
Appendix A: 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 

 

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

1.2 

A complaint must be 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.’  

 

Y 
Complaints Policy and Procedure 

Pg 1:  Purpose of Policy 

Social Housing - Sherburn 
House Charity 

 

1.3 

A resident does not have to use the 
word ‘complaint’ for it to be treated as 
such. Whenever a resident expresses 
dissatisfaction landlords must give them 
the choice to make complaint. A 
complaint that is submitted via a third 
party or representative must be handled 
in line with the landlord’s complaints 
policy. 

Y 
Complaints Policy and Procedure  

Pg 1:  Purpose of Policy 

Social Housing - Sherburn 
House Charity 

 

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 
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Pg 1: Policy scope: No 3 + 4 
 

Social Housing - Sherburn 
House Charity 
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recorded, monitored and reviewed 
regularly. 

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.  
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Complaints Policy and Procedure 

Pg 2: Policy scope: No 5, No 6 

 

Social Housing - Sherburn 
House Charity 
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Section 2: Exclusions 
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Section 3: Accessibility and Awareness 

 

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

3.1 

Landlords must make it easy for 
residents to complain by providing 
different channels through which they 
can make a complaint. Landlords must 
consider their duties under the Equality 
Act 2010 and anticipate the needs and 
reasonable adjustments of residents 
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3.3 

High volumes of complaints must not 
be seen as a negative, as they can be 
indicative of a well-publicised and 
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3.7 

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

/accommodation/social-housing/
/accommodation/social-housing/


Section 4: Complaint Handling Staff 

 

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

4.1 

Landlords must have a person or team 
assigned to take responsibility for 
complaint handling, including liaison 
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.  
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Section 5: The Complaint Handling Process 

 

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

5.1 

Landlords must have a single policy in place 
for dealing with complaints covered by this 
Code. Residents must not be treated 
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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. 
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Stage one: Pg 3: No 3, No 4 

/accommodation/social-housing/
/accommodation/social-housing/
/accommodation/social-housing/
/accommodation/social-housing/
/accommodation/social-housing/
/accommodation/social-housing/
/accommodation/social-housing/
/accommodation/social-housing/


 

 
 
 
 

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.   

 
 
 
 

Y 

Complaints Policy and Procedure 
Pg 3: What can you expect from 
us when you make a complaint: 

No 1-7 

Social Housing - Sherburn 
House Charity 

 
 

5.14 

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. 

Y 

SHC Unacceptable Behaviour 
Policy 

 
SHC Licence agreements: Pg 4 

No 6 (anti-social behaviour) 
includes Nuisance, Violence, 

Harassment,  
Pg 9: Grounds for ending licence. 

 

 
 
Social Housing - Sherburn 
House Charity 
 
Over 55s site, mostly elderly, 
do not get much anti-social 
behaviour and this is 
addressed.  
 

 
 

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.  

Y 

Complaints Policy and 
Procedure: What you can expect 

from us when you make a 
complaint: Pg 3: No 2+3 

 
SHC  

Unacceptable Behaviour Policy: 
Pg 2: No 3+4 

 
Social Housing - Sherburn 
House Charity 
 
 
 
Small over 55 site, no big 
issues of anti-social 
behaviour as most are 
elderly over 70-80. 
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Section 6: Complaints Stages 

Stage 1 

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

6.1 

Landlords must have processes in 
place to consider which complaints can 
be responded to as early as possible, 
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within five working days of the 
escalation request being received.   
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6.17 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.   

 
Y 
 
 
 
 

 
Complaints Policy and Procedure 

Pg 4:  Stage 2: No 8 

 
 

 

 
Social Housing - Sherburn 
House Charity 

 
 

6.18 

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. 

Y 

Complaints Policy and Procedure 
Pg 5:  Stage 2: No 10 

 
 

Social Housing - Sherburn 
House Charity 

 
 

6.19 

Landlords must confirm the following in 
writing to the resident at the completion 
of stage 2 in clear, plain language:   
a. the complaint stage;   
b. the complaint definition;  
c. the decision on the complaint;  
d. the reasons for any decisions 
 made;  
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.  
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Complaints Policy and Procedure 
Pg 4:  Stage 1 + 2: No 10 
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6.20 Stage 2 is the landlord’s final response 
and must involve all suitable staff 
members needed to issue such a 
response. 

Y Complaints policy and Procedure 
Pg 5: Stage 2: No 11 
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House Charity 

 
 

 

Section 7: Putting things right 

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

7.1 

Where something has gone wrong a 
landlord must acknowledge this and set 
out the actions it has already taken, or 
intends to take, to put things right. 
These can include:  
¶ Apologising;  
¶ Acknowledging where things 
 have gone wrong;  
¶ Providing an explanation, 
 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;  
¶ Changing policies, procedures or 
 practices.  
 

Y 

Complaints Handling and 
Procedures Pg 5: Putting things 

right. 
Pg 6: Annual self-assessment and 

review of policy: No1 

Social Housing - Sherburn 
House Charity 

 
 

7.2 
Any remedy offered must reflect the 
impact on the resident as a result of 
any fault identified.   
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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.   
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Section 9: Scrutiny & oversight: continuous learning and improvement   

Code 
provision 

Code requirement 
Comply: 
Yes / No 

Evidence Commentary / explanation 

9.1 

Landlords must look beyond the 
circumstances of the individual 
complaint and consider whether service 
improvements can be made as a result 
of 
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