Self-assessment form

This self-assessment form should be completed by the complaints officer and it must be reviewed and approved by the landlord’s
governing body at least annually.

Once approved, landlords must publish the self-assessment as part of the annual complaints performance and service improvement
report on their website. The governing body’s response to the report must be published alongside this.

Landlords are required to complete the self-assessment in full and support all statements with evidence, with additional commentary
as necessary.

We recognise that there may be a small number of circumstances where landlords are unable to meet the requirements, for example,
if they do not have a website. In these circumstances, we expect landlords to deliver the intentions of the Code in an alternative way,
for example by publishing information in a public area so that it is easily accessible.



Section 1: Definition of a complaint

prg\(/)igieon Code requirement S:Sn}p'ilyc') Evidence Commentary / explanation
A complaint must be defined as:
‘an expression of dissatisfaction, Included in our complaints policy:
however made, about the standard of e o e The definition of complaint
19 service, actions or lack of action by the Yes s, e e used within our policy is
' landlord, its own staff, or those acting reflective of that used by the
on its behalf, affecting a resident or Housing Ombudsman.
group of residents.’
A resident does not have to use the word Our policy states that a
‘complaint’ for it to be treated as such. Included in our complaints policy: customer does not need to
Whenever a  resident  expresses WHAT I A COMPLANT use the word complaint in
dissatisfaction landlords must give them e order for one to be raised. This
1.3 the choice to make complaint. A complaint Yes message has been and
that is submitted via a third party or continues to be driven
representative must be handled in line with throughout the business with
the landlord’s complaints policy. coaching and  reminders
regularly communicated.
Landlords must recognise the difference
between a service request and a ‘ _ _ L .
complaint. This must be set out in their Included in our complaints policy: | This_is included in our
complaints policy. A service request is a CUSTOMER COMPLAINTS AND DISREPAIR POLICY complaints policy. Service
1.4 request from a resident to the landlord Yes requests raised through the

requiring action to be taken to put
something right. Service requests are not
complaints, but must be recorded,
monitored and reviewed regularly.

Customer Satisfaction Team
are monitored and tracked
through to completion.




1.5

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

Yes

Included in our complaints policy:

CUSTOMER COMPLAINTS AND DISREPAIR POLICY

This is included in our
complaints  policy  which
states what action we will take
if a customer is unhappy with
the response to their request.

1.6

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

Yes

Included in our complaints policy:

WHEN ISN'T IT A COMPLAINT? (EXCLUSIONS)

This is included in our
complaints  policy  which
states that we will not raise
complaints off the back of
survey feedback. Our survey
partners Acuity, who carry out
both our transactional surveys
and Tenant Satisfaction
Measures, are clear on how a
customer can raise a
complaint if required.




Section 2: Exclusions

Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Included in our complaints policy:

Landlords must accept a complaint HHENISITTIT A COMPLAINTY (SHELUsIons)

unless there is a valid reason not to do Exclusions for what is orisn'ta

so. If landlords decide not to accept a complaint is included within
2.1 complaint they must be able to Yes our policy, along with each

evidence their reasoning. Each complaint being reviewed

complaint must be considered on its upon its own merits.

Own merlts Should we decide not to accept a complaint, we will provide the complainant with an

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 Included in our complaints policy:

include: WHEN ISN'T IT A COMPLAINT? (EXCLUSIONS)

e The issue giving rise to the Exclusions are listed in our

complaint occurred over twelve complaints policy, along with

2.2 months ago. Yes what will happen in the event

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.

e Matters that have previously been
considered under the complaints

policy.

that we choose not to escalate
a complaint.




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

Included in our complaints policy:

This is stated within our
complaints policy, however
each case is reviewed uponiit’s

23 they are excluded on other grounds. Yes WHEN ISN'T IT A COMPLAINT? (EXCLUSIONS) own merit and there may be
Landlords must consider whether to i PR R RS discretion applied here when
apply discretion to accept complaints required.
made outside this time limit where
there are good reasons to do so.

If a landlord decides not to accept a
complaint, an explanation must be
provided to the resident setting out the This is stated in our
reasons why the matter is not suitable _ _ | complaints policy and any
' right to take that decision to the St ey b iy e | 2MQ recorded and
Ombudsman. If the Ombudsman does sichida o correspondence saved
not agree that the exclusion has been showing Ombudsman details.
fairly applied, the Ombudsman may tell
the landlord to take on the complaint.
This is included in our
Landlords must not take a blanket complaints policy and any
25 | 2pproachtoexcluding complaints; they |\ | i s o | complaints which are refused

must consider  the individual
circumstances of each complaint.

approach to complaints being raised, and each complaint w nsidered on its own merit

and individual circumstances.

are recorded and available for
review to ensure that this is
maintained.




Section 3: Accessibility and Awareness

Co.d.e Code requirement Comply: Yes Evidence Commentary / explanation
provision / No
We accept complaints made
through many communication
Landlords must make it easy for chz?nﬁlsd and our pollcl))/ ,;S
residents to complain by providing - : __ | published on —our  WebsIte
different channels through which Included within ourcompla|nti-‘5;cr>1|f:y. Wht'Fh a|SCt> has a'C(;eSStIE”Ity
they can make a complaint. - |options 10  assis osé
Lanydlords must consider their customers who may require
3.1 Yes further assistance. In addition

duties under the Equality Act 2010
and anticipate the needs and
reasonable adjustments of
residents who may need to access
the complaints process.

