SLH has no control.

2.3

Landlords must accept complaints
referred to them within 12 months of
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.

Yes

Please see Complaints Policy:

4.7 ‘SLH will accept complaints
referred to us within 12 months of
the issue occurring or the
customer becoming aware of the
issue, unless they are excluded
on other grounds. We will
consider whether to apply
discretion to accept complaints
made outside this time limit
where there are good reasons to
do so.’



https://www.housing-ombudsman.org.uk/wp-content/uploads/2020/11/Guidance-on-Insurance.pdf
https://www.housing-ombudsman.org.uk/wp-content/uploads/2020/11/Guidance-on-Insurance.pdf
https://www.housing-ombudsman.org.uk/wp-content/uploads/2020/11/Guidance-on-Insurance.pdf

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

Please see Complaints Policy:

5.2 ‘If SLH decides not to accept
a complaint, an explanation will
be provided to the customer
setting out the reasons why the
matter is not suitable for the

2.4 rlght to take that decision to the Yes Comp|aints process and the nght
Ombudsman. If the Ombudsman does to take that decision to the
not agree that the exclusion has been Ombudsman. If the Ombudsman
fairly applied, the Ombudsman may tell does not agree that the exclusion
the landlord to take on the complaint. has been fairly applied, the
Ombudsman may tell SLH to
take on the complaint.’
Please see Complaints Policy:
5.1 We will consider each
complaint on it's own merits and
consider the individual
circumstances. There will be
exceptional situations when a
Landlords must not take a blanket matter will not be considered as a
o5 approach to excluding complaints; they Yes complaint or escalated, which

must consider the individual
circumstances of each complaint.

could include:

5.2 ‘If SLH decides not to accept
a complaint, an explanation will
be provided to the customer
setting out the reasons why the
matter is not suitable for the
complaints process and the 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 SLH to
take on the complaint.’

prg\(/)i:ieon Code requirement $§Srr}plilyc; Evidence Commentary / explanation
Please see Complaints Policy:
6.1 ‘SLH will make it easy for our Supportmg Customers
. Policy outlines our
customers to complain by
- . approach to reasonable
providing different channels adiustments. All colleaques
through which customers can Jus d ;L W 9
_ K molaint. We will received training. We are
Landlords must make it easy for make a compiaint. committed to proactively
residents to complain by providing (éon5|?er:ur2du1tles under the understanding our residents
different channels through which they : quatllty f[’t tr? 0 an(cjj enddeavour and customers. Through the
can make a complaint. Landlords must 0 anticipate (he neeas an Resident Census survey,
3.1 consider their duties under the Equality Yes reasonable adjustments of we asked to share up to

Act 2010 and anticipate the needs and
reasonable adjustments of residents

who may need to access the
complaints process.

residents who may need to
access the complaints process.’

8.3 ‘SLH will make reasonable
adjustments for customers where
appropriate under the Equality
Act 2010. SLH will keep a record
of any reasonable adjustments
agreed, as well as a record of any
disabilities a resident has
disclosed. Any agreed reasonable

date information about them
including any reasonable
adjustments and their
preferred communication
methods. All gathered
information is kept in our
contact management
system, enabling us to tailor
services.




adjustments will be kept under
active review.’

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

Please see Complaints Policy:

6.2 ‘Customers can raise their
complaints in any way and with
any colleague. All colleagues will
be made aware of the complaints
process and be able to pass
details of the complaint to the
Complaints Officer — the
Customer Insight Partner.’

The Complaints and
Compensation Policies
were briefed to all
colleagues.

All members of Senior
Leadership Team and
Managers/ Team Leaders
received refresher training
on Complaint Handling
Code in March 2026.

Leading up to the launch of
new SLH Business Strategy
2026-29, all colleagues and
some customers were
invited and involved in
developing SLH values:

e Do the right thing

e Show respect and
kindness, always

e Are honest and fair

e Make it happen

e All belong at SLH

E-learning refresher training
module will be rolled out by
Q2 for colleagues, tailored




to different teams, and roles
and responsibilities.

3.3

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

Yes

Please see Complaints Policy:

1.4 “This policy provides a
framework to promote a positive
culture and support strong
resident landlord relationships. It
means things can be put right for
customers when they have gone
wrong. It will help SLH to develop
and improve services. It follows
established dispute resolution
principles: to be fair, put things
right, and learn from outcomes’

1.3 ‘We welcome feedback from
our customers, including
complaints and compliments and
carry out regular transactional
and perception customer
satisfaction surveys.’

4.1 ‘Effective complaint handling
enables customers to be heard
and understood and for SLH to
put right for customers when they
have gone wrong and help SLH
to develop and improve services.’

6.3 ‘SLH recognise the value of
complaints and high volumes of

We have seen a steady
increase in complaints
received over recent years:

20/21 — 36 stage 1, 4 stage
2

21/22 — 49 stage 1, 9 stage
2

22/23 — 55 stage 1, 8 stage
2

23/24 — 63 stage 1, 10
stage 2

24/25 — 74 stage 1, 29
stage 2

25/26 — 91 stage 1, 19
Stage two — this includes
Lune Valley Rural Housing
Association complaints. A
merger was completed on
31st March 2026 for 118
properties.

SLH continues to support
the Government ‘Make
Things Right’ campaign.




complaints are not be seen as a
negative, as they can be
indicative of a well-publicised and
accessible complaints process.
Low complaint volumes are
potentially a sign that customers
are unable to complain.’

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

Please see Complaints Policy
Section 8 — Complaint Handling
process:

8.2 ‘SLH has a two stage
complaints process and we will
take responsibility for ensuring
that any third parties handle
complaints in line with this policy

Complaint
Acknowledgment &
Logged — target response
of 5 working days

Stage 1: Manager/Team
Leader Review — target
response of 10 working
days once you have
received the
acknowledgement
response.

