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Repor t  T i t le  Complaints Report 

Repor t  o f  Assistant Director of Corporate Services 

Repor t  to  People and Places Committee 

Date  14 May 2024 

I tem Number  12 

Act ion For Approval 

Executive Summary 

The s ta tus  and  p ro f i le  o f  Cus tomer  Compla in ts  ha s  s ign i f i can t ly  

i nc reased in  the  las t  3  yea rs .  P rev ious ly  o f f i ce rs  have  repor ted  on  

Compla in ts  pe r fo rmance in  la te  Ju ly /ea r ly  Augus t  as  pa r t  o f  the  

Cus tomer  Care  Repor t ,  howeve r  we a re  b r ing ing  in fo rmat ion  to  

th i s  Commi t tee  mee t ing  fo r  the  fo l low ing  reasons :   

•  T im ing  o f  the  Comp la in t  Code  subm iss ion .  
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•  To  repo r t  on  yea r -end  per fo rmance .  

•  To  repo r t  on  the  ou tcome o f  the  In te rna l  Aud i t .  

The  Cus tomer  Ca re  Repor t  to  the  nex t  Commi t tee  w i l l  s t i l l  con ta in  

qua l i ta t i ve  da ta  and  lessons lea rned  f rom comp la in t s ,  bu t  t h is  

repo r t  con ta ins  the  fo l low ing  sec t ions .  

Sect ion 1 -  A  summary  o f  o f f i ce rs ’  assessmen t  o f  comp l iance  w i th  

the  Ombudsman ’s  Comp la in t  Hand l ing  Code.  Th is  i nc ludes an  

exp lana t ion  o f  whe re  we do  no t  comp ly .  The  fu l l  assessment  i s  a t  

Appendix  A.  Th is  has  resu l ted  in  some changes to  po l icy  a t  

Appendix  B .  

Sec t ion 2 -  Ana lys is  o f  compla in t  hand l ing  pe r fo rmance dur ing  

2023 /24 .  

Sect ion 3 -  De ta i l  on  Southway ’s  Comp la in ts  Improvement  P lan .  

The  fu l l  document  i s  ava i lab le  a t  Appendix  C.  

Recommendations  

1.  Approve  the  assessment  o f  comp l iance  wi th  the  Ombudsman 

Compla in ts  Hand l ing  Code  (Appendix  A ) .  

2 .  Comment  on  pe r fo rmance and  p lanned  se rv i ce  improvements .  
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3.  Approve amendmen ts  to  the  Compla in t s  Po l icy  se t  ou t  i n  

sec t ion 1 .7  and  Appendix  B.  

1. Ombudsman Complaint Handling Code  

1.1  The  Ombudsman in t roduced  the  Comp la in t  Hand l ing  Code in  

2020 .  The  in ten t ion  was to  s tanda rd ise  the  app roach  to  

compla in t  hand l ing  and  improve  p rac t ice  ac ross  the  sec to r .   

1 .2  In  March  2022,  the  Ombudsman  launched an  ex tended 

Code,  requ i r ing  Hous ing  Assoc ia t ions  to  comp le te  an  annua l  

se l f -assessment ,  repo r t  i t  to  the i r  Gove rn ing  body ,  and  

rec t i f y  any  a reas  o f  non -comp l iance  by  the  30  September .  

1 .3  Fu r the r  amendments  we re  in t roduced  f rom 1 s t  Ap r i l  th is  

yea r .  Commi t tee  rece ived  no t i f i ca t ion  o f  what  these  were  

l i ke ly  to  be  a t  the i r  November  2023  meet ing  and  approved  a  

rev ised  po l icy  in  an t i c ipa t ion .   