Accessibility features on our website:

to this our Customer Scrutiny
Panel have also reviewed
access to our complaints
process and we will continue to
source feedback from them to
continually improve access to
our service.




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
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Included in our complaints policy:

We aim to handle complaints fairly, as a priority concern and with a strong focus on the
customer. To support this we hold briefings, carry out training and coach our employees on
customer service and complaint management to promote a positive complaint handling culture
which seeks to learn from mistakes and continuously improve our services.

Complaints can be raised
through any communication
method customers wish and
methods of complaints being
raised are logged for
transparency. All colleagues
completed complaints e-
learning in January 2024.
Further training and coaching
has been delivered and will




continue to be delivered across
the business including through
team meetings and all staff
briefings.

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

Complaints received 2021-2024:
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No KPI or targets have been set
in regards to complaint
volumes to promote a healthy
culture in relation to
complaints. The number of
complaints received is
continually  reviewed and
reported to our Customer
Experience Committee.




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

Accessibility features on our website:
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Our policy is published on our
website which also has
accessibility options to assist
those customers who may
require further assistance. In
addition to this our Customer
Scrutiny Panel have also
reviewed access to our
complaints process and we will
continue to source feedback
from them to continually
improve access to our service.




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

i through the following contact mef

alephone: 0300 111 3000

3.5 complaints  policy, including Yes s This is stated in  our
information about the Ombudsman o Complaints policy.
and this Code. o
Landlords must give residents the Included in our complaint policy: Our  policy ~confirms that
opportunity to have a representative Complaiscan b mads e by the cstomeror b someon atng otk ot complaints can be made on
deal with their complaint on their Yes E%??TF{‘*3’*1?i%é?:fz?:lﬁ?i%%ﬁo%‘?2?:3552’593“F%’u"ﬂ'i7{@}7'74*53'%?‘*‘%5!5‘3?,[75%?@:” behalf of our customers by a
3.6 behalf, and to be represented or e e o s et et representative, and that other
accompanied at any meeting with S e representatives can represent
the landlord. s sl them should they wish,
Our policy includes that we will
Included in our complalnt policy: | provide customers with
Landlords must provide residents Ivosugatont whcn st o esoone o “-‘°’°-““Jl‘ﬁ'iim;r‘ information on their right to
with information on their right to lee e gccess the . Ombudsman
37 access the Ombudsman service Yes service. Details on how to

and how the individual can engage
with the Ombudsman about their
complaint.

Included in our complaint
acknowledgement letters (see
appendix B) and complaint
resolution letters (see appendix C)

access the  Ombudsman
Service is also included in our
letters sent to customers
throughout the complaints
process.




Section 4: Complaint Handling Staff

prg\(/)igieon Code requirement \?:sn}p[l]y(') Evidence Commentary / explanation
Landlords must have a person or team
asmgngd to take r.espon.3|b|I|t‘y‘ for The Customer Satisfaction Team
complaint handling, including liaison : .
with the Ombudsman and ensuring . : . are responglb'le for compla!nt
41 complaints are reported to the| Yes |RC|Uded in our complaints pOllcy handllpg. ThIS includes cqmplalnt
governing body (or equivalent). This investigations, responding  to
Code will refer to that person or team complaints, and liaising with the
as the ‘complaints officer’. This role Ombudsman where required.
may be in addition to other duties.
Members of the Customer
The complaints officer must have Satisfaction Team are able to
access to staff at all levels to facilitate access colleagues across the
the prompt resolution of complaints. |  ves business to facilitate complaint
4.2 They must also have the authority and investigations and  resolutions.
autonomy to act to resolve disputes Any issues experienced in this are
promptly and fairly. raised at relevant meeting such as
Operational Managers so that this
can be addressed.
Dedicated Customer satisfaction
Landlords are expected to prioritise team introduced in July 2023 to
complaint handling and a culture of manage and prioritise complaints.
learning from complaints. All relevant = All front-line . colleagges
staff must be suitably trained in the | yes iﬁ completed  complaint handling
4.3 training December — January 23-

importance of complaint handling. It is
important that complaints are seen as
a core service and must be resourced
to handle complaints effectively

Included in our e-learning system
skillgate.

24 this is now mandatory training
for new colleagues. All frontend
colleagues continue to receive
catch ups and refresher training to
ensure that this remains




complaint. This has fostered a
culture of embracing complaints
with a positive attitude throughout

the organisation.

Section 5: The Complaint Handling Process

prg\(/)iiieon Code requirement \((:gsm/plilyc; Evidence Commentary / explanation
The only policy covering
Landlords must have a single policy in IncIuded in our complalnts policy: | complaints and complaint
place for dealing with complaints E ::E:ﬁ.%j;”x‘5‘;;;?5“ handling is the complaints
5.1 covered by this Code. Residents must Yes ) s e policy. Custqmers are
not be treated differently if they e oty e e s o oo treated . fairly and
complain. s e | empathetically. - Customers
ST T gre not treated differently if
they raise a complaint.
The early and local resolution of issues
between landlords and residents is key There are no additional
to effective complaint handling. It is not Included in our complaints stages in our complaints
59 appropriate to have extra named stages Yes process: process. Our complaints
(such as ’‘stage 0" or ‘informal u el grocess IS @ two - stage
complaint’) as this causes unnecessary process.
confusion.
A process with more than two stages is _ _ There are  no additiqnal
not acceptable under any Included in our complaints stages in our compla!nts
5.3 circumstances as this will make the Yes - Pprocess. | process. Our complaints
complaint process unduly long and ol e ok st e s po oo esmesee o process IS @ two - stage
delay access to the Ombudsman. process.
Where a landlord’s complaint response Not
54 is handled by a third party (e.g. a Applicable We do not have complaints

contractor or independent adjudicator)
at any stage, it must form part of the

handled by third parties.




two stage complaints process set outin
this Code. Residents must not be
expected to go through two complaints
processes.

