Report Title: St Basils Complaint Handling and Service Improvement Report 2025

Introduction

This Complaint Handling and Service Improvement Report summarises St Basils performance in terms of
handling residents’ formal complaints received between 01 April 2024 to 31 March 2025. It is presented in
accordance with the Housing Ombudsman Service (HOS) Code Compliance Framework. The report
provides an overview and analysis of the formal complaints received, the key identified themes and trends,
compliance with performance targets, and how we are meeting the Housing Ombudsman Complaint
Handling Code.

St Basils always aims to provide the highest possible quality of service to our residents, but we recognise
that there are times when we get things wrong, and we fail to meet the expectations of our customers. St
Basils welcomes feedback as it provides information that helps services learn from complaints and to
modify and improve the way services are delivered. Complaints are viewed as a positive communication
tool and are encouraged.

Our formal complaints procedure has two stages:

e Stage one: we always try to resolve complaints quickly, within ten working days, however where the
complaint is complex or needs detailed investigation from the outset we may have to extend the
investigation period further.

o Stage two: if the resident remains dissatisfied with our stage one response, they can escalate their
complaint to stage two. These complaints will be acknowledged within five working days and a
written response provided within twenty working days; this can be extended in exceptional
circumstances.

Following completion of our complaints process, if a resident remains dissatisfied, they can refer the
complaint to the Housing Ombudsman Service to consider their complaint further and we advise them of
this entitlement.

In support of the Complaints Handling Procedure, St Basils has a Complaints Management System
enabling us to record, track and report on complaints information across all services. Within this system, we
record how we have dealt with and responded to complaints. Quarterly meetings are held to review and
monitor complaints, providing a clear basis for identifying service failures and what we are doing to put it
right (learning from complaints) and information on how effectively St Basils are handling complaints
(complaints performance).

The efficient and effective handling of complaints by St Basils matters to the people who have taken the
time to raise their concerns with us. They deserve an appropriate apology for their experience alongside a
recognition where substandard and inadequate service was provided and assurance that we will put
actions in place to ensure other people are not affected by a reoccurrence of the same concerns. This
assurance comes through robust investigation with meaningful actions put in place.

Housing Ombudsman

The Housing Ombudsman Service (HOS) introduced the updated Complaint Handling Code in April 2024
which set out good practice to allow social landlords to respond to complaints effectively and fairly. The
Social Housing (Regulation) Act 2023 empowered the Housing Ombudsman to issue a code of practice
about the procedures members of the scheme should have in place for considering complaints. It also
placed a duty on the Ombudsman to monitor compliance with a code of practice that it has issued.
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The Code acts as a guide for residents setting out what they can and should expect from their landlord
when they complain. The requirements in the Code also provide residents with information about how to
make a complaint and how to progress it through the landlord’s internal complaints procedure.

Source: Housing Ombudsman website
Housing Ombudsman Interventions 2024/25

St Basils have not had any complaints escalated to the Housing Ombudsman in this year. The Housing
Ombudsman have not made any findings of non-compliance of the Code against St Basils.

Resident Complaints Received in 2024/25

During 2024/25 St Basils received 43 resident complaints. This shows an increase 126% (24) on the
number of complaints received in 2023/24 (19). Below is the KPI information collated over the year
2024/25.

Chart 1 below shows the total number of complaints received in the year across the months of the year.

Chart 1

Resident Complaints 2024-2025
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Chart 2 below identifies the complainant type.

Chart 2

Complainant Type 2024-2025

5
1

N

37

Resident = Resident Advocate = Former Resident
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Charts 3 and 4 below shows the method of contact used by the complainant and whether they were
acknowledged within the timeframe set by the HOS.

Chart 3 Chart 4

Method of Contact 2024-2025
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Chart 5 below shows the categories of complaints received.
Chart 5
Complaint Category 2024-2025
Move On IS
Damp & Mould .
Rent Arrears I
H&S/Safeguarding N
ASB/Noise Disturbance I
Maintenance/Repairs I
Communication INEEEEEG—_———
Service Delivery I
Staff Conduct I
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Chart 6 shows the outcome of the complaints in 2024-2025.

