
  

Havering Council 
Housing Services 

commit to meeting the 
Housing Ombudsman 

Complaint Handling Code 

In July 2020, the Housing Ombudsman published their revised Complaint Handling 
Code for all providers of social housing, which includes Havering Council’s Housing 
Services. 
The Code acts as a guide for residents living in Council managed homes, setting out 
what they can, and should, expect from Housing Services if they want to complain. 

We aim to resolve any complaints raised by residents quickly, effectively and fairly. 
In addition, we want to use the learning from complaints to help drive improvements 
across our Housing. 
Below is a summary of the self-assessment that we carried out against the Code in 
December 2020, which tells you the requirements of the Code and what we are already 
doing and plan to do to make improvements to our service. 



      

       
             

       
             

      
             

      

 

 

      

       

      

      

      

 

 

 

Compliance with the Complaint Handling Code – Havering Housing Services self-assessment 

Section 1. Complaints policy 
Havering Housing Services follows the Council’s Corporate Complaints Policy which complies with 
the requirements of the Code. 
https://www.havering.gov.uk/info/20047/consultations_complaints_and_feedback/208/complaints 

P

The code asked: ‘where a complaint will not be considered, are these reasonable and fair to 
residents?’ 

Yes - we make it clear where the issue will not be addressed via the Complaints procedure as 
they are considered outside the remit of a complaint. 

Section 2. Accessibility 
The Code asked about our Complaints policy, procedure, and accessibility routes for residents to 
make a complaint. 

PYes - we have multiple routes for residents to make a complaint should they wish to do so. 
Formal complaints can be made via the online complaints form, on the London Borough 
of Havering website. The contact centre - Tel: 01708 434000 - Operatives will log the 
complaints online on behalf of customers if they have no access to the internet or there is 
a vulnerability where they require assistance to use this service. 

PYes - we make reasonable adjustments if required. 
Havering Council is committed to assisting people to make a complaint, respecting 
their needs and making reasonable adjustments as required. Housing Services makes 
reasonable adjustments for Council residents in line with the Equality and Diversity Act. 

PYes - we advise residents about our complaints process. 
Alongside our complaints process being available online, at the end of each stage of the 
complaints process, a link is provided directing the resident to the website, which explains 
the stages of the Corporate Complaints Policy, and what to expect next. 

Section 3. Managing complaints 

PYes - in Housing Services, there is a well-staffed, trained team of dedicated Customer 
Feedback and Complaints Offcers and dealing with resident complaints across all 
Housing areas. The team reports in to a Head of Service, who in turn reports to the 
Director of Housing. The Corporate Complaints team Offcers support the Housing 
Services team. 

• Complaints Offcers have autonomy to investigate and respond with a resolution, in less 
complex cases. Where a complaint is complex, the Complaints Offcer will often make 
recommendations for resolution and suggest best practice to service area experts when 
resolving a complaint. Recommend payments if appropriate, in line with the Ombudsman, to 
Senior Management who will sign off the complaint. 

• All initial complaints are responded to at Stage One, if the customer is dissatisfed with the 
response to a Stage One complaint, they can request to go to Stage Two of the process, which 
is investigated by the Corporate Complaints Team. Stage Three of the Complaints procedure is 
an Elected Members panel, made up of Councillors from the Adjudication & Review Committee. 
The right to take the matter to the Housing Ombudsman is referred to in all responses to the 
resident. 

Section 4. Communication 

PYes - residents receive an acknowledgement to all complaints logged and all are responded to 
as quickly as possible. If further contact is needed to clarify elements of the complaint 
with the resident, the Complaints Offcer, or service area Offcer, will contact them by 
phone and/or by email. If there are any delays in the response being provided on time, 
contact will be made with the resident to explain the reason for the delay. 

PYes - Although the Code requires all complaints to be acknowledged and logged within fve 
days, Havering Council has a corporate target of three working days. 

In this section, we will feedback to you our performance on complaint resolution in 2020. 

1. Overall complaints Most Housing Services complaints are resolved within 
performance timescale at Stage One. 
remains good During the frst Covid-19 lockdown measures - (April to June 
despite challenges 2020) – the complaints process was suspended in line with the 
in 2020. announcement by the Government Ombudsman to suspend 

their invesitgations. 
In July- Sept.2020 we received a total of 218 complaints at Stage 
One (and 337 members enquires). This is signifcantly more 
than we would have expected  and therefore performance went 
through a recovery phase. 
In October-December Stage One performance greatly improved. 
Although Complaints remained high at 251 Stage One 
complaints, however members enquiries dropped to 227: 
October 2020 – 87% resolved within timescale 
November 2020 – 94% resolved within timescale 
December 2020 – 93% resolved within timescale 

Proportion of complaints resolved to residents’ satisfaction: 
October-December 2020 – Only 64 cases were referred to Stage 
Two out of the 251 cases, so 75% were shown to be resolved to 
the resident’s satisfaction. 

Section 5. Cooperation with the Housing Ombudsman 

PYes - Havering Housing Services complies with all requests for evidence in cases referred to 
the Housing Ombudsman, responses within 15 days. Where the timescale has to be 
extended, we ensure we keep the Ombudsman, and the resident, informed. 

Section 6. Fairness in complaint handling 

PYes - residents are able to complain via a representative. Any enquiry received on behalf of 
a resident via an Elected Councillor or MP, or a nominated advocate, can be raised as a 

P
complaint directly with the Housing Services Customer Feedback and Complaints team. 

Yes - advice given is accurate and easy to understand and in line with policy. Offcers receive 
guidance, and where appropriate, training. All advice given in written complaint 
responses is checked to ensure there is no jargon or acronyms used. 

https://www.havering.gov.uk/info/20047/consultations_complaints_and_feedback/208/complaints


      

 

 

Section 7. Outcomes and remedies 

PYes - where a failure has been found on the part of the Council, we will uphold the complaint 
and carry out any necessary actions to rectify the situation, to a satisfactory outcome. 
In addition, we will take into consideration any reimbursement or goodwill gesture to be 
paid, in line with the Ombudsman guidelines. 

Section 8. Continuous learning and improvement 

Action Progress 

Learning We are currently reviewing our service improvement and 
performance management framework for 2021-2022. We will 
be introducing an action plan, which will set out a number of 
proposed improvements to complaint handling, making better 
use of learning from complaints and customer feedback. 

Improving At present, all individual cases are reviewed and analysed to 
determine a trend or a repeated failure in a particular area. This 
analysis is fed back to the Senior Management Team as part of 
the reporting schedule and changes are implemented in-house 
and with external partners/ contractors to ensure the service is 
improved and failures do not re-occur. 

Involving residents We share change to information with the Resident Participation 
Panel, our senior level resident engagement group, that meet 
with the Director of Housing and Cabinet Member for Housing to 
scrutinise Housing Services. If you’re interested in being part of 
this or any other resident group - please contact us: 
getinvolved@havering.gov.uk 

Listening to residents We will be reintroducing surveying following complaints being 
resolved and closed, to gather feedback directly from customers 
on how their complaint was handled. 

Being accountable A quarterly report of lessons learnt is provided to the Overview 
and Scrutiny Board. This is a specifc Council committee of 
elected members that review policies around corporate 
complaints. We are also looking into regular performance 
reporting as a bulletin to all residents and this will incorporate 
complaints. 