Landlords are responsible for ensuring

5.5 that any third parties handle complaints Not We do not have complaints
in line with the Code. Applicable handled by third parties.
IncIuded in our complalnt pollcy'
When a complaint is logged at Stage 1
or escalated to Stage 2, |and|ords must Once you tell us you mshlumdked(orlvva\j:uvrvp\a\vvtv¢e\MH ) )
set out their understanding of the e SN Our ~ complaints  policy
Complaint and the outcomes the Luwgu&wh;»mwszoump laint, the detalls hOW we V.Vlll Set OUt
56 | resident is seeking. The Code will refer |~ YeS - |our understanding of a
to this as “the complaint definition”. If .complalnt. and this is al.so
any aspect of the complaint is unclear, o ’ included in our complaint
. Investigations.
tf|1e .fres!dent must be asked for We also include our understanding
clarification. of the complaint in our complaint
investigation templates (see
appendix A)
o Included in our complaint policy:
When a complaint is acknowledged at p Policy
either Stage' landlords must be clear - Acknowleds yourcomplain wiin S working dys wiha eerence numberand detas
57 which aspects of the complaint they Yes This is included within our
: are,.and are not, responS|bI§ fqr and complaints policy.
clarify any areas where this is not
clear.
At each stage of the complaints This is included in our
process, complaint handlers must: Yes IncIuded in our complaints policy: complaints policy. This is
5.8 a. deal with complaints on their Compan mesmrs s e oo v o e nemiracees | feviewed  through - our
merits, act independently, and | | s raers 1 complaints quality

have an open mind;

monitoring process, and any




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

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

d. consider all relevant information
and evidence carefully.

Once you tell us you wish to make a formal complaint we will

+ Acknowledge your complaint within 5 working days with a reference number and details
of th

laint handler with the right skills and

o Contact you to discuss the complaint in full, check the scope of the complaint, the
dela\\s of the situation and give you fair opportunity to set uul\,our poslllun and
ing. If any part of the complaint is unclea

Check if any rea:
complaint process
o Agree contact during the investigation and reconfirm the expected response

ts are reqweu to support you during the

igati
o Keep you informed of progress.

o Conduct an unbiased, emudlheu(, lvvvuarlld\aud lhuruugh nwesugdl\on of the
complaint and give you an oppor adverse fi
any decision is made.
o Inform you of thei
within 10 working days of the complaint being receive
include:
» The complaint stage
. ~omplaint definition

= The decision made on the complaint along with the decisions made.
* Details of any remedies or redress offered to put things right

issues identified addressed
with the relevant colleague.

5.9

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

Yes

Included in our complaints policy:

Weaim o reso\ve all Loﬂvu\d\ﬂl& within 1o working days, w VILh is dllurved tothe Housing
mbudsr nt He D ssible (by

nicate a realistic exten:
ny extension applied wi

\ ) we
not boen po

a further 10 working d

o Agree c,omac,l during the investigation and reconfirm the expected response
timescale or agree a reasonable extension of up to a maximum of 10 days, should
your complaint be more difficult to investigate, require actions or external partners
to support the investigation.

Our complaints policy does
not allow for complaints to
fall outside of  the
timescales set out within
the code. In the unlikely
event that this were to
happen, we will continue to
provide the customer with
updates as agreed as part of
the complaint investigation
and stipulated in our
Complaints Policy.

5.10

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

Yes

Included in complaints policy:

We will manage the complaint process ensuring that we meet the specific needs of our
customers. Where appropriate we will make reasonable adjustments to support any
vulnerabilities or disabilities you may have, as well as involve elected representatives if this
what the customers desires. Any reasonable adjustments, special requirements, or disabilities
will be recorded, and remain under review throughout the complaint process. Our reasonable
adjustment policy can also provide further information regarding this

o Check if any reasonable adjustments are required to support you during the
complaint process

This is also included in out
complaints acknowledgement
letter (see appendix B), our
complaint investigations (see
appendix A) and quality
monitoring (see appendix D)

Our  complaints  policy
states that we will ask about
any reasonable adjustments
required as part of our
complaints process, and
this is also included in our
complaint

acknowledgement letter.
Any reasonable
adjustments required are
documented on our




Our reasonable adjustment
policy: Reasonable Adjustment

Policy (gch.co.uk)

complaint investigation and
form part of the complaint’s
quality monitoring.



https://www.gch.co.uk/wp-content/uploads/2023/12/Reasonable-Adjustment-Policy.pdf
https://www.gch.co.uk/wp-content/uploads/2023/12/Reasonable-Adjustment-Policy.pdf

5.11

Landlords must not refuse to escalate a
complaint through all stages of the
complaints procedure unless it has
valid reasons to do so. Landlords must
clearly set out these reasons, and they
must comply with the provisions set out
in section 2 of this Code.

Yes

Our complaints policy details
when we may not escalate a
complaint and also how we
will communicate this with the
customer.

5.12

A full record must be kept of the
complaint, and the outcomes at each
stage. This must include the original
complaint and the date received, all
correspondence with the resident,
correspondence with other parties, and
any relevant supporting documentation
such as reports or surveys.