Stage 2: Director or
member of the Senior

Information on how to make
a compliment and complaint
is displayed of our website.
You can find a clear and
accessible information
about our two step
complaints process.

Make a Complaint: Your
Voice Matters - South Lakes

Housing

Posters in noticeboards in
our communal notice
boards and Independence
Living scheme, where this is
possible.



https://www.southlakeshousing.co.uk/make-a-complaint/
https://www.southlakeshousing.co.uk/make-a-complaint/
https://www.southlakeshousing.co.uk/make-a-complaint/

Leadership Team — target
response of 20 working
days.

e Complaints Policy is
published on our website.

The policy must explain how the
landlord will publicise details of the

Please see Complaints Policy:

6.4 ‘SLH will make this
Complaints Policy available in a
clear and accessible format for all
customers on our website, in
publications and communal
noticeboards, where available. A
copy can be provided upon

Information on how to make
a compliment and complaint
is displayed of our website.
You can find a clear and
accessible information
about our two step
complaints process.

3:5 | complaints policy, including information | Y& | roqiest This will detail the two- | 12Ke 8 Complaint. Your
about the Ombudsman and this Code. stage process, what will happen | Y2ice Matters - South Lakes
at each stage, and the Housing
timeframes for responding. The Posters in notice boards in
policy including information about our communal notice
the Housing Ombudsman Service boards and Independence
and the HOS Complaint Handling Living scheme, where this is
Code will be published on our . ’
website.’ possible.
Please see Complaints Policy:
Landlords must give residents the
opportunity to have a representative 6.5 ‘SLH will give customers the
deal with their complaint on their opportunity to have a
3.6 Yes

behalf, and to be represented or

accompanied at any meeting with the

landlord.

representative deal with their
complaint on their behalf, and to
be represented or accompanied
at any meeting with SLH.



https://www.southlakeshousing.co.uk/make-a-complaint/
https://www.southlakeshousing.co.uk/make-a-complaint/
https://www.southlakeshousing.co.uk/make-a-complaint/

3.7

Landlords must provide residents with
information on their right to access the
Ombudsman service and how the
individual can engage with the
Ombudsman about their complaint.

Yes

Please see Complaints Policy:

6.4 ‘The policy including
information about the Housing
Ombudsman Service and the
HOS Complaint Handling Code
will be published on our website’

Please see extract from our
complaint acknowledgement
template: “You can always contact
the Housing Ombudsman Service
at any point during the complaint
process for advice and guidance,
although they only investigate
complaints once we have
completed our internal process.
Further information is available
on the website
www.housingombudsman.org.uk,
by telephone 0300 111 3000 or
by post Housing Ombudsman
Service PO Box 1484, Unit D,
Preston, PR2 OET’

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

41

Landlords must have a person or team
assigned to take responsibility for
complaint handling, including liaison

Yes

Please see Complaints Policy:

The Director of Customer
and Culture is responsible
for ensuring complaints are



http://www.housingombudsman.org.uk/

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.

7.1 ‘SLH’s Customer First Team,
which includes a Customer First
Manager and Customer Insight
Partner, will take responsibility
for complaint handling, including
liaison with the HOS and
ensuring complaints are reported
to the governing body (or
equivalent). We refer to that
person or team as the
‘complaints officer’.

reported to Senior
Leadership Team and Board
of Management.

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

Please see Complaints Policy:

7.1 ‘The complaints officer has
access to colleagues at all levels
to facilitate the prompt resolution
of complaints. They have the

All complaints are
investigated by Managers/
Team Leaders at stage one
and Directors/ Member of
Senior Leadership Team,
including Deputy Chief
Executive and Chief

4.2 autonomy to act to resolve disputes Yes authority and autonomy to act to | Operations Officer at stage
promptly and fairly. resolve disputes promptly and two. The Customer Insight
fairly and to escalate any issues | Partner will act in supporting
or complaints to the Director of capacity and has authority
Customer and Culture, if and autonomy to ensure
required.’ complaints are resolved
promptly and fairly.
L S Please see the Complaints New SLH Business Strategy
andlords are expected to prioritise o
complaint handling and a culture of Policy: 2026-29, chus on
learning from complaints. All relevant customer-first culture and
4.3 ' Yes 7.2 ‘SLH will promote a positive | sets its values, as detailed

staff must be suitably trained in the
importance of complaint handling. It is
important that complaints are seen as a

complaint handling culture and
the value of learning of
complaints. All relevant

below:

e Do the right thing




core service and must be resourced to
handle complaints effectively

colleagues will be suitably
trained in the importance of
complaint handling.’

e Show respect and
kindness, always

e Are honest and fair

e Make it happen

e All belong at SLH

Complaint refresher training,
accompanied with e-
learning will be delivered to
all colleagues during quarter
one and two (April — Sept
2026) with emphasis on
communication, complaint
handling and learning.

The Customer First
Manager and Customer
Insight Partner lead on
complaint handling and
complaint learning sessions
through the Managers
Forum.

