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1. PURPOSE 
  
1.1 The purpose of this policy is to set out The Barnet Group’s approach to managing 

complaints and compliments. It replaces any previous versions endorsed by the 
Group and its subsidiaries. 

  
2. SCOPE 
  
2.1 This policy applies to The Barnet Group’s subsidiaries Barnet Homes, Your Choice 

(Barnet), and Opendoor Homes (“The Barnet Group”), including its Boards, 
Committees, employees, and volunteers. 

  
2.2 In implementing this policy, The Barnet Group will: 
 

• comply with the Regulator for Social Housing’s Regulatory Framework for 
Social Housing in England; 

• comply with the Localism Act 2011; 

• comply with the Care Quality Commission’s Regulatory Framework for Health 
and Social Care; 

• deal with complaints promptly, politely, and fairly; and 

• take action to prevent similar services failures happening again. 
 
2.3 The Barnet Group welcomes complaints and compliments from all customers, 

advocates on behalf of customers, and non-customers who are affected by its 
services. This includes: 

 

• current and potential tenants, leaseholders, and residents of properties owned 
or managed by The Barnet Group, or other housing applicants; 

• customers and clients in receipt of support services such as homelessness, 
floating support, community development work, or other support including, but 
not limited to, that with employment, training, and benefits advice from The 
Barnet Group; 

• customers we support through our adult social care services, and their families; 

• residents neighbouring properties owned or managed by The Barnet Group, or 
its development sites; 

• former residents who have been living in homes owned or managed by The 
Barnet Group, or who have been in receipt of any services offered by The 
Barnet Group; 

• MPs and Councillors making a complaint on behalf of a tenant or leaseholder; 
and 
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• other advocates acting on behalf of a customer (excluding legal representatives 
who write to us with a view to take legal action). 

 
2.4 We sometimes commission organisations to provide services on our behalf, for 

example maintenance or gas services contractors. We will respond to all complaints 
about such organisations and liaise directly with them to resolve any issues. 

 
2.5 This policy is complemented by Complaints Handling Procedures for Barnet Homes 

and Opendoor Homes, and Your Choice (Barnet), and The Barnet Group’s 
Compliments Procedure. 

 
3 POLICY STATEMENT 
  
3.1 We are committed to continuously improving what we do and the way we do it as a 

result of feedback from tenants, leaseholders, residents, customers, and the people 
we support and their families. This policy aims to assist us to listen to and learn from 
our customers, enabling us to address any service failures, identify areas for 
improvement or areas of good practice, and monitor services in a customer-focused 
way. 

 
3.2 We will deal with complaints impartially, objectively, and fairly, and ensure that 

complainants do not receive any adverse treatment because of their complaint. 
 
3.3 We will be clear about timescales and inform customers throughout any investigation. 
 
3.4 We will take ownership, apologise where we have made a mistake, and aim to resolve 

the complaint to the customer’s satisfaction. 
  
4 RESPONSIBILITIES 
  
4.1 Board and Committee members and the Executive and Senior Management 

teams will review and scrutinise complaint performance, outcomes, and lessons 
learnt. 

  
4.2 Managers will ensure teams adhere to this policy at all times, monitor performance, 

identify lessons learnt, and assist in the preparation of documentation for formal 
complaint stages or cases referred to the Housing Ombudsman Service or Local 
Government and Social Care Ombudsman.  

  
4.3 All employees will adhere to this policy and be responsive and proactive in assisting 

residents with their complaint, aiming to resolve any complaints at the earliest 
opportunity, and identifying lessons to improve service delivery. 