Chart 6
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Complaint Outcome 2024-2025
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Chart 7 shows the percentage of complaints that were closed within the timeframe allotted. Some
complaints were not closed in timeframe due to waiting for the young person to respond (abandoned
complaints), some were extended due to the complex nature of the complaint and/or the chaotic lifestyle of
the complainant. Where possible an extension to the timeframe was agreed with the resident.

Chart 7

CLOSED IN TIMEFRAME 2024-2025

Chart 8 shows which (if any) Youth Standards were not met.

Chart 8

Times when Youth Standards were not met

1.  Communicate expectations, rights, responsibilities and co-develop house rules with young

people. 1
2. Be caring and build trusting relationships: Keep young people’s best interests at heart and be
honest and genuine. 12
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3. Ensure environments are calm, safe, welcoming, and homely through-out.

11
4. Embrace digital engagement and connectivity, ensuring equal opportunities and inclusivity for all.
1
5. Offer choice for support timings and format. Work in partnership. Listen and adapt.
1
6. Be friendly, approachable and fun but keep boundaries clear and consistent.
6
7. All staff to have a strong understanding of mental health and wellbeing, to help build emotional
support and resilience.
8. Help young people succeed long term: Build confidence and self-esteem first.
4
9. Help young people achieve their dreams. Establish skills, set goals, and lay out steps for the
future so progression can be seen.
10. Offer activities and inter-connection with other young people between schemes, to improve
wellbeing.
11. Offer real opportunities for young people to be heard at all levels and represented on St Basils
Board. 1
12. Actively encourage and embrace feedback to continually improve service delivery.
1

Chart 9 shows that resident complaints were mostly resolved at stage 1. Two complaints were escalated
and resolved at stage 2 and none were escalated the Housing Ombudsman.

Chart 9
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Complaints Refused

St Basils has not refused to accept and investigate a complaint in this year.

Lessons Learnt

The lessons we have learned throughout the year 2024-2025 can be grouped under three main headings:

Training

Defining a complaint as opposed to a Service Request. It has been identified that some of the previous

complaints that we have dealt with were in actual fact service requests. This was made clear from the HOS
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Code of Practice and has been very useful in ensuring that we correctly identify whether there is a
complaint and if not to redirect it to the person who can best support the individual with their service
request.

Several of the complaints we have dealt with this year were regarding errors in the use of the rent
management system and in some cases that the wrong licence/tenancy agreement had been used.
Training has been delivered to the Housing Management Officer's (HMO’s) to ensure that these errors are
learnt from and prevented in future and the Rent & Service Charge Arrears policy has been updated with
additional documents to support the HMO'’s in their roles.

Communication

Due to some complaints about issues with Support Partners or Partner Landlords, processes have been
put in place to ensure there is monitoring visits and regular catch-up visits.

There is also at times the absence of communication, especially where a quick message or phone call to
keep someone up to date even if nothing has changed, would have prevented the complaint.

Process

The Eviction & Abandonment Policy has been reviewed and updated to strengthen the process leading up
to declaring a property abandoned, to ensure that all checks completed, and every effort is made to find the
resident.

In Solihull service the Youth Service Manager has reviewed and updated the agency night worker remit and
processes for welfare checks on YP at night, due to concerns over night worker entering young people’s
rooms after midnight — the process changes were made in consultation and collaboration with the Agency.

Service Improvement

An initial assessment of the complaint has now been added to the App to ensure that where applicable we
consider our duties under the Equality Act 2010 and anticipate the needs and reasonable adjustments of
residents who may need to access the complaints process.