1 .4  The  most  no tab le  change  i s  tha t  the  Code  i s  now s ta tu to ry ,  

mean ing  tha t  land lo rds  a re  ob l iged  by  law to  fo l low i t s  

requ i rements .  The  Soc ia l  Hous ing  (Regu la t ion )  Ac t  2023  

p laces  a  du ty  on  the  Hous ing  Ombudsman to  mon i to r  

compl iance  w i th  the  Code  and  ensure  tha t  a l l  land lo rds  

meet  the  s tanda rds  se t  ou t  in  i t .  
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1.5  We now need to  subm i t  the  se l f -assessment  annua l ly  to  the  

Ombudsman.  Th i s  has  been a l igned  w i th  the  Regu la to r  o f  

Soc ia l  Hous ing ’s  requ i rements  fo r  the  pub l i ca t ion  and  

submiss ion  o f  Tenan t  Sa t i s fac t ion  Measures  (TSM) 

ou tcomes ,  wh ich  is  30 th  June  2024 .  Fo l low ing  subm iss ion ,  

the  Ombudsman may  inves t iga te  i ssues  o f  non -compl iance  

p roac t ive ly  w i thou t  a  compla in t  be ing  made.  

2023/24-Self Assessment 

1.6  O f f ice rs  have  comp le ted  the  se l f -assessment  wh ich  is  

a t tached a t  Appendix  A .  

In  November ,  Commi t tee  app roved  an  amended  po l icy  and  

se l f -assessment  fo l low ing  a  rev iew by  the  Ombudsman.  

Even though th is  was  based  on  the  p rev ious  code  most  o f  

the  c lauses  s t i l l  app ly .  We have  made  the  fo l low ing  changes 

to  po l i cy  to  improve  compl iance  w i th  the  rev ised  Code :  

Sect ion  Amendment  

1 Sta tement  on  Southway app roach  to  C omp la in t s .  

4 .3  Commi tment  to  inc lude  de ta i ls  on  how to  
compla in  fo r  peop le  who p rov ide  nega t i ve  su rvey  
feedback .  
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4.5  Commi tment  to  t r ea t  comp la inan ts  w i th  fa i rness  
and  respect .  

5 .1  and  
5 .2  

Se ts  ou t  respons ib i l i t y  o f  a l l  Sou thway  Sta f f  t o  
dea l  w i th  comp la in t s  and  work  co l labo ra t i ve ly  
w i th  the  Compla in t s  Team .  

5 .4  Commi tment  to  dea l ing  w i th  a  se rv ice  request  
tha t  has  been comp la ined  about .  

6 .9  and  
6 .16  

Commi tment  to  p rov ide  the  con tac t  de ta i l s  o f  the  
Ombudsman i f  response  t ime i s  ex tended .  

7 .3  Add i t ion  o f  s teps  we may take  i f  we  upho ld  a  
compla in t .  

7 .4  Exp lana t ion  tha t  remed ies  w i l l  re f lec t  the  impact  
o f  the  i ssue  tha t  comp la ined  about  and  tha t  we 
wi l l  adhere  to  the  Ombudsman ’s  gu idance .  

 

1 .7  The re  a re  two  a reas  o f  non -comp l iance  wi th  the  code :   

•  We do  no t  have  an  unacceptab le  behav iou r  po l icy .  We 

have  re la ted  po l i c ies ,  such  as  V io lence  Aga ins t  S ta f f  

and  a  sec t ion  o f  the  Comp la in t s  Po l i cy  re la t ing  to  

un reasonab le  comp la in t s .  O f f ice rs  w i l l  p roduce  a  

s tanda lone  po l i cy  by  the  end  o f  Ju ly .  

•  We d id  no t  i ssue  a l l  S tage  1  and  S tage  2  Comp la in ts  

responses w i th in  po l icy  t imesca les .  See  Sect ion  2 .1  

fo r  fu r the r  de ta i l s .   
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2. Complaints Performance 2023/24 .  