  
4.4 The Complaints and Information team will act as a central point of contact for staff, 

and provide internal advice, guidance, and challenge on complaints handling. Where 
appropriate, the team may be a central point of contact for complainants. The team 
will act as the point of contact for both the Housing Ombudsman Service and the 
Local Government and Social Care Ombudsman, and will oversee the reporting and 
performance management of complaints, regularly providing information regarding 
lessons learnt from complaints to management teams, the Executive Management 
Team, and Boards and Committees as appropriate. 
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5 POLICY 
  
5.1 What is a complaint? 
  
5.1.1 The Barnet Group defines a complaint as being an expression of dissatisfaction or 

concern with the standard and/or delivery of services we have provided, whether 
justified or not, which requires a response. The dissatisfaction can be with service 
failures including, but not limited to: 

 

• the quality of the service offered or work carried out; 

• the action or lack of action taken by staff; 

• the attitude or behaviour of staff; 

• missed appointments; 

• a failure to comply with policy, procedure, or standards of service delivery; or 

• cost. 
 
5.1.2 We will investigate anonymous complaints provided there is enough information, and 

on a case-by-case basis. We may also pass information to Barnet Council’s 
Corporate Anti-Fraud Team (CAFT) where appropriate.   

 
5.1.3 Complaints not covered by this policy 
  
5.1.3.1 If the issue is not a complaint within the definition of this policy, we will deal with it 

through the relevant alternative procedure. This includes: 
 

• a first request for service (such as a repair), information, or an explanation of 
our policies and procedures; 

• neighbour disputes or anti-social behaviour, unless the complaint refers to our 
failure to deal with the disagreement appropriately; 

• issues regarding hate crime or domestic violence; 

• a claim being dealt with by our insurers;  

• issues where the customer or The Barnet Group has commenced legal action;  

• a dispute about the amount of rent or service charge being charged;  

• appeals against policy decisions or services where there is another appeal 
process, e.g. insurance, disrepair protocol, or housing applications; and 

• services for which there are alternative statutory appeal or tribunal processes, 
including appeals against statutory Notices. 

 
5.1.3.2 Making a complaint may not be the best route for resolving some issues; this might 

be because the issue is outside of our control or because there is another appeal 
process, although you may complain about this if we fail to manage this effectively. 
Examples of matters that may be outside our control include or otherwise exempt 
from this policy include: 

 

• complaints submitted twelve months or more after the issue occurred and being 
brought to The Barnet Group’s attention for the first time. Exceptions may be 
made at the discretion of the manager responsible for the service; 

• services for which The Barnet Group is not responsible (e.g. Council-provided 
services); 

• matters of law or central government policy;  

• where the complainant is an employee of The Barnet Group (unless they 
occupy a property owned or managed by The Barnet Group and the complaint 
relates to issues around their tenancy); 
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• complaints from employees about personnel matters, including appointments, 
dismissal, pay, pensions, and disciplinary; and 

• complaints that have already been decided by a court or independent tribunal.  
 
5.2 Making a complaint 
  
5.2.1 Wherever possible, we aim to resolve matters informally. We are always keen to hear 

if something has gone wrong and how we can put it right, and we encourage our staff 
to put matters right at first point of contact without the need to enter the formal 
complaints process. 

 
5.2.2 Complaints or expressions of dissatisfaction can be received in a number of ways:  
 

• by email; 

• through our website; 

• by letter; 

• by telephone; 

• in person (e.g. at reception, during a home visit, or at the place people are 
supported); 

• via a third party (with permission, including advocates); or 

• at the request of a Councillor or MP. 
  
 Should we receive a complaint or an expression of dissatisfaction through social 

media, we will ask the individual to contact us with more detail by direct message or 
through the options above so that we can investigate the matter. 

 
5.2.3 Should a member of The Barnet Group’s Executive Management Team or one of its 

Board Members receives a complaint, they will pass it to the Complaints and 
Information team to be processed in accordance with our policy and procedure. 

 
5.2.4 Customers may not be represented by a solicitor or a lawyer; neither will The Barnet 

Group be legally represented in responding to complaints. 
 
5.2.5 We will support customers who require assistance to make a complaint, and will make 

reasonable adjustments where practicable; this may include customers whose first 
language is not English, or customers with a learning or physical disability such as a 
visual impairment. Customers may also be signposted to external agencies for 
independent support or advocacy where appropriate.  