Yes

Included in our complaint
investigations (see appendix A)
and Quality Monitoring (see
appendix D).

All complaints are logged in
our complaint’'s spreadsheet,
and all relevant files are saved
to Teams. The majority of
information will be included in
the complaint investigation.
This is monitored through our
complaint’s quality
monitoring.

5.13

Landlords must have processes in
place to ensure a complaint can be
remedied at any stage of its complaints
process. Landlords must ensure
appropriate remedies can be provided
at any stage of the complaints process
without the need for escalation.

Yes

Included in complaints policy:

rity of our r Satisfaction Team

laints esolved at Stage One by our Cus

Compensation Policy:
Compensation Policy (gch.co.uk)

Our policy states that the
Customer Satisfaction Team
are empowered to resolve
complaints without the need
for escalation. Any
appropriate compensation
can be made in line with our
complaints policy.

2.14

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

Yes

Included in the Unacceptable
Behaviour Policy: Unacceptable
Behaviour Policy (gch.co.uk)

This is included in our
Unacceptable Behaviour
Policy.



https://www.gch.co.uk/wp-content/uploads/2024/01/Compensation-policy.pdf
https://www.gch.co.uk/wp-content/uploads/2023/12/Unacceptable-Behaviour-Policy.pdf
https://www.gch.co.uk/wp-content/uploads/2023/12/Unacceptable-Behaviour-Policy.pdf

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

Unacceptable Behaviour Policy:

Unacceptable Behaviour Policy

(gch.co.uk)

Reasonable Adjustments Policy:
Reasonable Adjustment Policy

(gch.co.uk)

This is included in our
Unacceptable Behaviour
Policy and Reasonable
Adjustments  Policy. The
application of the
Unacceptable Behaviour

Policy does not prevent a
customer from raising a
complaint should they wish.



https://www.gch.co.uk/wp-content/uploads/2023/12/Unacceptable-Behaviour-Policy.pdf
https://www.gch.co.uk/wp-content/uploads/2023/12/Unacceptable-Behaviour-Policy.pdf
https://www.gch.co.uk/wp-content/uploads/2023/12/Reasonable-Adjustment-Policy.pdf
https://www.gch.co.uk/wp-content/uploads/2023/12/Reasonable-Adjustment-Policy.pdf

Section 6: Complaints Stages

Stage 1
Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Landlords must have processes in o
place to consider which complaints can Each complaint is triaged and
be responded to as early as possible, the customer IS contact.ed as
and which require further investigation. soon as possible to discuss
Landlords must consider factors such Included in out complaint their complaint, to understand
6.1 as the complexity of the complaint and Yes investigation template (see appendix their negds and to introduce the
whether the resident is vulnerable or at A) complaint handler. We
risk. Most stage 1 complaints can be immediately start the process
resolved promptly, and an explanation, to resplve the ISsue and
apology or resolution provided to the apolog!se and provide a
resident. resolution for the customer.
Included in complaints policy: All stage 1 complaints are
Complaints must be acknowledged, acknowledged, in  writing,
defined and logged at stage 1 of the withing 5 working days of the
6.2 | complaints procedure within five Yes complaint being received as

working days of the complaint being
received.

Included as part of our complaint

quality monitoring (See appendix D).

stated in our policy. Compliance
of this is monitored through our
complaint’s quality monitoring.




6.3

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

Yes

Included in complaints policy:

This is monitored through our
complaint’s quality monitoring (see
appendix D).

Our complaints policy states
that stage 1 complaints are
responded to within 10 working
days in full. This is monitored
through our complaints quality
monitoring to ensure
compliance.

6.4

Landlords must decide whether an
extension to this timescale is needed
when considering the complexity of the
complaint and then inform the resident
of the expected timescale for response.
Any extension must be no more than 10
working days without good reason, and
the reason(s) must be clearly explained
to the resident.

Yes

Included in complaints policy:
™ col ch is align sin

whi

ng
s not pos exception

d exp hy this has
ther 10 working days.

to

pol

Ombudsman details are provided in
our extension letter (see appendix
E).

Monitored through our quality
monitoring (see appendix D).

Our policy states what steps we
will take in the event that a
complaint resolution is
extended. Ombudsman details
re provided in our extension
letter and compliance of this is
monitored through our
complaint’s quality monitoring.

6.5

When an organisation informs a
resident about an extension to these
timescales, they must be provided with
the contact details of the Ombudsman.

Yes

Ombudsman details are provided in
our extension letter (see appendix
E).

Monitored through our quality
monitoring (see appendix D)

Our policy states what steps we
will take in the event that a
complaint resolution is
extended. Ombudsman details
re provided in our extension
letter and compliance of this is
monitored through our
complaint’s quality monitoring.




6.6

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

Yes

~ Included in complaints policy:

This is included in our
complaints policy. Where there
are outstanding actions at the
point of resolving a complaint,
these are tracked through to
completion through our internal
Outstanding Works Tracker.

6.7

Landlords must address all points
raised in the complaint definition and
provide clear reasons for any decisions,
referencing the relevant policy, law and
good practice where appropriate.

Yes

Included in complaints policy:

o Inform you of their decision and confirm this in writing in our complaint response

within 10 working days of the complaint being received. Complaint responses will
include

= The complaint stage

= The complaint definition

= The decision made on the complaint along with the decisions made.

= Details of any remedies of redress offered to put things right

This is also included in complaint
investigations (see appendix A).