2.1  The  tab le  be low shows  Stage  1  and  S tage  2  comp la in t s  

responded to  in  t ime by  Quar te r  dur ing  2023/24 .  Sou thway ’s  

ta rge t  i s  90%:  

 

2 .2  Commi t tee  shou ld  no te  the  fo l lowing :  

•  The  improved  pe r fo rmance du r ing  Quar te r  2  (and  in to  

the  ea r ly  par t  o f  Quar te r  3 )  was  due  to  the  h ighe r  

p ro f i le  g i ven  to  comp la in ts  and  the  t ra in ing  p rov ided  to  

managers  in  March  2023.  

•  Du r ing  th i s  pe r iod  the re  was  work  to  improve  

p rocesses ,  and  suppo r t  managers  who  hand le  

compla in ts .  

•  In  December  2023 ,  Southway ’s  webs i te  p rov ide r  

car r ied  ou t  wo rk  to  upg rade  the  webs i te .  Th is  caused  

some on l ine  fo rms ,  inc lud ing  the  comp la in t s  fo rm ,  to  

s top  func t ion ing .  Tenants  cou ld  s t i l l  reg is te r  the i r  

Quar te r  Number  o f  

S tage 1  

% 

Comple ted  

in  t ime  

Number  o f  

S tage 2  

% 

Comple ted  

in  t ime  

Q1 29  66% 8  63% 

Q2 26  96% 11  91% 

Q3 27  81% 4  100% 

Q4 58  79% 12  75% 
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compla in t ,  bu t  i t  d id  no t  come th rough  to  the  Sou thway  

inbox .  By  the  t ime,  the  p rob lem was iden t i f ied  we had  

a  s ign i f i can t  back log  o f  compla in t s .  We  have  now dea l t  

w i th  these ,  bu t  i t  meant  the re  was  a  h igh  vo lume  a t  the  

t ime  o f  year  we usua l l y  rece ive  the  most  comp la in ts ,  

impac t ing  on  per fo rmance in  Q4 .  

2 .3  Mos t  compla in ts  rece ived  a re  dea l t  w i th  by  ou r  Asse ts  and  

P rope r t y  Serv ices  teams.  Th is  re f lec ts  the  h igher  vo lume o f  

cus tomer  t ransac t ions  tha t  they  unde r take .  The i r  

pe r fo rmance  is  i nc luded in  the  tab le  be low :  

Quar te r  Number  o f  
S tage 1  

% 
Comple ted  
in  t ime  

Number  o f  
S tage 2  

% 
Comple ted  
in  t ime  

Q1  16  63% 4  50% 

Q2 13  100% 6  100% 

Q3 17  82% 4  100% 

Q4 35  74% 4  50% 

 

Commi t tee  w i l l  no te  tha t  the i r  resu l ts  a re  b road ly  in  l ine  

w i th  the  res t  o f  the  o rgan isa t io n ,  .  The re  have ,  however  

been  i ssues  w i th  the  qua l i t y  o f  responses .  See  Sect ion 3  

fo r  more  de ta i l .  

2 .4  The re  is  a  Co rpo ra te  Managemen t  Group  meet ing  on  15 t h  

May  wh ich  w i l l  inc lude  a l l  managers  tha t  hand le  compla in ts .  

They  w i l l  be  rem inded  o f  the  impor tance  o f  p rov id ing  

responses in  t ime,  pa r t icu la r ly  cons ide r ing  the  lega l  s ta tus  
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of  the  Comp la in t s  Hand l ing  Code .  In  some cases,  we a re  

m iss ing  the  ta rge t  because  o f f i ce rs  a re  no t  ag ree ing  

ex tens ions  w i th  comp la inan ts ,  as  a l l owed in  the  po l icy ,  so  

th i s  w i l l  be  re i te ra ted .  

