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RECOMMENDATIONS:

To note the annual self-assessment against the Ombudsman’s Complaints Handling Code
and that we are fully compliant.

1.0 EXECUTIVE SUMMARY

Following the Social Housing (Regulation) Act, the Housing Ombudsman's Code became
statutory from 1st April 2024, providing a single, robust set of standards for complaints
procedures to be accessible, fair and efficient. Landlords are obliged by law to follow the
requirements set out in the Code. The Social Housing (Regulation) Act 2023 places a duty on
the Housing Ombudsman to monitor compliance with the statutory Complaint Handling Code.



This critical function also is a requirement under the Tenancy Influence and Accountability
consumer standard, that BCHA will be measured against.

BHCA has carried its annual self-assessment against the Housing Ombudsman’s Complaints
Handling Code and submitted to the Regulator. This will now be reviewed at board and Asa
the complaints champion for board will need to complete the board response to BCHA
complaint self-assessment. Once this has been completed both will be uploaded onto the
BCHA website before the deadline of the 15t°f October 2025. Minor amendments to BCHA
policy and procedures continue to be made as and when required to accommodate changes
to the 2024 Complaints Handling Code and to be compliant with the Transparency, Influence
and Accountability Consumer Standard.

BCHA is fully compliant with the Housing Ombudsman Code of Conduct for complaints.

The self-assessment will now need to be reviewed and responded to by the complaints
champion at board.

The self-assessment process along with regular reviews of performance against our own
policy has led to:

e Improved tracking of complaints which is delivering improved response times

e Company-wide training on complaints recognition and complaints handling

e Provision of improved flow-charts and template letters for managers handling
complaints

e Improved and swifter recognition and action relating to service requests, ASB and
complaints that are not articulated as such by customers

Overall, the company has a clear focus on improving complaints handling, has robust and
improving scrutiny of its performance and a willingness to identify and learn when things could
be done better.

The self-assessment shows compliance with all areas of the code but identifies improvements
are possible, especially in the response times for complaints. There are processes and reports
in place whichidentify how this will be done and how BCHA will assess its performance against
the targets in the Code and in its policy.

2.0 INTRODUCTION /PURPOSE OF REPORT

To inform the board of BCHA'’s self-assessment against the 2023 Housing Ombudsman’s
Complaints Handling Code and report on actions that have taken place since the last
assessment which ensure compliance with the guidelines, and to confirm that we are fully
compliant.

3.0 MAIN COMMENTARY
31 Background

The Housing Ombudsman Revised Complaints Handling Code came into effect from 15t April
2024.

The Key areas of the Code are

e Universal definition of a complaint

e Providing easy access to the complaints procedure and ensuring residents are aware of
it, including their right to access the Housing Ombudsman Service

e The structure of the complaint's procedure - only two stages necessary and clear
timeframes set out for responses



Ensuring fairness in complaint-handling with a resident-focused process
Taking action to put things right and appropriate remedies

Creating a positive complaint-handling culture through continuous learning and
improvement

Demonstrating learning in annual reports
A mandatory annual self-assessment against the Code

3.2 The Code is divided in differentelements and the summary of each area of compliance
is highlighted below — the full assessment is Appendix 1 of this report

Section 1 - Definition of a Complaint — fully compliant with all principles

Section 2 — Exclusions — fully compliant with all principles

Section 3 — Accessibility and awareness — fully compliant with all principles

Section 4 — Complaint handling staff — fully compliant with all principles

Section 5 — The complaint handling process - fully compliant with all principles. There
are some areas where our return show N/A and this is regarding complaints from 3
parties. BCHA does not have any 3™ party complaints process and would respond to
complainant on behalf of any of our 3rd parties. This does not make us non-
compliant in this area as its not applicable. All Complaints goes via our process.
Section 6 — Complaint stages - fully compliant with all principles

Section 7 — Putting things right - fully compliant with all principles

Section 8 — Self assessment reporting and compliance - fully compliant with all
principles. There are some areas showing N/A but that's not because there is a risk
but the situation is not relevant to BCHA

Section 9 — Scrutiny and oversight and continuous learning and improvement - fully
compliant with all principles

4.0 CONCLUSION & NEXT STEPS

BCHA is fully compliant on all requirements.

The policy has been modified throughout the year as opportunities to improve practice have
been identified

Next Steps

A complaint action Improvement plan has been created and is on the “Complaint Service
Improvement Report” which has also been submitted to board for review and will be posted
on the BCHA website. This plan will be implemented over the course of the year.

APPENDICES & SUPPORTING INFORMATION
Appendix 1

BCHA Complaints Handling Code Self- Assessment
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