An Investigation Toolkit has been produced to support managers with their investigations. It now includes:

o A complaints investigation strategy

e Terms of reference model

¢ Investigation Plan model

¢ A bank of questions that can be used when interviewing complainants, perpetrators or witnesses

¢ Advice and information about how to get the best statements from witnesses and a witness
statement pro-forma

e Links to policies

e Links to outcome letter pro-forma

The Governance Team are also reviewing external Complaint Investigation training that all investigating
officers can attend. It is hoped that these two additional elements will also support I0’s to meet regulatory
investigation timeframes, respond with adequate information for an outcome letter to be produced and
return all investigation documents to the Complaints Team to be filed in a timely manner.

A review of the internal compensation guidelines and framework has included new compensation
justification tables to guide and support the justification of a compensation/goodwill payment and the
amounts that can be paid and will include justifications such as costs incurred, failure to deliver service and
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recognition of impact. This was done to ensure that compensation payments are fair and proportionate. The
document recognises that each case should be considered on its individual merits, and that discretion and
common sense need to be applied, while promoting consistency. It also recognises that responsibility will
be taken for any detriment or damage caused to an individual or their property and belongings by a third
party (contractor) working on St Basils behalf. The guidelines explain the circumstance in which a set
amount of compensation will be offered and sets out parameters for discretionary payments

of compensation dependent upon the severity of any service failure and associated impact. These are
separated into categories of ‘high’, ‘medium’ and ‘low’. It also identifies the factors to consider in deciding
upon the appropriate award of compensation which could include the duration of the problem and extent or
severity of the service failure as well as any vulnerabilities and if the impact is worsened through disability,
or the presence of young children. The compensation guidelines will be approved by the Board, and the
Compilaints policy will be updated to make it clear that a resolution may include a compensation payment.

Continue to next page for St Basils Complaint Handling Code Self-Assessment
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Appendix 1 — Housing Ombudsman Service — Self Assessment

St e
Basils

Works with young people

The Housing Ombudsman

Complaint Handling Code Self-assessment

St Basils
June 2025
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SECTION 1: DEFINITION OF A COMPLAINT

prg\(/)iiieon Code requirement \C(:gsm/pll\jyé Evidence Commentary / explanation
A complaint must be defined as: Yes St Basils Comments, Complaints and | Our policy definition matches the HOS
‘an expression of dissatisfaction, however Compliments Policy definition.
made, about the standard of service, Definitions section, page 2
1.2 actions or lack of action by the landlord,
its own staff, or those acting on its behalf,
affecting a resident or group of residents.’
; ; Colleagues recognise customer
A resident does not have to use the word Yes gto?nasrlls Comme.nts,_ Complaints and dissatisfaction and investigate and will ask
s o ) pliments Policy - General . . .
complaint’ for it to be treated as such. Principles page 4 them if they wish to make a complaint.
Whenever a resident expresses dissatisfaction Complaints submitted by a third party on
13 landlords must give them the choice to make behalf of our young people are accepted
complaint. A complaint that is submitted via a Complaints procedure, section 2.1.1 provided we have the young persons (or
third party or representative must be handled in for under 18 years the person who holds
line with the landlord’s complaints policy. PC) authority to do so.
Landlords must recognise the difference
between a service request and a complaint.
This must be set out in their complaints policy. St Basils Complaints procedure,
14 A service request is a request from a resident Yes section 1.2 We’ve made a distinction in our policy
’ to the landlord requiring action to be taken to between service requests and complaints.
put something right. Service requests are not
complaints, but must be recorded, monitored
and reviewed regularly.
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A complaint must be raised when the resident
expresses dissatisfaction with the response to
their service request, even if the handling of the

St Basils Complaints procedure,

Where a resident expresses dissatisfaction

they wish to. Where landlords ask for wider
feedback about their services, they also must
provide details of how residents can complain.

. ) ' Yes _ with the response to a service request we

1.5 service request remains ongoing. Landlords section 1.2 will raise a complaint and still work towards

must not stop their efforts to address the addressing the service request whilst also

service request if the resident complains. investigating the complaint.