2 .5  The  Tenant  Sa t i s fac t ion  Measu res  in t roduced  by  the  

Regu la to r  ( see  i tem 6 )  con ta in  add i t iona l  ind ica to rs  fo r  

Compla in ts  responded  to  on  t ime,  w i th  the  number  o f  

compla in ts  re la t i ve  to  the  s i ze  o f  the  o rgan isa t ion ,  

2 .6  Wh i l s t  we  do  no t  have  the  fu l l  TSM da tase t  f o r  a l l  

o rgan isa t ions  we have  been ab le  to  benchmark  us ing  da ta  

p rov ided  by  Housemark .  The  da ta  is  in  the  tab le  be low ,  and  

inc ludes  the  sec to r  med ian  pos i t ion  a t  t he  end  o f  Quar te r  2 :  

Quar te r  No o f  S tage  
1  
Compla in ts  
pe r  1000 
homes  

Med ian  No o f  S tage  2  
Compla in ts  pe r  
1000  homes  

Med ian  

Q1 5 .55   1 .18   

Q2 4 .88  19 .43  1 .51  1 .10  

Q3 4 .88   0 .84   

Q4 11 .44   2 .52   

 

2 .7  Th is  shows tha t  we rece ive  a  lower - than-ave rage  number  o f  

S tage  1  comp la in ts ,  bu t  a  h igher - than -ave rage  number  o f  

S tage  2  responses .  The  reasons  fo r  th i s ,  and  p rac t i ca l  

so lu t ions  a re  summar ised  in  Sect ion  3 .  
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Ombudsman Rul ing :  

2.8  We rece ived  5  Ombudsman ru l ings  dur ing  2023/24 ,  down 

f rom 9  in  2022 /23 .  Due to  the  t ime  la g  in  rece iv ing  

Ombudsman ru l ings  the re  i s  no t  a  d i rec t  l ink  be tween the  

number  o f  ru l i ngs ,  and  the  number  o f  comp la in t s  we rece ive  

in  a  yea r .   

When  the  Ombudsman makes  a  ru l ing ,  they  fa l l  in to  one  o f  

the  fo l lowing  ca tego r ies .  

Categor isa t ion  Def in i t ion  

Severe  Ma ladm in is t ra t ion  S ing le  s ign i f i can t  fa i lu re  in  se rv ice  o r  a  se r ies  o f  
s ign i f i can t  fa i lu res  in  serv ice  wh ich  have  had  a  se r ious ly  
de t r imenta l  impact  on  the  res iden t .  Where  mu l t ip le  
f ind ings  o f  ma ladm in is t ra t ion  have  been  found on  
sepa ra te  po in ts  o f  comp la in t ,  the  cumu la t ive  e f fec t  o f  
th i s  may  resu l t  in  an  ove ra l l  f ind ing  o f  
seve re  ma ladm in is t ra t ion   

Ma ladmin is t ra t ion  Fa i lu re  wh ich  has  adve rse ly  a f fec ted  the  res iden t  and  
w i l l  o f ten  inc lude ,  

•  seve ra l  independen t  se rv i ce  fa i lu res  

•  serv ice  fa i l u res  accumu la t ing  ove r  a  per iod  o f  t ime .  

•  the  land lo rd  fa i l ing  to  p rov ide  a  se rv i ce ,  pu t  th ings  
r igh t ,  o r  lea rn  f rom ou tcomes.  

  

Se rv i ce  Fa i l u re  A  s ing le  o r  ve ry  l im i ted  number  o f  m ino r  fa i l i ngs  in  the  
l and lo rd ’s  se rv i ce  de l ive ry  wh ich  have  had  a  m in ima l  
de t r imenta l  impact  on  the  res iden t .  

No  Ma ladm in is t ra t ion  Land lo rd  has  ac ted  in  acco rdance  wi th  i t s  ob l iga t ions ,  
and  re levan t  po l i c ies /p rocedures .  
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2.9  A l l  the  ru l ings  were  adve rse ,  p lease  see  g lossary  fo r  

exp lana t ion  o f  ca tego r isa t ions  o f  ru l i ngs .  D e ta i l s  a re  

inc luded in  the  tab le  be low.  