This is monitored through
complaints quality monitoring (see
appendix D).

This is included in our
complaints policy. The
investigation template contains
all relevant information and
how complaints are addressed,
and this is monitored through
complaints quality monitoring.

6.8

Where residents raise additional
complaints during the investigation,
these must be incorporated into the
stage 1 response if they are related, and
the stage 1 response has not been
issued. Where the stage 1 response has
been issued, the new issues are
unrelated to the issues already being
investigated or it would unreasonably
delay the response, the new issues
must be logged as a new complaint.

Yes

Included in complaints policy:

This is included in our
complaints policy.




Landlords must confirm the following in
writing to the resident at the completion
of stage 1 in clear, plain language:

a. the complaint stage;

b. the complaint definition;

c. the decision on the complaint;

Included in complaints policy:

o Inform you of their decision and confirm this in writing in our complaint response
within 10 working days of the complaint being received. Complaint responses will
include:

= The complaint stage
= The complaint definition

. e b sk A This is included in our
d' the reasons for any deCISIonS . V\’herefu[zurelmr!\sr‘eumrsddmrssu\v:dcmn;\rmn:‘audgree’dschedu’\eww\\beumvided 1 1 1
6.9 made: Ves S e e e e | complaints policy  andis
. ) . . ;):)n;;upy:\:?ur?::{‘\:|zlr{um ‘uwu')r lmv e‘mu-v[n orel ‘a'rl‘o lowed up by the Stage monitored throu h our
e. the details of any remedy offered = Provi nfomaron and oppen o how e coniact e Housng Ombudsanfyou : arougnh -
to put thinas riaht: complaints quality monitoring.
£ pdetailsg ofg 'an outstandin Compliance of this is included in our
RN q y 9 complaint’s quality monitoring (see
actlons,.an appendix D).
g. details of how to escalate the
matter to stage 2 if the individual is
not satisfied with the response.
Stage 2
Code . Comply: : .
provision Code requirement Yes /pNyo Evidence Commentary / explanation
o . . : Our  complaints olic
If all or part of the complaint is not Included in complaints policy: includ tE t sh I|3d y
resolved to the resident’s satisfaction at HOW OUR COMPLAINTS PROCESS WORKS inciu Ies ab S OLll q a
H We have a two stage complaints process which is detailed below, although we aim to resolve all Com alnt nOt e reso Ve to
6.10 stage 1, it must be progressed to stage Yes complani wher possie a e st poin ol coniat. a cusptomer satisfaction. this
2 of the landlord’s procedure. Stage 2 is s vt e o s ot s | Il b o nalated 10 sta’g S
the |and|0rd,s ﬁna| response. E::z:nu now that you wish to escalate your complaint to stage two of our complaint )
of the complaint process.
Included in complaints policy: Our  complaints  policy
Requests for stage 2 must be 147 details that we will
acknowledged, defined and logged at B acknowledge escalations
6.11 stage 2 of the complaints procedure Yes . within 5 working days. This
within five working days of the This is monitored through our is monitored through or
escalation request being received. complaints quality monitoring (see | complaints quality
appendix D). monitoring.




Residents must not be required to
explain their reasons for requesting a
stage 2 consideration. Landlords are

Included in our policy:

Once we have received your request for escalation, we wil

Our  complaints  policy
details that we will contact

6.12 Yes v our customer to understand
expected to make reasonable efforts to T et ittt
: . et somts s e s null sl check h remsonafor he the reasons as to why they
understand why a resident remains Gl sclton and ey 1 oparny o5t ot o b and NN
. remain dissatisfied.
unhappy as part of its stage 2 response.
The person considering the complaint Included in complaints policy: L .
... | This is included in our
at stage 2 must not be the same person s : :
6.13 . : Yes complaints policy as well as
that considered the complaint at stage :
1 our internal procedure.
Included in complaints policy: This is included in our
. formed uring he review and reconfr e e complaints olic and
Landlords must issue a final response el b compliance rellz:qtin y to this
6.14 | to the stage 2 within 20 working days of Yes 0 voring ey f hesage o cor i pmonitored gthrou h
the complaint being acknowledged. This is also included in our ; 9
complaints quality monitoring (See | complaints quality
appendix D). monitoring.
Landlords must decide whether an
extension '.(0 thls timescale is needed Included in complaints policy: S .
when considering the complexity of the e This is included in our
complaint and then inform the resident : ‘Pt el complaints policy. It is also
6.15 | of the expected timescale for response. Yes checked for compliance
Any extension must be no more than 20 This is also included in our through our complaint’s
working days without good reason, and complaints quaht;(;hmgyltormg (see | quality monitoring.
the reason(s) must be clearly explained appendixy.
to the resident.
Our policy states what steps
When an organisation informs a Ombudsman details are provided in | W® will tak.e in the ever\t th?t
resident about an extension to these our extension letter (see appendix | @ complaint resolution is
6.16 timescales, they must be provided with Yes E). extended. Ombudsman

the contact details of the
Ombudsman.