These opportunities involve
Managers and members of
the Senior Leadership
Team.




prg\(;ig?on Code requirement $§Sm/p,|\lyo' Evidence Commentary / explanation
Please see our Complaints
Landlords must have a single policy in Policy on the website.
place for dealing with complaints _— ) .
5.1 covered by this Code. Residents must Yes 8.1 This policy provides the
not be treated differently if they framewgrk for haqdllng
complain. complaints. We will not treat
customers differently if they
complain.’
See Complaints Policy 8.1
‘The early and local resolution of
issues between SLH and our
customers is key to effective
The early and local resolution of issues complaint handling. It may be
between landlords and residents is key possible to provide an
to ef'feCtive Complaint handling. It iS not exp|anati0n and reso|uti0n to the .
5.2 appropriate to have extra named Yes customer’s satisfaction when SLH have two stage policy
stages (such as ‘stage 0’ or ‘informal they first contact us, such as only.
complaint’) as this causes unnecessary delay in a contractor attending
confusion. an appointment by ringing the
contractor, apologising and
informing the customer when the
contractor will arrive and if so we
will record details on the system,
if not we will log a complaint.’
A process with more than two stages is Please see Complaints Policy: Icr; acclor.darlm_lce \(Iivli'th tré:e SOS
5.3 not acceptable under any Yes omplaint Handling Code,

circumstances as this will make the

8.2 ‘SLH has a two stage
complaints process, and we will

we adhere to a two stage
complaints process.




complaint process unduly long and
delay access to the Ombudsman.

take responsibility for ensuring
that any third parties handle
complaints in line with this
policy.’

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

Please see Complaints Policy:

8.2 ‘SLH has a two stage
complaints process, and we will

54 this Code. Residents must not be ves take responsibility for ensuring
expected to go through two complaints that any third parties handle
processes. complaints in line with this
policy.’
Please see Complaints Policy:
Landlords are responsible for ensuring 8.2 ‘SlLH has a two stag(;je 11 | SLH colleagues liaise with
5.5 | thatany third parties handle complaints Yes | Ccomplaints process, and we will | = o tors/Developers, as
in line with the Code. take responsibility for ensuring required
that any third parties handle g '
complaints in line with this
policy.’
When a complaint is logged at Stage 1 Please see Complaints Policy: | &t omer Insight Partner or
or escalated to Stage 2, landlords must ‘ o the investigating officer will
set out their understanding of the 8.3 'When a complaint is logged | . . ibe resident when a
complaint and the outcomes the at Stage 1 or escalated to Stage complaint is received to
i i i i 2, SLH will set out our .
56 resident is Seek|ng. The Code will refer Yes ’ ||Sten’ ask the customer for

to this as “the complaint definition”. If
any aspect of the complaint is unclear,
the resident must be asked for
clarification.

understanding of the complaint

and the outcomes the customer
is seeking. This is referred to as
“the complaint definition”. If any
aspect of the complaint is

clarifications and check their
understanding of the
complaint to agree the
definition and ask the




unclear, we will ask the customer
for clarification.’

resident what their desired
outcome is.

When a complaint is acknowledged at
either stage, landlords must be clear
which aspects of the complaint they

Please see Complaint Policy:

8.3 ‘We will be clear which

From the receipt of a
complaint, the Customer
Insight Partner will
acknowledge the complaint
and carefully manage the
expectations of resident
ensuring that no promises
are made on things we
cannot deliver or would
cause upset to other

2.7 are, and are not, responsible for and Yes aspects of the complaint we are, residents
clarify any areas where this is not and are not, responsible for and '
clear. clarify any areas where this is At all complaint stages the
not clear. . o , )
investigating officer will be
clear on areas of the
complaint they are
responsible and where they
are not, responsible. This
will help to manage
residents’ expectations.
At each stage of the complaints Please see Complaints Policy: Embodied in SLH values:
process, complaint handlers must:
a. deal with complaints on their 8.4 ‘At each stage of the
merits, act independently, and complaints process, complaint e Do the right thing
58 have an open mind; Yes handlers will: e Show respect and
' b. give the resident a fair chance to a. deal with complaints on their kindness, always
set out their position; merits, act independently, and e Are honest and fair
c. take measures to address any have an open mind; e Make it happen

actual or perceived conflict of
interest; and

b. give the resident a fair chance
to set out their position;

e All belong at SLH




d. consider all relevant information
and evidence carefully.

c. take measures to address any
actual or perceived conflict of
interest; and

d. consider all relevant
information and evidence
carefully’

The Customer Insight
Partner reviews and
allocates all complaints for
investigation. All
investigations and
responses are also
overseen by Customer First
Manager to provide
independent oversight and
quality assurance.

SLH Probity Policy - all
colleagues make an annual
declaration of any potential
conflicts of interest.

SLH Data Protection and
Data Privacy Policy.

Where a response to a complaint will
fall outside the timescales set out in
this Code, the landlord must agree with

Please see Complaints Policy:

8.5 ‘Where a response to a
complaint will fall outside the

5.9 | the resident suitable intervals for Yes timescales set out in this policy,
keeping them informed about their SLH will agree with the customer
complaint. suitable intervals for keeping
them informed about their
complaint.’
Landlords must make reasonable Please see Complaints Policy: Supporting Customers
adjustments for residents where Policy outlines our approach
5.10 appropriate under the Equality Act Yes 8.6 ‘SLH will make reasonable y PP

2010. Landlords must keep a record of
any reasonable adjustments agreed, as

adjustments for customers
where appropriate under the

to making reasonable
adjustments, where these




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

Equality Act 2010. SLH will keep
a record of any reasonable
adjustments agreed, as well as a
record of any disabilities a
resident has disclosed. Any
agreed reasonable adjustments
will be kept under active review

can be achieved by South
Lakes Housing.

We are committed to
proactively understanding
our residents and during
2025-26 we host an initiative
to updating resident
information through the
Resident Census survey.

This enables residents to
inform us of any reasonable
adjustments and their
preferred communication
methods. All gathered
information is kept in our
contact management
system, enabling us to tailor
services.

5.1

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

Please see Complaints Policy:

8.7 ‘SLH will not refuse to
escalate a complaint through all
stages of the complaints
procedure unless we have valid
reasons to do so as outlined in
the exclusions in Section 5.