 
5.3 Complaints by third parties  
  
5.3.1 We recognise that some people who wish to complain may need support in doing so. 

We accept complaints made by advocates on behalf of a complainant, and will take 
steps in line with our Data Protection Policy to make sure that the complainant is in 
agreement. A completed and signed advocacy form would be required to evidence a 
complainant’s authorisation. Where, for reasons of incapacity, it is not possible for 
the complainant to authorise an advocate in this way, we will request other evidence 
that the advocacy is legitimate, e.g. a Mental Capacity Act Assessment. 

 
5.3.2 Councillors and Members of Parliament (MPs) may bring a formal complaint by acting 

as their constituent’s advocate. Councillors and MPs may also make enquiries on 
behalf of their constituents without submitting a formal complaint; these are handled 
in line with our Members’ Enquiries Procedure.  
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5.4 Managing complaints 
  
5.4.1 We aim to resolve expressions of dissatisfaction as soon as possible, informally, at 

the “first point of contact”. This may take the form of an apology, explanation of what 
has happened, or agreeing actions to be taken to resolve the situation. If a customer 
tells us they wish to make a formal complaint, and there is evidence that the issues 
have not been resolved, we will move to Stage 1. 

 
5.4.2 Stage 1 complaints 
 
5.4.2.1 On receiving a complaint, we expect our staff to listen and put things right as quickly 

as possible. We will log the complaint and assign it to an appropriate officer. We will 
acknowledge the complaint and provide the complainant with the officer’s contact 
details within two working days. 

 
5.4.2.2 We aim to fully respond to each complaint within ten working days. If we need more 

time to investigate, we will let the complainant know why and how long it will take, up 
to a maximum period of 20 working days from receipt of the complaint.  

 
5.4.2.3 If a complaint concerns an issue that may potentially result in serious detriment, such 

as a health and safety issue, it will be escalated to the appropriate team to deal with. 
 
5.4.3 Requests to escalate complaints 
 
5.4.3.1 If the complainant is not satisfied by our response at Stage 1, and there is evidence 

that the issues have not been resolved or there have been substantive errors in the 
handling of the complaint, the complainant may request further investigation by a 
senior manager. 

  
5.4.3.2 The Barnet Group will not unreasonably deny a request for a complaint to be 

reviewed at Stage 2. The Complaints and Information team will consider all requests 
for escalation, and will take into account the customer’s perspective and the steps 
that have been taken. The team will determine one of the following and explain the 
decision fully in writing: 

 
Further action is required as: 

• the Complaints and Information team considers that more needs to be done by 
the service area being complained about to resolve the complaint for the 
customer. This may include where there have been substantive errors in the 
handling of the complaint, or there are policy issues to be considered, such as 
where an Ombudsman has made a ruling or there has been a change in 
regulation that has not yet been reflected in a policy. 

 
  

Stage 1

Investigation 

and 

Resolution

Escalation 
Review

Stage 2

Senior 
Manager 
Review 

External 
Escalation
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Escalation is not warranted as: 

• the complainant will not provide specific reasons for requesting a review; 

• the complainant is raising only new issues, which will be dealt with as a new 
complaint at Stage 1; 

• all resolution actions have been completed effectively in line with policies and 
procedures; 

• the action taken is set out by legislation or regulation; 

• it involves a request for compensation which is contrary to our Compensation 
and Financial Loss Policy; 

• the complainant has refused to engage with staff in trying to resolve the 
complaint at an earlier stage. 

• legal action is being taken against The Barnet Group; and/or 

• the customer’s desired outcome is outside of The Barnet Group’s responsibility 
or control, or is excessive given the service failure. 

 
5.4.4 Stage 2 complaints 
 
5.4.4.1 A more senior manager who has not previously been involved with the complaint will 

carry out a review of the customer’s complaint and the Stage 1 response. Stage 2 
responses will be reviewed and signed off by a Head of Service. 

 
5.4.4.2 We aim to review and fully respond to a Stage 2 complaint within ten working days. 

If we need more time to investigate we will advise why and how long it will take, up 
to a maximum period of 20 working days from receipt of the complaint. 