Monitored through our quality
monitoring (see appendix D)

details re provided in our
extension letter and
compliance of this s




monitored  through  our

complaint’s quality
monitoring.
A complaint response must be provided
to the resident when the answer to the This is included in our
complaint is known, not when the complaints  policy.  Any
outstanding actions required to Included in complaints policy: actions are added.to our
6.17 | address the issue are completed. Yes o Uners e ot et ide s saeedsole soou et | :
Outstanding aCtlonS mUSt Stl” be Completion of this work will be monitored and followed up by the stage two |nterna| OutStandIng WOI’kS
Review Manager.
. . tracker and tracked through
tracked and actioned promptly with : g
: ; to completion.
appropriate updates provided to the
resident.
Inform !([] Stlnle‘\lrQ\ue\rg ain?coﬁwgm Ev!v?jgr:\tog (;R\?alw rin?esypsmse Th i S i S i n C | u d ed i n 0 u r
Complant responecs il mcluder - o 0P Peind acknowiedaed complaints policy. The
. * The complaint stage . . .
Landlords mUSt add ress a” pOIntS : m: zzg;:‘;‘v‘\”rtwi&s‘l{em;r‘\ut’pwe complaint along with the decisions made. InveStIgatlon template
raised in the complaint definition and e e e o g e contains all relevant
. . This is also included in complaint | . .
6.18 provide clear reasons for any decisions, Yes investigations (see appendix A) information and how
referencing the relevant policy, law and ' complaints are addressed,
: is is monitored throu
good practice where appropriate Th tored through and this is ' monltorgd
complaints quality monitoring (see | through complaints quality
appendix D). monitoring.
Landlords must confirm the following in
writing to the resident gt the completion Included in complaints policy:
of stage 2 in clear, plain language: o 25w oy o et o g g
. Complaint responses will include:
a.  the complaint stage; L This is included in our
b. the complaint definition;  Detals of any remedles ot recress offered to pUt tinga right. . . .
. P + Where future work is required to resolve a complaint, an agreed schedule will be provided COmp|aIntS p0||Cy and IS
C. the deCISlon on the Complalnt, 50 you can monitor completion. This will clearly identify when you should expect action .
619 d the reasons for an deC|S|0nS Yes :;‘l:tz'wsi‘ém[C;J:yv,ztlrmﬂUf[h\sWurkwmbemommredand(UHuweduphythe&;[age monltored through our
made y L o4 e s o g complaints quality
' monitoring.

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

f. details of any outstanding
actions; and

Compliance of this is included in our
complaints quality monitoring (see
appendix D).




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

Included as part of complaint

This is included as part of

Stage 2 is the landlord’s final response . L : our complaint
: : investigation (see appendix A) | . _— .
6.20 and must involve all suitable staff Yes investigations and is
' members needed to issue such a : : monitored  through  our
Monitored through quality o :
response. monitoring (see appendix D) complaint’s quality
monitoring.
Section 7: Putting things right
Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Where something has gone wrong a Our complaints policy states
landlord must acknowledge this and set how we will with complaints
out the actions it has already taken, or to resolve issue for
intends to take, to put things right. customers. Redress can be
These can include: applied through our
. Apologising; Included in our complaints policy: | compensation policy. Any
. Acknowledging where things e auvest o vorkmpanetcal i coner e e o oo | gutstanding actions are
have gone wrong; added to our internal
7.1 . Providing an explanation, Yes Compensation Policy: Outstanding Works Tracker.

assistance or reasons;

Taking action if there has been
delay;

Reconsidering or changing a
decision;

Amending a record or adding a
correction or addendum;
Providing a financial remedy;

Compensation Policy (gch.co.uk)

Quality Monitoring (see appendix D).

Any learnings are addressed

with the relevant
colleagues/teams and
tracked through to

implementation through our
internal Learnings Tracker.
Compliance  with  this
monitored  through  our



https://www.gch.co.uk/wp-content/uploads/2024/01/Compensation-policy.pdf

. Changing policies, procedures or
practices.

complaint’s
monitoring.

quality

Any remedy offered must reflect the

Compensation Policy:

Our compensation policy

7.2 impact on the resident as a result of any Yes . : details how compensation
) . Compensation Policy (gch.co.uk) :
fault identified. will be calculated.
Any financial redress is
The remedy offer must clearly set out ;nade within 14 working
) ) ays as per our
what will happen and by when, in . .
i . . _ compensation policy. Any
73 agreement with the resident where Yes Compensation Policy: other outstanding actions
' appropriate. Any remedy proposed Compensation Policy (gch.co.uk) .
are added to our internal
must be followed through to di K K
completion Outstanding Works Tracker
: and tracked through to
completion.
Our compensation policy
reflects the guidance issued
Landlords must take account of the by the Hou§|ng
; . . . Ombudsman. Previous
guidance issued by the Ombudsman Compensation Policy: o i
7.4 Yes decisions are also reviewed

when  deciding on
remedies.

appropriate

Compensation Policy (gch.co.uk)

through the Ombudsman’s
website, as well as any
guidance made through
Insight reports.



https://www.gch.co.uk/wp-content/uploads/2024/01/Compensation-policy.pdf
https://www.gch.co.uk/wp-content/uploads/2024/01/Compensation-policy.pdf
https://www.gch.co.uk/wp-content/uploads/2024/01/Compensation-policy.pdf

Section 8: Self-assessment, reporting and compliance

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

8.1

Landlords must produce an annual
complaints performance and service
improvement report for scrutiny and
challenge, which must include:

a. the annual self-assessment
against this Code to ensure their
complaint handling policy remains in
line with its requirements.

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

C. 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.

Yes

Our Annual Complaints
Report will be produced and
include the areas required by
the Code. Once this has
been approved by Board, this
will be submitted to the
Housing Ombudsman and
published to our website
alongside the Board
response to the report.