An expression of dissatisfaction with services

made through a survey is not defined as a

complaint, though wherever possible, the , .

person completing the survey should be made Yes The young person’s survey has details of
16 aware of how they can pursue a complaint if Young person’s survey how to make a complaint — so that if they

wish to pursue a complaint, they have all
the details for doing this.

SECTION 2: EXCLUSIONS

Co_dg Code requirement Comply: Yes Evidence Commentary / explanation
provision / No
Landlords must accept a complaint unless there How we accept complaint and reasons why
is a valid reason not to do so. If landlords Yes St Basils Comments, Complaints and | we would not accept a complaint are
2.1 decide not to accept a complaint they must be Compliments Policy: general explained in our policy: General Principles.
able to evidence their reasoning. Each principles — page 4 We provide a full explanation if a complaint
complaint must be considered on its own merits isn’t accepted.
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2.2

A complaints policy must set out the
circumstances in which a matter will not be
considered as a complaint or escalated, and
these circumstances must be fair and
reasonable to residents. Acceptable exclusions
include:

e The issue giving rise to the complaint
occurred over twelve months ago.

e Legal proceedings have started. This is
defined as details of the claim, such as the
Claim Form and Particulars of Claim, having
been filed at court.

¢ Matters that have previously been
considered under the complaints policy.

Yes

St Basils Comments, Complaints and
Compliments Policy: general
principles — page 4

How we accept complaints and reasons why
we would not accept a complaint are
explained in our policy: General Principles

23

Landlords must accept complaints referred to
them within 12 months of the issue occurring or
the resident becoming aware of the issue,
unless they are excluded on other grounds.
Landlords must consider whether to apply
discretion to accept complaints made outside
this time limit where there are good reasons to
do so.

Yes

St Basils Comments, Complaints and
Compliments Policy: general
principles — page 5

We have amended our procedure to reflect
this point.

24

If a landlord decides not to accept a complaint,
an explanation must be provided to the resident
setting out the reasons why the matter is not
suitable for the complaints process and the right
to take that decision to the Ombudsman. If the

Yes

St Basils Comments, Complaints and
Compliments Policy: general
principles — page 5

If a complaint is not accepted, we will give a
detailed written explanation of this.
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Ombudsman does not agree that the exclusion
has been fairly applied, the Ombudsman may
tell the landlord to take on the complaint.

2.5

Landlords must not take a blanket approach to
excluding complaints; they must consider the
individual circumstances of each complaint.

Yes

St Basils Comments, Complaints and
Compliments Policy: general
principles — page 5

St Basils treats each complaint individually
and will consider the circumstances of each
complaint before making a decision.

SECTION 3: ACCESSIBILITY AND AWARENESS

Co.d?’ Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
St Basils Comments, Complaints and

Landlords must make it easy for residents to Compliments Policy: m?efgﬁfptacgmfé?'gﬁ 'n.: V::;itx c())fn the
complain by providing different channels general principles — page 4 t(—'llephon:, vzritlten:olrrr?sl e?nail S online
through which they can makg a cc_)mplalnt. Roles & Responsibilities — page 6 form on Ol’JI’ website. ’

3.1 Landlords must consider their duties under the Yes
Equality Act 2010 and anticipate the needs and We will make reasonable adjustments to
reasonable adjustments of residents who may Complaints procedure section 2.3.1 accomquate an ingividual’s negds anq
need to access the complaints process. our Equality, Diversity and Inclusion policy

also explains this in full.

Residents must be able to raise their
complaints in any way and with any member of . . , _
staff. All staff must be aware of the complaints gtBB??S'IS Complaints procedure section | All colleagues are aware of the complaints

3.2 process and be able to pass details of the Yes "~ policy and procedure and pass all
complaint to the appropriate person within the complaints to the Complaints Manager.
landlord.
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High volumes of complaints must not be seen
as a negative, as they can be indicative of a

St Basils Comments, Complaints and
Compliments Policy

St Basils aims to provide a high-quality,
responsive, young person led service. We
want to know when we get things wrong or
when service users are unhappy with the
service, they have received from us. To
ensure this, we need to take account of the

or accompanied at any meeting with the
landlord.