Date  to  
Ombudsman 

Date  of  
Ru l ing  

Ombudsman’s  
judgement  

Compensat ion 
pa id  

Summary  and 
Lessons  Learned  

January  
2023 

29 /06 /23  Severe  
Ma ladmin is t ra t ion
-Damp and  Mou ld  

 

Ma ladmin is t ra t ion
-Compla in t  
Hand l ing  

£2300  Ombudsman fe l t  
Sou thway had  been  
d ism iss ive  o f  i ssue .  
Compla in ts  responses  
took  too  long  and  
were  o f  poo r  qua l i t y .  

 

In troduced qua l i ty  
control  checks on  
compla in t  
responses.  

 

May 2022  31 /07 /23  Serv ice  Fa i lu re -
Repa i rs  

 

Ma ladmin is t ra t ion
-Damp and  Mou ld  

£850 -wou ld  
po ten t ia l l y  
have  been 
more  bu t  we 
had  a l ready  
pa id  vo lun ta ry  
compensa t ion  

Ombudsman fe l t  tha t  
repa i rs  had  taken  too  
long  and  had  no t  been  
p rope r ly  co -o rd ina ted .  
Communica t ion  w i th  
the  tenant  was 
incons is ten t .  

 

Be t ter  co -ord ina t ion  
o f  compla int  
responses when 
deal ing wi th  complex  
compla inants .  More  
emphas is  on 
reso lv ing issues 
pr ior  to  sending 
ev idence to  
Ombudsman 

Apr i l  2023  27 /10 /23  Ma ladmin is t ra t ion
-Damp and  Mou ld  

 

£1050  Simi la r  themes  to  
o ther  comp la in t s .  
Compla in t  responses 
no t  t ime ly  
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Maladmin is t ra t ion
-Compla in t  
Hand l ing  

Amended pol icy  to  
ensure  tha t  i f  a  
member  o f  s ta f f  is  
absent  for  a  
prolonged per iod the  
compla in t  i s  
reassigned  
immedia te ly  

August  2022  22 /11 /23  Se rv i ce  Fa i lu re  
fo r  Comp la in t  
Hand l ing  and  ASB 
(Ant i -Soc ia l  
Behav iou r )  Case  
Hand l ing  

£250 Ombudsman fe l t  the  
ove ra l l  case  had  been  
hand led  w i th in  
expec ted  s tanda rds  
bu t  o rde red  
compensa t ion  fo r  
de lays .  

 

Nov 2022 18 /01 /24  Ma ladmin is t ra t ion  

Compla in t  
Hand l ing  

Pest  In fes ta t ion  

Reco rd  Keep ing  

£2250  Ombudsman was 
c r i t i ca l  o f  the  way 
records  were  kep t  
wh ich  led  res iden t  to  
be l ieve  she  was 
en t i t led  to  R igh t  to  
Buy,  when  in  fac t  she  
was  no t .   

 

Review of  the  way 
da ta  is  presented  to  
Ombudsman.  
Tra in ing  on 
In format ion 
Management  for  a l l  
s ta f f  p lanned  

 

2.10  The f ac t  tha t  a l l  the  f ind ings  have  been  adverse  i s  a  cause  

fo r  conce rn .  Las t  yea r  the  Omb udsman pub l i shed  a  l i s t  o f  

Hous ing  Assoc ia t ions  w i th  more  than  50% o f  adve rse  

ru l ings  in  2022/23 .  Southway ’s  f igu re  was 60%,  bu t  now is  

100%,  a lbe i t  w i th  a  lower  number  o f  judgements .  
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2.11  We cu r ren t ly  have  7  comp la in t s  tha t  a re  awa i t ing  

Ombudsman  ru l ings ,  some o f  wh ich  a re  ove r  12  months  o ld .  