 
5.4.4.3 We will review the previous investigations and actions to assess whether we have 

met our responsibilities, and identify any additional actions that may be required to 
ensure the complaint can be resolved. 

 
5.4.5 Following completion of The Barnet Group’s process 
  
5.4.5.1 Following completion of The Barnet Group’s complaints process at Stage 2, or if we 

refuse their request to escalate the complaint following Stage 1, if the complainant is 
not satisfied with our response the escalation route will be determined by the nature 
of the complaint. Further information regarding this can be found at Appendix 1: 
Complaint Escalation Route.  

  
 Complaints related to social housing 
 
5.4.5.2 If the complainant is not satisfied with our response after Stage 2, or if we refuse their 

request to escalate the complaint following Stage 1, they have the right to refer their 
complaint to a Designated Person (a local Councillor or a Member of Parliament 
(MP)). Complainants can find out who their local Councillors or MP are on the Write 
to Them website: www.writetothem.com. 

  
5.4.5.3 If the Designated Person considers that they are unable to resolve a complaint locally, 

they may, with the complainant’s authorisation, refer the issue to the independent 
Housing Ombudsman Service. 

  
5.4.5.4 Alternatively, if a complainant chooses not to refer their complaint to a Designated 

Person, they are able to personally refer their complaint directly to the Housing 
Ombudsman Service eight weeks after they have completed The Barnet Group’s 
complaints process, or eight weeks after we refuse their request to escalate to Stage 
2, where applicable.  

http://www.writetothem.com/
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 Complaints related to homelessness and housing allocations  
 
5.4.5.5 If the complainant is not satisfied with our response after Stage 2, or if we refuse their 

request to escalate the complaint following Stage 1, they have the right to approach 
the independent Local Government and Social Care Ombudsman (LGO). 

 
Complaints related to adult social care (Your Choice (Barnet)) 

 
5.4.5.9 If the complainant is not satisfied with our response after Stage 2, or if we refuse their 

request to escalate the complaint following Stage 1, they have the right to approach 
the independent Local Government and Social Care Ombudsman (LGO). 

 
5.5 Timescales for making complaints 
  
5.5.1 We encourage customers to contact us as soon as possible after an incident has 

occurred as it makes it easier for us to investigate. We will not usually accept a 
complaint about something that happened over 12 months ago, or escalate a 
complaint to Stage 2 if more than six months have passed since our last response.  

  
5.5.2 Each case will be decided on its own merits and discretion may be exercised. For 

example, if it is a serious matter that someone has just found out they are affected 
by, or if illness or personal circumstances have prevented the complaint being 
reported to us, we may still investigate it.  

  
5.6 Changes to policies 
  
5.6.1 If the outcome of a complaint is a need for a change to a policy of The Barnet Group, 

a manager investigating the complaint may put forward a recommendation for a policy 
change to the policy owner, who will include the feedback at an appropriate time as 
part of the policy review process, depending on the urgency of the change. 

  
5.7 Refusing to deal with complaints 
 
5.7.1 In exceptional circumstances The Barnet Group may refuse to deal with a complaint 

completely. Such circumstances may include:  
 

• if a complaint is about the same matter that has already been considered with 
only very minor difference and has exhausted the complaints process; in this 
instance, The Barnet Group will advise that the matter is closed. The 
complainant has the right to seek redress from external parties (Designated 
Persons, Housing Ombudsman Service or Local Government and Social Care 
Ombudsman, and where appropriate the CQC or local / health authorities); or 

• where a complaint is persistent, vexatious or unreasonable (see section 5.8). 
 
5.7.2 The Barnet Group will not meet excessive demands or answer every point in an 

unreasonable letter. In such circumstances The Barnet Group may consider it 
appropriate to close a complaint. 

 
5.8 Habitual, persistent, and unreasonable complaints 
  
5.8.1 There are limited circumstances in which we will not investigate a complaint and may 

take action against the complainant, including those where: 
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• a complaint is considered to be malicious, unsubstantiated, discriminatory, or 
deliberately repetitious; 

• a complainant exhibits unacceptable behaviour towards our staff or other 
customers by behaving in a threatening, aggressive, violent, or abusive 
manner; or 

• a complainant refuses to speak with or allow appropriate members of staff to 
investigate and resolve complaints, without providing sufficient evidence or 
justification. 