5. ‘We will consider each
complaint on it's own merits and
consider the individual




circumstances. There will be
exceptional situations when a
matter will not be considered as
a complaint or escalated, which
could include:

An initial request for a
service e.qg. first reporting
a repair,

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,
Insurance matters where
an insurance claim has
been made and this is
being dealt with by SLH
insurers. Note that
complaints about delays
accessing the complaints
procedure or other
complaints not part of the
insurance claim will be
investigated, but not
insurance claim until
those steps have been
exhausted. Complaints
will be dealt with by




following the Housing
Ombudsman’s Guidance
on complaints involving
insurance issues
(housing-
ombudsman.org.uk)
including clarity on what
can be considered
through the complaints
procedure.

e Matters that have
previously been
considered under the
complaints policy,

e On the basis that it has
been pursued in a way
that is unacceptable and
has been dealt with under
our Unacceptable
Behaviour Policy,

e Persons or bodies over
which SLH has no control.

5.2 ‘If SLH decides not to accept
a complaint, an explanation will
be provided to the customer
setting out the reasons why the
matter is not suitable for the
complaints process and the 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 SLH to take on.

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,

Please see Complaints Policy: 8.

8 ‘A full record will be kept of the
complaint, and the outcomes at
each stage. This will include the
original complaint and the date

All complaints are logged on
the Civica CX Housing
Management System. All
exchange of contacts is
recorded on this platform
throughout the complaints
process. The investigating
officer and Customer Insight
Partner are responsible for

512 correspondence with other parties, and Yes received, all correspondence keeping the complaint
any relevant supporting documentation with the customer, records up to date.
such as reports or surveys. correspondence with other
parties, and any relevant We currently use external
supporting documentation such | customer feedback
as reports or surveys.’ platforms for both Tenant
Satisfaction Measure and
transactional surveys.
Please see Com.plaints. Policy Embodied in SLH values:
. and Compensation Policy.
Landlords must have processes in
place to ensure a complaint can be 10.1 ‘Where something has , ,
remedied at any stage of its complaints gone wrong SLH will . gﬁ the right t?mgd
5.13 | process. Landlords must ensure Yes | acknowledge this and set out the *  SHOW Tespect an

appropriate remedies can be provided
at any stage of the complaints process
without the need for escalation.

actions it has already taken, or
intends to take, to put things
right. This can happen at any
stage of the process, without the
need for escalation.’

kindness, always
e Are honest and fair
o Make it happen
e All belong at SLH




Landlords must have policies and
procedures in place for managing
unacceptable behaviour from residents
and/or their representatives. Landlords

Please see the Unacceptable
Behaviour Policy on our website:

5.14 | must be able to evidence reasons for Yes
putting any restrictions in place and Unacceptable Behaviour Policy
must keep restrictions under regular
review.
Please see extract below from
Complaints and Unacceptable
Behaviour Policies:
‘Equality, Diversity and Inclusion
SLH is aware of our Please see our Equity,
responsibilities under the Diversity and Inclusion
Equality Act 2010 and is Policy and Supporting
Any restrictions placed on contact due committed to equality, diversity Customers Policy on our
to unacceptable behaviour must be and inclusion. We will endeavour | website:
515 | proportionate and demonstrate regard Yes to provide a service that seeks to

for the provisions of the Equality Act
2010.

meet the needs of a particular
individual or household and
ensure no one is disadvantaged
in accessing our services. We
recognise that some of our
customers may have permanent
or transitory vulnerabilities and
where customers require
additional support, we will
endeavour to make reasonable
adjustments. We will also take
vulnerability into account when

Equity, Diversity and
Inclusion Policy

Supporting Customers
Policy



https://www.southlakeshousing.co.uk/wp-content/uploads/2026/09/Unacceptable-Behaviour-Policy.pdf
https://www.southlakeshousing.co.uk/wp-content/uploads/2026/09/Equity-Diversity-and-Inclusion-Policy.pdf
https://www.southlakeshousing.co.uk/wp-content/uploads/2026/09/Equity-Diversity-and-Inclusion-Policy.pdf
https://www.southlakeshousing.co.uk/wp-content/uploads/2026/09/Supporting-Customers-Policy-1.pdf
https://www.southlakeshousing.co.uk/wp-content/uploads/2026/09/Supporting-Customers-Policy-1.pdf

carrying out case risk

assessments.’
Stage 1
prg\c/)ig?on Code requirement \C(:gsm/plilyc; Evidence Commentary / explanation
Please see Complaints Policy:
Landlords must have processes in 9.1'SLH have a two stage
place to consider which complaints can complaints process. We will
be responded to as early as possible, consider which complaints can .
and which require further investigation. be responded to as early as The Customer Insight
Landlords must consider factors such possible, and which require Partner carries out an initial
6.1 as the complexity of the complaint and Yes further investigation. We will assessment and discusses
' whether the resident is vulnerable or at consider factors such as the with the investigating officer
risk. Most stage 1 complaints can be complexity of the complaint and | when allocating a complaint
resolved promptly, and an explanation, whether the customer is for investigation.
apology or resolution provided to the vulnerable or at risk. Most stage
resident. 1 complaints can be resolved
promptly, and an explanation,
apology or resolution provided to
the customer.’
Please see Complaints Policy: The Customer Insight
Complaints must be acknowledged, Partner will contact the
defined and logged at stage 1 of the 9.2 ‘Complaints will be customer within 5 working
6.2 complaints procedure within five Yes acknowledged, defined and days of a complaint being

working days of the complaint being

received.

logged within five working days
of the complaint being received.’
SLH will issue a full response to

received and advise the
complaint response will be
issued within 10 working




stage 1 complaints within 10
working days of the complaint
being acknowledged.’

days — following the stage
one of complaints
procedure.