2 .12  We know tha t  t he  t rend  ove r  the  las t  coup le  o f  yea rs  has  

been  fo r  the  Ombudsman  to  i ssue  more  adve rse  ru l ings  and  

h ighe r  compensat ion .  They have  a lso  recen t ly  consu l ted  on  

the i r  fee  s t ruc tu re  suggest ing  tha t  Assoc ia t ions  w i th  a  

h ighe r  p ropor t i on  o f  adverse  ru l ings  shou ld  pay  more .  

2 .13  G iven  the  inc reased  powers  o f  the  Ombudsman,  the  h ighe r  

l eve l  o f  f ines  and  the  inc lus ion  o f  Comp la in t s  Hand l ing  in  

the  new Regu la to ry  S tandards ,  i t  i s  impera t ive  tha t  we  

improve .   

3. Complaints Improvement Plan  

3.1  Sou thway has  a  s ta f f  Comp la in t s  Improvement  Group,  

cha i red  by  the  Ass is tan t  D i rec to r -  Co rpo ra te  Se rv ices ,  

compr i s ing  members  o f  the  Hub  Comp la in ts  Team ,  Prope r t y  

Se rv i ces ,  Gove rnance  and  Bus iness  In te l l igence .  

3 .2  The  g roup  ove rsee  a  Compla in ts  Improvement  P lan ,  wh ich  

i s  rev iewed by  the  Execu t ive  on  a  qua r te r l y  bas is .  I t  a l so  

meets  the  requ i rement  o f  the  Ombudsman ’s  Comp la in t  

Hand l ing  Code tha t  o rgan isa t ions  have  a  Se rv ice  

Improvement  P lan .  I t  i s  a t tached a t  Appendix  C  fo r  

Commi t tee  approva l .   



S o u t h w a y  H o u s i n g  T r u s t  –  P e o p l e  a n d  P l a c e s  C o m m i t t e e –  1 4  M a y  2 0 2 4 -  A g e n d a  I t e m  1 2  
 

P a g e  1 3  o f  1 6  
 

3.3  The  P lan  con ta ins  ac t ions  f rom the  In te rna l  Aud i t  tha t  took  

p lace  in  Feb rua ry  2024 .  The  Aud i t  gave  a  ra t ing  o f  

Reasonab le  Assu rance ,  an  improvement  on  the  L im i ted  

Assu rance  rece ived  fo r  the  las t  Comp la in ts  Aud i t  in  2022 .  

The  Aud i to r  no ted  the  p rog ress  made ,  a l though  the re  were  

seve ra l  f o l low -up  ac t ions .   

3 .4  The  p lan  a ims to  improve  the  qua l i t y  o f  inves t iga t ion  and  

responses ,  pa r t icu la r l y  in  Prope r ty  Se rv i ces .  Many o f  the  

o f f i ce rs  in  the  team have  l im i ted  expe r ience  o f  th is  and  

o ther  s ta f f  a re  unde r tak ing  qua l i t y  assu rance  checks  be fo re  

compla in t  responses a re  i ssued.  Commi t tee  w i l l  rece ive  a  

fu r the r  upda te  a t  the i r  nex t  meet ing .   

Impacts 

 

Lega l  

 

The Soc ia l  Hous ing  (Regu la t ion)  Ac t  made  

compl iance  w i th  the  Comp la in t  Hand l ing  Code a  

lega l  requ i rement .  To  read  the  fu l l  code ,  v is i t  

he re .  

https://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
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Financ ia l /VFM 

 

Membersh ip  o f  The  Hous ing  Ombudsman se rv i ce  

i s  mandato ry  and  i s  funded  so le ly  by  land lo rds  

based on  the  number  o f  homes tha t  they  own.  The  

cos t  i n  2023 /24  to  Southway  was £33 ,000 .  

In  March  2024,  the  Ombudsman  launched a  

consu l ta t ion  on  inc reas ing  fees .  We a re  awa i t ing  

the  ou tcome so  tha t  we  know what  the  new cos t  

fo r  2024 /25  wi l l  be .  