  
5.8.2 If a complainant’s actions or behaviours take up a disproportionate amount of The 

Barnet Group’s time and resources, or adversely affect our ability to provide services 
to other customers, we may exercise our right to restrict or change contact 
arrangements. 

  
5.8.3 If a complainant threatens or exercises physical violence, verbal abuse, or 

harassment towards our staff, we will inform the complainant that we consider their 
language or behaviour to be offensive and, whenever possible, will ask complainants 
to stop using such language or behaviour. A decision may be made to end all direct 
contact regarding their complaint under these circumstances. Incidents may also be 
reported to the Police, especially in cases where physical violence is used or 
threatened. Decisions to restrict contact with The Barnet Group are only taken after 
consideration by a Head of Service. 

  
5.9 Petitions  
  
5.9.1 We actively encourage feedback and continuously work to improve our services. 

Petitioning is one way that a group of residents can tell us if they are concerned about 
a service we provide or a decision we are about to make. Petitions must be relevant 
to a matter or service that The Barnet Group is responsible for or directly controls.  

 
5.9.2 Petitions must meet the following criteria. Petitions must: 
 

• have a title and a clear explanatory statement; 

• outline the action(s) the petitioners wish us to take; 

• include the full name and contact details of the petition organiser, so that we 
can respond; 

• have the name, address, and signature of every petitioner; and 

• be signed by at least 25 separate people or 60% of the residents affected or 
25% of service users of a Your Choice (Barnet) scheme. For example, if a 
petition affects a block of ten flats at least six residents must sign it. 

 
5.9.3 Petitions must not include: 
 

• potentially libellous, false, or defamatory statements; 

• information that may be protected by an injunction or court order; 

• material that is potentially confidential, commercially sensitive, or which may 
cause personal distress or loss; 

• any commercial endorsement, promotion of any product, service, or 
publication; 

• URLs or website links (as we cannot vet the content of external sites); 

• the names of individual officers, unless they are part of the senior management;  

• the names of individuals, or information where they may be identified, in relation 
to criminal accusations; and/or 
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• language that is offensive, intemperate, or provocative. This includes not only 
obvious swear words and insults, but any language to which people reading it 
could reasonably take offence. 
 

5.9.4 We reserve the right to reject petitions that: 
 

• ask for things outside the remit or powers of The Barnet Group; 

• relate to an issue on which there is already a right of appeal; 

• are considered to be vexatious, abusive, or otherwise inappropriate; 

• might lead to The Barnet Group acting illegally; 

• refer to a matter that is already the subject of legal proceedings; 

• clearly support the financial interests of the person submitting the petition; 

• do not actually request any action; and/or 

• comprise wording that is impossible to understand. 
 
5.9.5 If a petition does not follow the guidelines set out above, we may decide not to do 

anything further with it. In that case, we will write to the petition organiser to explain 
the reasons. 

 
5.9.6 Once a petition has been referred to us, it will be referred to the appropriate service 

for consideration. We will send an acknowledgement to the petition organiser, let 
them know what we plan to do with the petition, and when they can expect to hear 
from us again. Depending on their nature and decided on a case-by-case basis, 
issues raised through a petition may be handled through our Complaints Procedure 
and in line with the approach set out in this policy, or as a service review.  

 
5.9.7 A complaint made in the form of a petition on behalf of multiple customers will be 

treated as one single complaint and will be acknowledged within two working days. 
The Complaints and Information team will direct all interactions and correspondence 
to the nominated signatory. 

 
5.9.8 A full investigation will be carried out by a Head of Service or a designated officer, 

and a full response sent within ten working days. If more time is required to complete 
the investigation, the investigating officer will ensure that a holding reply is sent to the 
nominated signatory. 

 
5.9.9 Petitions represent public documents, and we will therefore make them available on 

our website as part of our Publication Scheme. All petitioners should be aware that 
of this. We will not publish personal details. 

