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Self-Assessment statement on the 

Housing Ombudsman Complaints Code 

- December 2021 
 

Requirements of the Complaint Handling code 
This updated self-assessment has been carried out against the Housing Ombudsman’s 
Complaint Handling Code, (issued July 2020).  
 
Meeting the requirements of the Code 
In order to ensure ongoing compliance with the Code we have undertaken a desk top review 
exercise, along with updating the figures for the last financial year.   
 
A small working party of colleagues within Anchor carried out the desktop review exercise 
against the Code.  One part of this review involved revisiting the decisions and actions made 
last year, which were necessary to ensure ongoing compliance.  
 
Details of our original Self-Assessment against the Code (dated December 2020) can also be 
viewed on our website. 
 
Complaint Handling Code Self-Assessment  
Below is our current (as of December 2021) self-assessment against the Complaint Handling 
Code.  
 

Definition of a complaint Yes No  Comments 

Does the complaints process use the following 
definition of a complaint? 

An expression of dissatisfaction, however made, 
about the standard of service, actions or lack of 
action by the organisation, its own staff, or those 

acting on its behalf, affecting an individual 
resident or group of residents. 

✓  
 

                                                     

Does the policy have exclusions where a 
complaint will not be considered?  

✓  
 

A list of exclusions are incorporated 
within the revised policy adopted in 

January 2021).  
Accessibility Yes No 

 

Are multiple accessibility routes available for 
residents to make a complaint? 

✓  
  

Is the complaints policy and procedure available 

online? 

✓  
  

Do we have a reasonable adjustments policy? ✓  
  

Do we regularly advise residents about our 
complaints process? 

✓  
 
  

 
 
 
 

  
Complaints team and process Yes No 

 

This definition is incorporated within 

the revised policy adopted in January 

2021. 
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Is there a complaint officer or equivalent in post? ✓  
  

Does the complaint officer have autonomy to 
resolve complaints? 

✓  
  

Does the complaint officer have authority to 
compel engagement from other departments to 
resolve disputes? 

✓  
  

If there is a third stage to the complaints 

procedure are residents involved in the decision 
making? 

 
✓  Our complaints process has two 

stages. Residents however have an 
option of referring their complaint to 
Anchor Hanover’s Independent 

Customer Complaints Panel (or to an 
MP or local councillor) before it’s 
referred to the Housing Ombudsman. 

This is an alternative option to having 
to wait 8 weeks before referring their 
complaint to the Ombudsman.   

Is any third stage optional for residents? 
 

✓   See response above  

Does the final stage response set out residents’ 
right to refer the matter to the Housing 
Ombudsman Service? 

✓  
  

Do we keep a record of complaint 

correspondence including correspondence from 
the resident? 

✓  
  

At what stage are most complaints resolved?  
  

In the year 2020 – 2021 93% of 
complaints were resolved at stage one 

and 7% at stage 2. 

Communication Yes No 
 

Are residents kept informed and updated during 
the complaints process 

✓ x 
  

Are residents informed of the landlord’s position 
and given a chance to respond and challenge 

any area of dispute before the final decision? 

✓ x 
  

Are all complaints acknowledged and logged 
within five days? 

 
✓  During the year March 2020 to April 

2021: we cannot say that we met this 
requirement for certain.  

 
We currently measured this manually 
and on one occasion during the year 
with Covid restrictions and team 

sickness we had a backlog in which we 
may have not met this requirement. 
 

A change request has been made to 
allow us to measure this requirement 
more effectively on the system.   

Are residents advised of how to escalate at the 

end of each stage? 

✓ x 
  

What proportion of complaints are resolved at 
stage one? 

- - April 2020 to March 2021: 
 

3,500 complaints (93%)** 
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What proportion of complaints are resolved at 

stage two? 

- -  

  272 complaints (7%)** 

What proportion of complaint responses are sent 
within Code timescales? 

- - 91% of complaints resolved inside 
the 14 calendar days or less.  