Landlords must issue a full response to
stage 1 complaints within 10 working

Please see Complaints Policy:

9.2 ‘SLH will issue a full

Customer Insight Partner
and Customer First

63 | days of the complaint being Yes | response to stage 1 complaints | 12nager oversight.
acknowledged. within 10 working days of the KPI R :
, . , eporting
complaint being acknowledged.
Please see Complaints Policy:
9.2 ‘If an extension to this
Landlords must decide whether an timescale is needed when
extension to this timescale is needed considering the complexity of the
when considering the complexity of the complaint we will inform the Customer Insight Partner
complaint and then inform the resident customer of the expected and Customer First
6.4 | of the expected timescale for response. Yes timescale for response. Any Manager oversight.
Any extension must be no more than extension will be no more than
10 working days without good reason, 10 working days without good KPI reporting
and the reason(s) must be clearly reason, and the reason(s) will be
explained to the resident. clearly explained to the
customer, and they will be
provided with the contact details
of the Ombudsman.’
Please see Complaints Policy: We provide the resident the
When an organisation informs a 9.2 ‘I an extension to this opportunity to appeal and
resident about an extension to these timescale is needed when escalate their complaint as
6.5 Yes considering the complexity of the | part of our complaint

timescales, they must be provided with
the contact details of the Ombudsman.

complaint we will inform the
customer of the expected
timescale for response. Any

response at stage one and
two. We also advise the
customer throughout the




extension will be no more than
10 working days without good
reason, and the reason(s) will be
clearly explained to the customer
and they will be provided with the
contact details of the
Ombudsman.’

complaints process that
they can approach Housing
Ombudsman Service for
any advice and guidance.

A complaint response must be provided
to the resident when the answer to the
complaint is known, not when the
outstanding actions required to address

Please see Complaints Policy:

9.2 ‘A complaint response will be
provided to the customer when
the answer to the complaint is
known, not when the outstanding
actions required to address the
issue are completed.
Outstanding actions will be

In a complaint response we
will include details of any
outstanding actions and
advise and agree with
customer how they will be
kept updated on progress of
outstanding actions.
Customer Insight Partner

6.6 the issue are completed. Outstanding Yes tracked and actioned promptly oversees implementation.
actions must still be tracked and with appropriate updates
actioned promptly with appropriate provided to the resident. The The investigation officers
updates provided to the resident. response will address all points | are empowered to ensure
raised in the complaint definition | completion of any
and provide clear reasons for outstanding actions and
any decisions, referencing the provide regular updates to
relevant policy, law and good the resident.
practice where appropriate.
Landlords must address all points Plee‘lse see Complaints Policy: As part of complaint
raised in the complaint definition and 9.2 Acomplalnt response will be !nvest!gat!on, th_e .
provide clear reasons for any provided to the customer when investigating officer will
6.7 Yes the answer to the complaint is ensure all the elements of

decisions, referencing the relevant
policy, law and good practice where
appropriate.

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

the complaint are
investigated, providing clear
reasons for decisions and




Outstanding actions will be
tracked and actioned promptly
with appropriate updates
provided to the resident. The
response will 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.’

referring to relevant policies,
law and good practices
where appropriate.

The Customer Insight
Partner or Customer First
Manager reviews
investigations and
responses before they are
issued to ensure.

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

Please see Complaints Policy:

9.2 ‘Where customers raise
additional complaints during the
investigation, these will be
incorporated into the stage 1
response if they are related and
the stage 1 response has not

Customer Insight Partner

6.8 issued. Where the stage 1 response Yes . and Customer First
has been issued, the new issues are been issued. Where the stage 1 Manager oversight.
unrelated to the issues already being response has been issued, the
investigated or it would unreasonably new issues are unrelated to the
delay the response, the new issues issues already being investigated
must be logged as a new complaint. or it would unreasonably delay

the response, the new issues

must be logged as a new

complaint.’
Landlords must confirm the following in Please see Complaints Policy: SLH follows Housing
writing to the resident at the completion Ombudsman Service

6.9 of stage 1 in clear, plain language: Yes 9.2 “The written complaint complaint response

a. the complaint stage;
b. the complaint definition;

response to the customer at the
completion of stage 1 will be in

templates guidance and
ensures comprehensive




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.

clear, plain language and
include:

a.
b.
C.

the complaint stage;
the complaint definition;
the decision on the
complaint;

. the reasons for any

decisions made;

the details of any remedy
offered to put things right;
details of any outstanding
actions; and

details of how to escalate
the matter to stage 2 if the
individual is not satisfied
with the response.’

response is shared with the
customer.

Templates provide a
framework to ensure key
information is included.
Complaint responses are all
individual.

All colleagues are
empowered to live the SLH
values:

e Do the right thing

e Show respect and
kindness, always

e Are honest and fair

e Make it happen

e All belong at SLH

Stage 2
Co.d? Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
If all or part of the complaint is not Please see Complaints Policy:
resolved to the resident’s satisfaction at 9.3 If all or part of the complaint
6.10 stage 1, it must be progressed to stage Yes o P P ,
, is not resolved to the customer’s
2 of the landlord’s procedure. Stage 2 . . :
: y o satisfaction at stage 1, it must be
is the landlord’s final response.
progressed to stage 2 of the




procedure. Stage 2 is SLH’s final
response. Customers wishing to
appeal should do so within 20
working days.’