We have  s ign i f i can t l y  inc reased our  

Compensat ion  Budge t  in  2024/25  to  £30 ,000 .  Th is  

re f lec ts  the  h igher  amoun ts  be ing  o rde red  by  the  

Ombudsman.  We a re  mov ing  to  a  sys tem where  

compensa t ion  awards  a re  made  by  a  sma l l  g roup  

o f  Of f i ce rs  to  ensu re  cons is tency  and  to  adhe re  

to  the  Ombudsman remed ies  gu idance  

Human 

Resources  

 

Compla in ts  a re  co -o rd ina ted  th rough the  

Cus tomer  Hub and  the re  is  a  ded ica ted  o f f i ce r  

respons ib le  fo r  th i s ,  however  comp la in t  

responses a re  wr i t ten  by  ind iv idua l  managers  and  

Heads o f  Se rv ice  

Seve ra l  ac t ions  in  the  Comp la in ts  Improvement  

P lan  re la te  to  s ta f f  t ra in ing  and  compe tence  to  

ensu re  we a re  i ssu ing  qua l i t y  compla in t  

responses tha t  comp ly  w i th  the  Ombudsman ’s  

expec ta t ions .  
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Governance  

 

The Peop le  and  P laces  Commi t tee  has  de lega ted  

au tho r i t y  fo r  Comp la in t s  Po l icy  and  p rac t ice .  The  

Cha i r  o f  the  Commi t tee  i s  t he  des igna ted  non -

Execu t i ve  lead ,  as  requ i red  by  the  Compla in t  

Hand l ing  Code.  

Equal i ty  and 

Divers i ty  

The Cus tomer  Ca re  repor t  to  the  nex t  meet ing  o f  

the  Commi t tee  w i l l  con ta in  comp la in t s  da ta  

b roken  down by  Pro tec ted  Charac te r i s t i cs  

The  po l icy  re fe rs  to  Reasonab le  Ad jus tments  we 

can  o f fe r  to  comp la inan ts .  

Risk    Compla in ts  i s  a  h igh - r isk  a rea  o f  the  bus iness .  

The  Ombudsman and  Regu la to r  a re  wo rk ing  

toge the r  c lose ly  and  any  sys tem ic  p rob lems the  

Ombudsman iden t i f ies  w i th  comp la in t  hand l ing  

cou ld  be  inves t iga ted  by  the  Regu la to r .   

Th is  has  been recogn ised  on  the  S ign i f i can t  R isk  

Reg is te r  i n  the  r i sk .  

Impact  o f  low customer  sa t is fac t ion wi th  

Southway 's  serv ices .  

Th is  is  the  4 t h  h ighes t  r i sk  w i th  a  score  o f  16 .  

Carbon 

Impacts  

None  

Customer  

Impacts  

Sou thway ’s  Compla in t  Hand l ing  Code  assessment  

wi l l  be  made ava i lab le  to  cus tomers ,  a long  w i th  

the  Se rv i ce  Improvement  P lan .    

The  Tenant  Compla in ts  Se rv i ce  Improvement  

Group  i s  due  to  mee t  on  13 th  June  and  w i l l  

rev iew the  Comp la in t s  Improvement  P lan .   
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Background Documents  

In te rna l  Aud i t  o f  Compla in ts  Hand l ing ,  unde r taken  by  T IAA,  

p resen ted  to  Aud i t  and  R isk  Commi t tee ,  27  Feb rua ry  2024  

Appendices 

Appendix  A -  Comp la in t  Hand l ing  Code -Se l f  Assessmen t  

Appendix  B -  Rev ised  Comp la in ts  Po l icy  

Appendix  C -  Comp la in t s  Improvemen t  P lan  

Officer Contact Details  

Mat thew Maouat i  

Ass is tan t  D i rec to r -Corpora te  Serv ices  

m.maoua t i@southwayhous ing .co .uk   

0161  448  4267  
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