 
5.10 Suspected abuse 
 
5.10.1 If something leads the person managing the complaint to suspect that abuse is taking 

place, they will refer to our Safeguarding Policy and procedure. 
 
5.11 Compliments 
 
5.11.1 A compliment is an unsolicited expression of gratitude or praise for a member of staff 

or a service area. Anyone who has a relationship with The Barnet Group can 
compliment a member of staff, a team, or the organisation as a whole.  

 
5.11.2 Compliments can be made in any of the ways listed at 5.2.2 of this policy. Anyone 

giving a compliment to The Barnet Group will be thanked by the member of staff they 
first contact.  
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5.11.3 Compliments are recorded and passed on to the relevant member(s) of staff and their 

line manager. We review and report on compliments to identify and share areas of 
good practice from which we can learn and improve our services. 

 
5.12 Learning from complaints  
  
5.12.1 We are committed to learning from complaints in order to improve service design and 

delivery and the customer experience. We will record and monitor every complaint, 
including what it was about, how it was resolved, how quickly it was resolved, and 
what we learnt, and we will regularly review this to understand how we can improve 
our handling of complaints and the services we provide. When something changes 
as a result of a complaint we will inform the resident of what has been changed.  

  
5.12.2 We survey customers who have made complaints so that we can use their feedback 

to help improve complaints handling and our complaints process.  
 
5.13 Contacts 
  
5.13.1 All queries regarding this policy should be referred to: 
 

Address: Complaints and Information team, The Barnet Group, 3rd Floor, 2 
Bristol Avenue, London, NW9 4EW 

Telephone:  0800 389 5225 (Barnet Homes and Your Choice (Barnet)  
020 8080 6586 (Opendoor Homes) 

Email:  Talk2Us@barnethomes.org / info@yourchoicebarnet.org / 
 info@opendoorhomes.org   

 
5.13.2 The Housing Ombudsman Service can be contacted at: 
 

Address: Housing Ombudsman Service, PO Box 152, Liverpool, L33 7WQ 
Telephone: 0300 111 3000 
Website: www.housing-ombudsman.org.uk   

  
5.13.3 The Local Government and Social Care Ombudsman Service can be contacted at: 
 

Address: PO Box 4771, Coventry, CV4 0EH 
Telephone: 0300 061 0614 
Website: www.lgo.org.uk/complaint-form  

 
6 FEEDBACK 
  
6.1 We welcome all feedback, good or bad, in all formats, and will provide support, as 

required, to enable people to make complaints.  
  
7 MONITORING AND REVIEW  
  
7.1 We will monitor the effectiveness and implementation of this policy, our complaints 

handling, and any trends in complaints and compliments, and will recommend 
changes to improve service delivery. 

   
7.2 Our management teams, Executive Management Team, and Boards and 

Committees will review complaints and compliments performance and lessons learnt 
on a regular basis, as appropriate. We will report on the number, nature, and 

mailto:Talk2Us@barnethomes.org
mailto:info@yourchoicebarnet.org
mailto:info@opendoorhomes.org
http://www.housing-ombudsman.org.uk/
http://www.lgo.org.uk/complaint-form
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outcomes of complaints each quarter and publish these on our website at least 
annually.  

  
8 COMMUNICATION 
  
8.1 This policy is available on the intranet and in hard copy in schemes for our staff, and 

on The Barnet Group’s websites. 
9 CONFIDENTIALITY AND ACCESS TO INFORMATION 
  
9.1 If any person wishes to inspect the information about them that is held on file, they 

may contact us and request to do so electronically or by appointment during normal 
working hours (Monday to Friday, 9am to 4pm).  