Requests for stage 2 must be
acknowledged, defined and logged at

Please see Complaints Policy:

9.3 ‘Requests for stage 2 must
be acknowledged, defined and

Customer Insight Partner
will acknowledge complaint

6.11 stage 2 of the complaints procedure Yes loaaed at stage 2 of the escalation to stage two
within five working days of the 99ed ; 9 o within five working days of
. : : complaints procedure within five .
escalation request being received. : , request being made.
working days of the escalation
request being received.’
Please see Complaints Policy:
ReS|d.ents must not be required t.o 9.3 ‘Customers are not be
explain their reasons for requesting a ) . .
. . required to explain their reasons
stage 2 consideration. Landlords are ,
for requesting a stage 2
6.12 expected to make reasonable efforts to Yes . X .
. ; consideration. SLH will make
understand why a resident remains
. reasonable efforts to understand
unhappy as part of its stage 2 h ¢ :
response why a customer remains
' unhappy as part of its stage 2
response.’
All stage two complaints are
investigated by a member of
Please see Complaints Policy: the Senior Management
The person considering the complaint Team which include
6.13 at stage 2 must not be the same Yes 9.3 ‘The person considering the | Directors and not the

person that considered the complaint at
stage 1.

complaint at stage 2 must not be
the same person that considered
the complaint at stage 1.’

Manager/ Team Leader who
investigated stage 1. If the
Director has been actively
involved in the matter, we
allocate to a different one.




Landlords must issue a final response

Please see Complaints Policy:

9.3 ‘We will issue a final

Customer Insight Partner
and Customer First

6.14 to the stage 2. W|th!n 20 working days Yes response to the stage 2 within 20 Manager oversight.
of the complaint being acknowledged. : .
working days of the complaint .
: ; KPI Reporting
being acknowledged.
Please see Complaints Policy:
9.3 ‘If an extension to this
Landlords must decide whether an timescale is needed when Customer Insight Partner
extension to this timescale is needed considering the complexity of the | and Customer First
when considering the complexity of the complaint we will inform the Manager oversight.
complaint and then inform the resident customer of the expected
6.15 of the expected timescale for response. Yes timescale for response. Any During 2025-26 there were
Any extension must be no more than extension must be no more than | 2 stage two complaints
20 working days without good reason, 20 working days without good extended.
and the reason(s) must be clearly reason, and the reason(s) will be
explained to the resident. clearly explained to the customer | KPI Reporting
and they will be provided with the
contact details of the
Ombudsman.’
Please see Complaints Policy:
9.3 ‘If an extension to this
e timescale is needed when
When an organisation informs a L :
. : considering the complexity of the
resident about an extension to these . S
6.16 Yes complaint we will inform the

timescales, they must be provided with
the contact details of the Ombudsman.

customer of the expected
timescale for response. Any
extension must be no more than
20 working days without good
reason, and the reason(s) will be




clearly explained to the customer
and they will be provided with the
contact details of the
Ombudsman.’

A complaint response must be provided
to the resident when the answer to the
complaint is known, not when the
outstanding actions required to address

Please see Complaints Policy:

9.3 ‘A complaint response will be
provided to the customer when
the answer to the complaint is
known, not when the outstanding

The Customer Insight
Partner or Customer First
Manager reviews
investigations and
responses before they are
issued.

6.17 the issue are completed. Outstanding Yes actions required to address the . o ,
. X ) The investigation officers
actions must still be tracked and issue are completed.
: : . . . . are empowered to ensure
actioned promptly with appropriate Outstanding actions will be : )
: . ) completion of outstanding
updates provided to the resident. tracked and actioned promptly . .

. . actions and provide regular
with appropriate updates updates to the resident
provided to the resident.’ P '
Please see Complaints Policy:

Landlords must address all points 9.3 ‘The response will address The Customer Insight
raised in the complaint definition and N pons . Partner or Customer First
. all points raised in the complaint ;
provide clear reasons for any - . Manager reviews
6.18 " : Yes definition and provide clear : 0
decisions, referencing the relevant . investigations and
; : reasons for any decisions,
policy, law and good practice where . : responses before they are
ApDropriate referencing the relevant policy, issued
pprop : law and good practice where '
appropriate.’
Landlords must confirm the following in Please see Complaints Policy: All colleagues are
writing to the resident at the completion P y: empowered to live the SLH
6.19 of stage 2 in clearj plain Iapguage: Yes 9.3 “The written complaint values:
a. the complaint stage;
. VO response to the customer at the , .
b. the complaint definition; . ) ) e Do the right thing
e - completion of stage 2 will be in
C. the decision on the complaint; e Show respect and




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 the Ombudsman
Service if the individual remains
dissatisfied.

clear, plain language and
include:
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’

kindness, always
e Are honest and fair
e Make it happen
e All belong at SLH

6.20

Stage 2 is the landlord’s final response
and must involve all suitable staff
members needed to issue such a
response.

Yes

Please see below extract from
Compilaints Policy:

At the completion of each stage
of the complaints process SLH
will write to the resident advising
them of the following:
e - the complaint stage
e the outcome of the
complaint « the reasons
for any decisions made
e the details of any remedy
offered to put things right
e details of any outstanding
actions
e details of how to escalate

Templates provide a
framework to ensure key
information is included.

All colleagues are
empowered to Live to SLH
values:

e Do the right thing

e Show respect and
kindness, always

e Are honest and fair

¢ Make it happen

e All belong at SLH




the matter if dissatisfied.