3.3 well-publicised and accessible complaints Yes views and wishes of those we are here to
process. Low complaint volumes are potentially support. We welcome every opportunity to
a sign that residents are unable to complain. Complaints leaflet monitor and improve our service and
having a Comments, Complaints and
Compliments policy and a clear procedure
for dealing with them is one way of doing
this.
) We make our policy and the complaint
Landlords must make their complaint policy e Website process available via hard copies of
available in a clear and accessible format for all e Complaints Policy leaflets and posters at services, verbally
residents. This will detail the two stage process, e Posters during induction and it can also be
3.4 what will happen at each stage, and the ves o Leaflets accessed via our website. We will also
timeframes for responding. The pOlICy must ° Young Persons induction paCk make it accessible via the young person
also be published on the landlord’s website. e Social media website and social media pages when they
are up and running.
™ i t exolain how the landlord wil We have published our complaints policy
€ policy must explain how the landlord wi ; ; : and the HOS complaint handling code
publicise details of the complaints policy, §t4BaS”S Complaints procedure section within our websitepand young pgople
3.5 including information about the Ombudsman Yes ' Workplace (online communication platform
and this Code. for young people) and in the
posters/leaflets.
Landlords must give residents the opportunity Where permission has been granted by
to have a representative deal with their St Basils Complaints procedure section | the resident (or those that have PC) we will
3.6 Complaint on their behalf, and to be represented Yes 2.1.5 liaise with representativeS, and we a|WayS

try to accommodate any reasonable
request to be accompanied at meetings.
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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 Ombudsman about their
complaint.

Yes

St Basils Complaints procedure section

21.6

Website

Policy

Rent letters

Posters/Leaflets

Young persons induction pack
Verbally during induction to the
service

We outline the ways to contact the HOS in
our acknowledgement emails, outcome
letters and when we send requests to
extend the timeframe. HOS information
and link to website is also published within
our policy and on our website.

We have now also added the link to the
bottom of our official rent letters.

SECTION 4: COMPLAINT HANDLING STAFF

Code

Comply:

refer to that person or team as the ‘complaints
officer’. This role may be in addition to other
duties.

provision Code requirement Yes / No Evidence Commentary / explanation
Landlords must have a person or team
assigned to take responsibility for complaint St Basils Complaints procedure section St Basils complaints officer is in place and
handling, including liaison with the Ombudsman 2392 co-ordinates and oversees the complaint
and ensuring complaints are reported to the process.
4.1 governing body (or equivalent). This Code will Yes Complaint data is received by the Senior

Complaints Officer job role and
responsibilities.

Leadership Team monthly and a report
produced by the Complaints Officer is
produced annually for the Board
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The complaints officer must have access to staff
at all levels to facilitate the prompt resolution of
complaints. They must also have the authority

Complaints Officer job role and

The Complaints Officer is independent
from any other service area and has

It is important that complaints are seen as a
core service and must be resourced to handle
complaints effectively

Training records

4.2 and autonomy to act to resolve disputes Yes responsibilities. access o staff af all levels with the
promptly and fairly. required level of autonomy.
o ) In the main the complaint investigators are
Landlords are expected to prioritise complaint Youth Service Managers or Departmental
handling and a culture of learning from Managers who are trained in a variety of
complaints. All relevant staff must be suitably Quarterly complaint monitoring different areas including how to manage
4.3 trained in the importance of complaint handling. Yes meetings complaints / grievances and have the

authority and autonomy to resolve
disputes quickly and fairly.