8.2

The annual complaints performance
and service improvement report must
be reported to the landlord’s governing
body (or equivalent) and published on
the on the section of its website relating
to complaints. The governing body's
response to the report must be
published alongside this.

Yes

Our Annual Complaints
Report will be produced and
include the areas required by
the Code. Once this has
been approved by Board, this
will be submitted to the
Housing Ombudsman and
published to our website
alongside the Board
response to the report.

8.3

Landlords must also carry out a self-
assessment following a significant
restructure, merger and/or change in
procedures.

Yes

Self-Assessments  against
the code have previously
been completed annually or
when there has been
significant change to the
management of complaints.

8.4

Landlords may be asked to review and
update the self-assessment following
an Ombudsman investigation.

Yes

Should the Housing
Ombudsman request that
we carry out a review, this
will be complied with.

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

Should we be unable to
comply with the code due to
any exceptional
circumstances, we will
advise the Ombudsman and
any affected customers.
Timescales will be
communicated once known.




Section 9: Scrutiny & oversight: continuous learning and improvement

prg\(/)igieon Code requirement \((::sn}p[ljy(; Evidence Commentary / explanation
Our complaint investigations allow us the
opportunity to learn from complaints
I;i?ZS:grs(::n(?;:Sto:‘oo:(hebe?/:(:ESidLha(el Complaint Investigation (see | raised and identify service improvements
complaint and consider whether appendix A) where appropriate. Learnings are
9.1 serviF():e improvements can be made Yes identified through our investigations and
as a resultpof anv learning from the Complaint Quality Monitoring | added to our internal Learnings Tracker
complaint y g (see appendix D) and tracked through to completion. This
P ' is monitored through our complaint’s
quality monitoring.
. : . Our complaint investigations allow us the
A posmv.e cgmplalnt handling . N opportunity to learn from complaints
culture is integral to the Complaint Investigation (see . 4 . L
) . . : raised and identify service improvements
effectiveness with which landlords appendix A) where appropriate. Leamnings  are
9.2 resolve dISp.UteS' Landlords must Yes : : o identified through our investigations and
use complaints as a source of Complaint Quality Monitoring ) .
. . . A . added to our internal Learnings Tracker
intelligence to identify issues and (see appendix D) : )
introduce  positive chandes  in and tracked through to completion. This
service deIinr g is monitored through our complaints
Y quality monitoring.
Reporting back on complaints, themes,
. learnings etc is carried out in a variety of
Accountability and transparency are L
also intearal to a positive complaint ways. Catch ups are held with individual
handlin gculture Eandlords mEst teams. More formal reporting is provided
report bgack on Wider learning and to our internal Customer Voice and
9.3 P g Yes Influence Board on a monthly basis,

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

along with reporting to our Customer
Experience Committee. In addition to this
work is also regular relating to
complaints is regularly undertaken with
our Customer Scrutiny group.




9.4

Landlords must appoint a suitably
senior lead person as accountable
for their complaint handling. This
person must assess any themes or
trends to identify potential systemic
issues, serious risks, or policies and
procedures that require revision.

Yes

The Director of Housing Operations is
appointed as the senior lead person
accountable for complaint handling.

9.5

In addition to this a member of the
governing body (or equivalent) must
be appointed to have Ilead
responsibility for complaints to
support a positive complaint
handling culture. This person is
referred to as the Member
Responsible for Complaints (‘the
MRC).

Yes

The member responsible for complaints
is the Chair of our Customer Experience
Committee.

9.6

The MRC will be responsible for
ensuring the governing body
receives regular information on
complaints that provides insight on
the landlord’'s complaint handling
performance. This person must
have access to suitable information
and staff to perform this role and
report on their findings.

Yes

The MRC provides an update to the wider
Board following each  Customer
Experience Committee meeting.

9.7

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

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

Yes

The MRC is provided with the relevant
information set out in the code through
reporting to the Customer Experience
Committee. The MRC has also
undertaken an independent audit of
complaint handling for  further
assurance.




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

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.

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

The majority of complaints are handled
by the Customer Satisfaction team who
have clear objectives set out in their job
descriptions. In addition to this, there are
objectives detailed in all colleagues
regular W.O.R.K. reviews relating to
responsibility for complaints.




Appendices
Appendix A - Investigation Template

Complaint Investigation:




Appendix B — Complaint Acknowledgement Letter

[Names] Gloucester City Homes
[Address] Railway House
Bruton Way
Gloucester
GL11DG

Web:  www.gch.couk
Tel: 01452 424344

Date: 20/05/2024

Dear [Complainant Name]

Thank you for bringing your concemns to our attention. We appreciate your feedback regarding [iood
and are sorry that you are not satisfied with the service received. We understand that you are
seeking [xxx] as a resolution to this matter.

| have been assigned to review your complaint and conduct an independent investigation to
address your concerns thoroughly.

Should you need any additienal suppert during this process, please let me know so that | can make
any required reazonable adjustments.

If you wish to discuss your complaint further, please refer to the complaint reference number
provided above when contacting us. Additionally, the Housing Ombudsman is available for advice
and support at www.housing-ombudsman.org.uk or by calling 0300 111 3000.

We are committed to improving our services and will use your feedback to help ensure we get
things right in the future.

Yours sincerely

[Officer name]
[Job title]

Quality. Integrity. Innovation.
W welcame your lesdack an aur seevices, if you weuld like b share your views, plesss visil wew qeh oo uk/Tesdbaek
Gloucester City Homes Limited
Registered Address: Railway House, Brutan Way, GL1 16, is a chari ity Benefil Saciety Registered Number
T041 and a nar-profit registered provider of social hausing Regi Hurnkier 4584 the Regulator of Social Housing.