Directors, investigating
officer and coordinate input
from other service areas/
contractors hold meetings to
ensure the response
addresses all issues raised.

qug Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Where something has gone wrong a Please see Complaints Policy: The investigating officer will
landlord must acknowledge this and set acknowledge and apologise
out the actions it has already taken, or 10. ‘Where something has gone | where something has gone
intends to take, to put things right. wrong SLH will acknowledge this | wrong and set out the
These can include: and set out the actions it has actions they intend to take/
. Apologising; already taken, or intends to take, | have already taken to put
. Acknowledging where things to put things right. This can things right.
have gone wrong; happen at any stage of the
. Providing an explanation, process, without the need for All colleagues are
71 assistance or reasons; Yes escalation. These can include: empowered to Live to SLH
. Taking action if there has been e Apologising; ¢ values:
delay; Acknowledging where
. Reconsidering or changing a things have gone wrong; e Do the right thing
decision; e Providing an explanation, e Show respect and
. Amending a record or adding a assistance or reasons; kindness, always
correction or addendum; e Taking action if there has e Are honest and fair
. Providing a financial remedy; been delay; e Make it happen
. Changing policies, procedures e Reconsidering or e All belong at SLH

or practices.

changing a decision;




e Amending a record or
adding a correction or
addendum;

¢ Providing a financial
remedy;

e Changing policies,
procedures or practices

e Gestures of goodwill (e.g.
vouchers, chocolates,
flowers).’

Please see the
Compensation Policy for
detail.

Any remedy offered must reflect the

Please see Complaint Policy:

“10.2 ‘Any remedy will reflect the
impact on the customer as a
result of any fault identified and
take account of the guidance
issued by the HOS. The remedy

Please also see the
Compensation Policy for
details of redress, including
financial compensation for a
customer as result of
service failure.

7.2 Impact on . r§3|dent as a result of Yes offer will clearly set out what will | We have updated our
any fault identified. h : : )
appen and by when, in Compensation Policy based
agreement with the customer on Housing Ombudsman
where appropriate. Any remedy Service compensation
proposed will be followed guidance Compensation
through to completion. Please quidance published in
see SLH Compensation Policy.” | February 2026.
Please see Complaints Policy: We aim to agree the
The remedy offer must clearly set out remedy and any timescales
what will happen and by when, in “10.2 ‘Any remedy will reflect the | with the customer before
73 agreement with the resident where Yes impact on the customer as a issuing the response. Our

appropriate. Any remedy proposed
must be followed through to
completion.

result of any fault identified and
take account of the guidance
issued by the HOS. The remedy
offer will clearly set out what will

training for colleagues and
complaint responses
reflects this. The
investigating officer will take



https://www.housing-ombudsman.org.uk/landlords-info/guidance-notes/compensation-guidance/
https://www.housing-ombudsman.org.uk/landlords-info/guidance-notes/compensation-guidance/

happen and by when, in
agreement with the customer
where appropriate. Any remedy
proposed will be followed
through to completion. Please
see SLH Compensation Policy.’

ownership of completing
any actions identified. The
Customer Insight Partner
provides oversight.

All colleagues are
empowered to live the SLH
values:

e Do the right thing

e Show respect and
kindness, always

e Are honest and fair

e Make it happen

e All belong at SLH

7.4

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

Yes

Please see the Compensation
Policy on our website.

We have updated our
Compensation Policy, in line
with the Housing
Ombudsman Service
guidance, published in
February 2026.

Compensation guidance



https://www.housing-ombudsman.org.uk/landlords-info/guidance-notes/compensation-guidance/

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

Landlords must produce an annual Please see Complaints Policy:
complaints performance and service 10.3 Reporting: ‘SLH wil
improvement report for scrutiny and préduce an anr.1ual complaints
challenge, which must include: performance and service
a. thelannual self-assessmm_’—)nt improvement report for scrutiny
against this Code to ensure their and challenge, which will include:
complaint handling policy remains in a. the annual éelf—assessment '
line with its re.qullrements. s against this HOS Complaint .
b. a qualitative and quantitative . Annual Complaints and
analysis of the landlord’s complaint Handhng Code t.o ensure our Service Improvement
handling performance. This must also complaint handling policy Report is produced and
includegapsummar of .thet es of remains in line with its re F())rted tg Board for
complaints the Ianscljlord hagprefused to requirements. b. a qualitative co?nment and approval and

8.1 accept; Yes and quantitative analysis of then submitted to the

. C P ’any findings of non-compliance SLH's complaint handling Housing Ombudsman
With this Code by the Ombudsman; performance. This will include a Service and published on
oy ’ summary of the types of nap

d. the service improvements made the website.

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.

complaints SLH has refused to
accept; c. any findings of non -
compliance with this HOS
Complaint Handling Code by the
HOS; d. the service
improvements made as a result
of the learning from complaints;
e. any annual report about the
landlord’s performance from the
HOS; and f. any other relevant
reports or publications produced

KPI Reporting




by the HOS in relation to the
work of the landlord.’

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

Please see Complaints Policy:

10.3 ‘The annual complaints
performance and service
improvement report will be

8.2 : : . : Yes reported to our Board and
the on the section of its website relating . .
: . , published on the section of the
to complaints. The governing body’s : . :
website relating to complaints.
response to the report must be The Board’ h
ublished alongside this © board s response to the
P ' report will be published
alongside the report.’
Please see Complaints Policy:
13.2 ‘SLH would also carry out a
Landlords must also carry out a self- self-assessment if we were
assessment following a significant involved in a significant
8.3 , Yes
restructure, merger and/or change in restructure, merger and/or
procedures. change in procedures or if asked
to review and update the self-
assessment following a HOS
investigation.’
Please see Complaints Policy:
Landlords may be asked to review and 13.2 'SLH would.also carry outa
: self-assessment if we were
8.4 update the self-assessment following Yes

an Ombudsman investigation.

involved in a significant
restructure, merger and/or
change in procedures or if asked
to review and update the self-




assessment following a HOS
investigation.’