SECTION 5: THE COMPLAINT HANDLING PROCESS

Co.dfe Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Landlordg must havg a single policy in place for St Basils Comments, Complaints and We ha\{e a single policy dealing with
1 dealllng Wlth Complalnts Covered.by thIS COde vy Compliments POIle & Procedure Complalnts which Conforms to the Code_
S. ReS|dentS must not be treated d|ﬁerent|y |f they es We do not treat any person differently if
complain. they have made a complaint.
The early and local resolution of issues between
landlords and residents is key to effective . . , We al le t
; : : ; St Basils Complaints procedure section € always encourage our young people to
50 complaint handling. It is not a;?proprla:[e to have v 1 P P talk to a member of staff straight away if
: extra named stages (such as ‘stage 0’ or es they have a problem so that a local
‘informal complaint’) as this causes unnecessary resolution can be found
confusion.
A process with more than two stages is not St Basils Complaints procedure section .
5.3 . S Yes Our complaints process has 2 stages
acceptable under any circumstances as this will 2.1.2
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make the complaint process unduly long and
delay access to the Ombudsman.

Where a landlord’s complaint response is
handled by a third party (e.g. a contractor or
independent adjudicator) at any stage, it must
form part of the two stage complaints process set

We have not had any third-party handling
any of our complaint stages, but if this

independently, and have an open mind;
b. give the resident a fair chance to set out
their position;

5.4 out in this Code. Residents must not be expected Yes were the case we would ensure that it
to go through two complaints processes. would form part of our complaints process.
Landlords are responsible for ensuring that any We have not had any third-party handling
55 third parties handle complaints in line with the Yes any of our complaint stages. The
Code. Complaints Manager would oversee any
third-party handling of a complaint.
Within the acknowledgement email we set
When a complaint is logged at Stage 1 or . out our understanding of the complaint
escalated to Stage 2, landlords must set out their : Sghgffﬁﬁjb%k form that has been made and if stated any
understanding of the complaint and the outcomes E pdb K outcome the resident is seeking. We do
5.6 the resident is seeking. The Code will refer to this Yes * reedbackapp ask for clarification where the complaint is
' as “the complaint definition”. If any aspect of the ¢ Commgnlcatlon with unclear.
complaint is unclear, the resident must be asked complainant , Our complaint forms have a section where
for clarification. * Acknowledgement email a complainant can give details of their
preferred solution.
We acknowledge complaints as soon as
When a Complaint is aCknOWIedged at either we get them hgwever, sometimes when
stage, landlords must be clear which aspects of : we receive the complaint it is not always
5.7 the complaint they are, and are not, responsible Yes * Acknowledgement email clear what the comy:?laint is and we Y
for and Clarify any areas where this is not clear. sometimes have to C|arify points before we
can decipher whether we are responsible.
At each stage of the complaints process,
complaint hgndlers must:p P The .Complaints Officer is impartiall to any
a. deal with complaints on their merits, act _ _ service or department. The Investigating
5.8 Yes St Basils Procedure section 2.4.4 Officers will always look at any complaint

with an open mind, listen carefully to what
a complainant has to say, and consider all
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c. take measures to address any
actual or perceived conflict of
interest; and
d. consider all relevant information and
evidence carefully.

the evidence before making a decision or
outcome.

Where a response to a complaint will fall outside
the timescales set out in this Code, the landlord

e Emails
e Phone calls

Either the Complaints Manager or the

of its complaints process. Landlords must ensure
appropriate remedies can be provided at any

Outcome letters

5.9 must agree with the resident suitable intervals for Yes e Inperson Investigating Officer will keep in touch with
keeping them informed about their complaint. Procedure section 2.5.3 the complainant to keep them informed
Landlords must make reasonable adjustments for We understand that some customers may
residents where appropriate under the Equality St Basils Complaints procedure section | have difficulty communicating a complaint
Act 2010. Landlords must keep a record of any 232 and/or participating in the complaint
disclosed. Any agreed reasonable adjustments customers to report their concerns and
Landlords must not refuse to escalate a
complaint through all stages of the complaints St Basils Complaints d i .
procedure unless it has valid reasons to do so. P procedure section | We do not refuse to escalate a complaint

5.11 Landlords must clearly set out these reasons, Yes 2.6 unless we have a valid reason which will
and they must comply with the provisions set out comply with section 2 of the code
in section 2 of this Code.