  
10 LINKS WITH OTHER POLICIES AND DOCUMENTS 
  

• Barnet Homes and Opendoor Homes Complaints Procedure 

• Your Choice (Barnet) Complaints Procedure 

• Habitual and Persistent Complainants Procedure 

• Compliments Procedure 

• Petitions Procedure 

• Compensation and Financial Loss Policy 

• Members’ Enquiries Procedure 

• Data Protection Policy 

• Equality and Diversity Policy 

• Complaints Leaflet and Easy-Read Guidance 
 
DOCUMENT CONTROL 
 

Version Type of Change Date Revisions from Previous Issues 

0.1 Creation 
January 

2017 
Subsidiary Complaints policies consolidated in 
overarching Group policy. 

1.1 Amendment July 2017 
Amendment to escalation route for homelessness and 
allocations complaints following Barnet Council’s 
Complaints Policy change.  

1.2 Amendment July 2019 Address updated 

1.3 
Good practice full 
review 

July 2019 

Amended to Complaints and Compliments Policy. 
Additional clarification re. who can make a complaint, 
what will not be considered, and escalation of 
complaints; streamlining of complaints stages 
including removal of Stage 3; and inclusion of 
compliments. 
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Appendix 1 – Complaint Escalation Route 

 

Complaints referred to the Housing Ombudsman Service 

 

Leasehold services 

• Shared ownership and sales processes for leasehold 
properties. 

• Shared ownership stair-casing. 

• Repair responsibilities under the lease. 

• Mortgage rescue schemes. 

• Leasehold services provided by the landlord. 

Moving to a property 

• Transfer applications that are outside Housing Act 1996 
Part 6. 

• Type of tenancy offered. 

• Mutual exchange. 

• Decision to renew a fixed tenancy. 

• Decants. 

• Mobility Schemes. 

Rent and service charges • Rent or service charges. 

Occupancy rights 

• Terms and conditions of occupancy rights. 

• Succession. 

• Assignment. 

• Ending a tenancy (e.g. notice periods). 

• Abandonment of property. 

• Possession proceedings. 

Property condition – 
repairs and 
improvements 

• Condition of the property when first let (e.g. void works). 

• Responsive repairs. 

• Planned maintenance or cyclical works. 

• Improvement works carried out by landlord or tenant. 

• Rechargeable repairs. 

• Disabled adaptations. 

Tenant behaviour 

• Anti-social behaviour. 

• Noise nuisance. 

• Harassment. 

Estate management 

• Cleaning or repairs of communal areas. 

• Boundary issues. 

• Grounds maintenance. 

• Parking. 

• Use of communal areas. 

Complaint handling 
• The landlord’s handling of a complaint in their complaint 

process, including delays. 

Compensation 

• Home loss or disturbance payments. 

• Improvements carried out by the tenant. 

• Payment for damage to property or tenants belongings. 

• Discretionary payments. 
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Complaints referred to the Local Government Ombudsman 

 

Housing allocations 
under Housing Act 1996 
Part 6 

• Applications for re-housing that meet the reasonable 
preference criteria (dealt with by the local housing 
authority or any other body acting on its behalf). Includes 
complaints about: 

• Assessment of such applications, the award of 
points, banding or a decision that the application 
does not qualify for reasonable preference. 

• Operation of choice based lettings schemes and 
about the suitability of accommodation offered 
under those schemes. 

Homelessness under 
Housing Act 1996 Part 7 

• Applications for assistance under the homelessness 
legislation (dealt with by the local housing authority or 
any other body acting on its behalf). Includes complaints 
about: 

• Homelessness advice and homelessness 
prevention activities. 

• How applications are dealt with and decisions 
about eligibility for and allocation of interim and 
temporary accommodation. 

• The condition or suitability of temporary 
accommodation.  

General housing advice 
• General advice from the local authority about housing 

options. 

Housing benefit • Handling of applications for housing benefit. 

Sale or disposal of land 
on housing estates 

• Applications or requests to buy parcels of land owned by 
local authorities. 

• Sales processes for properties owned by local 
authorities. 

• Right to buy and right to acquire for tenants of local 
authorities. 

Planning and building 
control at properties 
owned by a social 
landlord 

• Applications for planning permission. 

• Planning enforcement. 

• Applications and enforcement under the building 
regulations. 

Adult social care 
• Delivery of adult social care services, including that done 

by registered social landlords. 

 

  

 