8.5

If a landlord is unable to comply with
the Code due to exceptional
circumstances, such as a cyber
incident, they must inform the
Ombudsman, provide information to
residents who may be affected, and
publish this on their website Landlords
must provide a timescale for returning
to compliance with the Code.

Yes

Please see the Complaints
Policy:

10.3 ‘If SLH is unable to comply
with the HOS CHC due to
exceptional circumstances, such
as a cyber incident, we must
inform the HOS, provide
information to customers who
may be affected, and publish this
on our website, providing a
timescale for returning to
compliance with the Code.’




Co_dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
The Customer First
Manager and Customer
Insight Partner lead on
complaint reporting and
learning, engaging
colleagues from across the
business to identify service
Please see Complaints Policy: Improvements.
. . A review of themes,
1.1 S.LH welcome and learning, HOS Spotlight
recognises the value of . L .
Landlords must look beyond the . ) report including ‘Repairing
) LI complaints and the importance of ,
circumstances of the individual accountability and transparenc Trust’ and Centre of
9.1 complaint and consider whether service Yes y P y Learning reports and

improvements can be made as a result

of any learning from the complaint.

and will 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.’

training informs
improvement project.

We have implemented a
new approach to learning
from complaints and
resident feedback. As
discussed at each
Managers’ Forum, a journey
map is shared to strengthen
cross-team learning and
enable the exchange of
thematic insights.




The Resident Census has
been instrumental in
enhancing our
understanding of residents
and identifying their
reasonable adjustment
needs. Although
participation in the survey
was voluntary, we actively
encouraged completion by
clearly communicating the
benefits it offers.

A positive complaint handling culture is
integral to the effectiveness with which
landlords resolve disputes. Landlords

Please see Complaints Policy:

“11.1 ‘SLH will also: * use
complaints as a source of
intelligence to identify issues and
introduce positive changes in

All colleagues are
empowered to live the SLH
values:

e Do the right thing
e Show respect and
kindness, always

9.2 must use complaints as a source of Yes . . ; e Are honest and fair
intelligence to identify issues and service delivery. ¢ Make it happen
Idn(;lri?/ilrjce positive changes in service Reporting includes themes and e All belong at SLH

Y- colleagues are required to , .
identify learning points before This promotes positive
closing a case. complaint handling and

learning culture.
Accountability and transparency are Please see Complaints Policy: Complaints performance,
93 also integral to a positive complaint Yes learning and improvement

handling culture. Landlords must report
back on wider learning and

“11.1 ‘report back on wider
learning and improvements from

actions are reported to the
Board, the Senior




improvements from complaints to
stakeholders, such as residents’
panels, staff and relevant committees.

complaints to stakeholders, such
as customers’ panels, colleagues
and relevant committees.’

Leadership Team,
Managers/Team Leaders,
and the Housing and
Communities Committee.

Landlords must appoint a suitably
senior lead person as accountable for
their complaint handling. This person
must assess any themes or trends to

Please see Complaints Policy:

“11.1 ‘appoint a suitably senior
lead person as accountable for
their complaint handling — the

Director of Customer and

9.4 . . . . Yes Director of Colleague and
identify potential systemic issues, ) Culture
. . . Customer, who will assess any
serious risks, or policies and ! .
: o themes or trends to identify
procedures that require revision. . .
potential systemic issues,
serious risks, or policies and
procedures that require revision.’
Please see Complaints Policy:
11.2.1 ‘SLH will appoint a Board
member to have lead
In addition to this a member of the responsibility for complaints to
governing body (or equivalent) must be support a positive complaint
appointed to have lead responsibility handling culture. This person is MRC was appointed in
95 for complaints to support a positive Yes referred to as the Member March 2025

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

Responsible for Complaints (‘the
MRC’). The MRC will be
responsible for ensuring the
Board receives regular
information on complaints that
provides insight on SLH’s
complaint handling performance.
This person will have access to




suitable information and
colleagues to perform this role
and report on their findings.’

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

Please see Complaints Policy:

“11.2.1 ‘SLH will appoint a Board
member 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 meets regularly with
Director of Culture and
Customer First Manager to
provide oversight and
assurance and discuss

9.6 . , , Yes MRC’). The MRC will be , .
complaint handling performance. This . , complaint handling,
) responsible for ensuring the o
person must have access to suitable . performance, insights and
: . ; Board receives regular :
information and staff to perform this . : . quality assurance through a
N information on complaints that .
role and report on their findings. : . ; review of a random sample
provides insight on SLH’s )
. . of complaints
complaint handling performance.
This person will have access to
suitable information and
colleagues to perform this role
and report on their findings.’
As a minimum, the MRC and the The Board and MRC receive the
governing body (or equivalent) must following:
receive:
a. regular updates on the volume, Quarterly KPI reporting (TSM
97 categories and outcomes of Yes format) which includes volumes,

complaints, alongside complaint
handling performance;

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

categories, themes, %
responded to in HOS CHC
timescales and any HOS
determinations.




C. regular updates on the
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.

Resident Voice report includes
further detail on issues, trends
and learning and wider customer
feedback.

CEO reports key outcomes of
HOS determinations and
spotlight reports etc.

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

Please see Complaints Policy:

“11.3.1 ‘SLH will ensure all
relevant colleagues receive
training on the complaints policy
and know how to log, investigate
and respond to complaints. SLH
will have a standard objective in
relation to complaint handling for
all relevant colleagues or third
parties that reflects the need to:

a. have a collaborative and
cooperative 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

All colleagues are
empowered to live the SLH
values:

e Do the right thing

e Show respect and
kindness, always

e Are honest and fair

e Make it happen

e All belong at SLH

This promotes positive
complaint handling and
learning culture.




standards for engaging
with complaints as set by
any relevant professional
body.’