• Stage one - - 3190 complaints – (91%)** 

Stage one (with extension) - - 310 complaints (9%)** 

• Stage two - - 239 complaints (88%)** 

Stage two (with extension) - - 33 complaints (12%)** 

Where timescales have been extended did we 
have good reason? 

✓ x 
 

Where timescales have to be 
extended, we use our holding letter 

procedure to set resident expectations. 

Where timescales have been extended did, we 
keep the resident informed? 

✓ x 
  

What proportion of complaints do we resolve to 

residents’ satisfaction 

- - In our May 2021 survey, we asked 

residents: how satisfied they were with 
the way Anchor Hanover dealt with 
their complaint. Of those that 

responded they scored their 
satisfaction out of ten:  
 

 

• Rented is 5.1 

• Homeownership is 4.5 
 

In Oct 2021 We have now 

launched a quarterly complaint 
handling satisfaction survey. We 
are asking people who have 

travelled through the complaints 
process. This survey is being 
completed independently by our 

research agency TLF. 

Cooperation with Housing Ombudsman 
Service 

Yes No 
 

Were all requests for evidence responded to 
within 15 days? 

✓ x 
 
We have not missed any deadlines for 

the HOS during this year. 

Where the timescale was extended did we keep 
the Ombudsman informed? 

✓  
  

Fairness in complaint handling Yes No 
 

Are residents able to complain via a 

representative throughout? 

✓ x 
  

If advice was given, was this accurate and easy 
to understand? 

✓ x 
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How many cases did we refuse to escalate? 

 
What was the reason for the refusal? 

- - We don’t believe there are any that we 

have refused to escalate within the last 
few years. 

Did we explain our decision to the resident? - - N/a 

Outcomes and remedies Yes No 
 

Where something has gone wrong are we taking 
appropriate steps to put things right? 

✓ x 
  

Continuous learning and improvement Yes No 
 

What improvements have we made as a result 

of learning from complaints? 
 
 

 
 
 

 
 
 

 
  
  

- - We have: 

 

• introduced the Hate Crime 
Procedure.  

• made changes to policies and 
procedures. 

• made changes to complaint letters 
and the process for checking 

them. 

• reminded colleagues about the 
importance of a call during the 
complaints process. 

• We completed a complaints deep 
dive in Summer 2021 where an 
action plan was developed and 
progress is being reviewed and 

monitored regularly. 

• We are currently recruiting for a 
Customer Insight manager – their 
role is focussed in driving 
improvements within Customer 

Services including learning from 
Complaints.  

How do we share these lessons with; - - 
 

a) residents? - - Through the annual report, Life 
Magazine, Independent Customer 

Complaints Panel and the Residents 
Council. 

b) the board/governing body? - - We provide regular reports to the Care 
Services Management Board, Housing 

Services Board, Service Quality 
Committee and Executive Board.  

c) In the Annual Report? - - We reported last year in our Annual 

Report that we would look at feedback 
and learnings from complaints, looking 
for the root causes of issues and 

making recommendations for 
improvements or changes. From this 
work we have had the following 

outcomes: 
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• From October 2021 we will carry 
out satisfaction surveys on those 
Resident which have been through 
the complaints process. The 

results of these surveys will be 
shared with senior colleagues. 
 

• We have reminded colleagues of 
the importance (when handling a 

complaint) of a phone call with the  
complainant within two working 
days of the complaint being logged 

and initial acknowledgement letter 
sent.  
 

• From May 2021, every week we w 
share a report which updates 

senior leaders and colleagues 
about Complaints’.  

Has the Code made a difference to how we 
respond to complaints? 

✓ x 
 

 
 

  
What changes have we made? - - We have made changes to the 

following:  
 

• Policy, procedure and helpsheet,   

• our website,  

• developed a Reasonable 
Adjustments Policy,  

• template letters,  

• our internal toolkits to help 
colleagues answer complaints 
effectively, 

• the way we share learnings from 
complaints. 
 

We have also developed: 
 

• training for colleagues (letter 
writing and complaint responses)   

• a satisfaction survey for residents 
that have gone through the 
complaints process.  

 

 