Appendix C — Complaint Resolution Letter

We will then write to you again with our response within 20 working days, or we may suggest an
appropriate extension if, for example, your complaint requires complex investigations or actions.

The Housing Ombudsmanis also available to provide advice and support and can be contacted via

[Names] Gloucester City Homes www.housing-ombudsman.org.uk / 0300111 3000.
|[#ddress] Railway House

Bruton Way

Gloucester

GL11DG

Web:  www.gch.co.uk
Tel: 01452424344

Yours sincerely

[officer name]
Date: [Job title]

Complaint Reference Number:
Dear [Complainant Name]

Thank you for taking the time to raise your concemns regarding [SUMMARY OF THE COMPLAINT].
Your feedback and experience is useful to us, as we are committed to continuously look to
improve and enhance our services for customers, as well as addressing occasions where we may
have got it wrong.

In order to investigate this complaint | have [EXPLAIN HOW WE HAVE INVESTIGATED — WHAT WE
HAVE FOUND AMD ANY OUTSTANDING WORKS].

Through this investigation | have upheld/not upheld/partially upheld your complaint. [ EXPLAIN
THIS DECISION].

Through investigating your complaint | have been able to identify areas in which we can improve
the delivery of our services. [EXPLAIN ANY LESSONS LEARNT]

| hope you are happy with the outcome of your complaint. | can assure you we use information and
learnings from complaints to help us provide high quality services.

If you are dissatisfied with my response, or feel that the issues you have raised have not been
addressed, you can ask for the complaint to go to the second and final stage of our complaints
procedure. If you are dissatisfied, please getin touch to let us know that you wish to escalate the
matter and also let me know why you feel it has not been resolved to your satisfaction.

We will acknowledge within 2 working days that you want a complaint review and will ask a senior
manager to carry out anindependent review of your case. You will be contacted so your complaint
can be discussed in full and we can understand the reasons for the escalation. We will also want
to discuss the actions that can be taken to resclve the concems you have raised.

Pride. Quality. Integrity. Innovation.

We wloare your feediack an aur services, if you weukl like to share your views,

Gloucester City Homes Limited
Registired Address: Railway Heuse, Brutan Way, Glousester GL1 1DG, is & charilable Cimmunity Banefit Saciety Registered Nurber
7041 and 1 nanprofit registered pravider of social hausng Registersd Nurmber 4564 regulated by the Regulate of Social Housing,

waww gk




Appendix D — Complaint Quality Monitoring Template

Complaint Handling - Quality Monitoring

Complaint Handler

\Quality Monitoring Completed By

Complaint Bumber

Complaint Mame and Addres

Bdmiinistra tion and Timescale Tasks

Commeants | Naobes

Complaint Investigation Log Awail able

\Compdaint From Customer Present

Aok nowledgment letter Availabls

Acknowledgement Letter Sent Within 5 days

Extension Letver Sent if Required

Razpanse Letter Awailalbis

Response Letter Sent By Target

Complaint Investigation

Commants Notes

ks the reazon for the complaint dear and understood by the handler?

ks the investigation chear

Has the imvestigation besn conducted in an impartial manner?

Has the handler considersd allinformation and evidencs caraful by?

Has the handier acted sensitively and fairky

Has the handler angaged with relevant colleagues to resalve the complaint?

Droes the Investigation include all relevant information, notes, documents and files?

Has the handier addressed all pointsrased as part of the complaint?

Are relevant policies, law and good practice referenced if requined?

Complaint Resolution, Condusion

Comments Notes

Has the handler resolved the complaint effectively?

IF appr opriate has compensation been offered where appropiate and inline with
iaur compensation policy?

F appr opriate have quantifisble ksses been reimbursed and are these kir?

Have lessons been identified, added wo the tracker and passed on o the relevant
pecpda ?

Are any cutstanding warks or action idantified and added to the tracker?

k the response dear, detailing the outcome of the complaint, apologising for any
failings. and offering any appropriate redress?

Sllnrmrpﬂdcitiwd Maotes




Appendix E — Extension Letter

[Names] Gloucester City Homes
[Address] Railway House
Bruton Way
Gloucester
GL11DG

Web:  www.gch.couk
Tel: 01452 424344

[rate:

Complaint R eference Number:
Dear [Complainant Mame]

| am the officer who is cumrently investigating your complaint regarding XXXXXX. This complaint was
due to be formally responded to by XXX, | am writing to you today to advise that further time is required
to fully investigate this complaint due to XXX. | will therefore provide you with a response no later than
KL

We are committed to fully investigating all complaints brought to us, and resolving in the beset way
possible for all parties invelved.

The Housing Ombudsmanis also available to provide advice and support and can be contacted via
www.housin g-ombudsman.org.uk / 0300 111 3000.

Thank you for allowing us this time to resolve your complaint

Yours sincerely

[officer name]
[Job title]

Pride. Quality. Integrity. Innovation.
W weloame your feediack an aur services, if you woukd like b share your views, pleass visil wgch co ukleedback
Gloucester City Homes Limited
Registered Address: Railwasy House, Braan Way, GL1 1DG, is & chari munity Benedit Saciety Reg: Hurnber
7041 and a mareprofit regi: ider of social hausing i Nurnbier 4584 the Regulator of Social Mousing.
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