A full record must be kept of the complaint, and ) ) )
the outcomes at each stage. This must include St Basils Complaints procedure section .
the original complaint and the date received, all 2.7.7 All complaints are logged on the feedback

512 | correspondence with the resident, Yes St Basils feedback app app alnq ?I_I relevac?’F doc;glm.entatlosn E)of the
correspondence with other parties, and any . , A complaint Is saved In a tile in our s:Urive
relevant supporting documentation such as Files in Complaints folder on S:Drive for those that have access.
reports or surveys.

Landlords must have processes in place to St Basils Complaints Policy We ensure that the most appropriate

513 ensure a complaint can be remedied at any stage Yes Feedback App person is appointed as the investigating

officer in order to be able to resolve of find
solutions to the complaint at any stage.
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stage of the complaints process without the need

. Investigation procedure
for escalation.

Incident Management policy
Behaviour Management Policy
Anti-social Behaviour Policy
Prevention & Management of
Conflict, Violence & Aggression
Policy

e YP Behaviour Code

Landlords must have policies and procedures in
place for managing unacceptable behaviour from
residents and/or their representatives. Landlords
5.14 must be able to evidence reasons for putting any Yes
restrictions in place and must keep restrictions
under regular review.

St Basils has several policies in place for
managing unacceptable behaviour.

Any restrictions placed on contact due to

unacceptable behaviour must be proportionate * Behaviour Management Policy Al staff are trained in Psychologically
9.15 and demonstrate regard for the provisions of the Yes e EDI Policy ) ;
Equality Act 2010 9 P e PIE Training Informed Environment (PIE) techniques.
quality Ac .

SECTION 6: COMPLAINTS STAGES

Stage 1

prg\(/)igﬁ)n Code requirement \((ngtn/pll\jyc:) Evidence Commentary / explanation
Landlords must have processes in place to Where we can. we will alwavs trv to meet
consider which complaints can be responded to the tim:flrames, VIV-IovV\\/”eve:Nw%ereythe
as early as possible, and which require further o molaint i m lex th ’ molaint
investigation. Landlords must consider factors Emails with managers g?ficgravlvill Iaslvc\:/c;yspt:)l(k toetﬁg agp?rlopsriate
whether the resident is vulnerable or at risk. Most . ger fo find out the heeds ot e
stage 1 complaints can be resolved promptly, Initial Assessment form on App gomri)lft'?: rrmé armicrie\ghether any additional
and an explanation, apology or resolution upp quired.
provided to the resident.

_ ] e Formal feedback App _ o
6.2 Complaints must be acknowledged, defined and Yes o Acknowledgement emails We acknowledge complaints within the 5
’ logged at stage 1 of the complaints procedure « KPI reports working day timeframe.
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within five working days of the complaint
being received.

Landlords must issue a full response to stage 1

St Basils Complaints procedure

We try hard to meet the timeframe, but
unfortunately do not always meet the 10
working days target as a lot of our
residents have complex needs, may have

complaint definition and provide clear reasons for

Outcome letters

6.3 complaints within 10 working days of the Yes/No Feedback App TS : :
complaint being acknowledged. chaotic lives and at times raise complex
Outcome letters complaints. However, we are always
looking for ways we can improve the
response timeframes.
_ _ We have now started assessing the
Landlords must decide whether an extension to complexity of the complaint during the
this timescale is needed when considering the initial stage of receiving the complaint and
6.4 resident of the expected timescale for response. Yes Logged communications inform the tenant of the expected
Any extension must be no more than 10 working timescale. The investigating officer will
days without good reason, and the reason(s) liaise with and agree a new timeframe with
must be clearly explained to the resident. the complainant if there is a need to
extend the timeframe further.
When an organisation informs a resident about
an extension to these timescales, they must be o The role of the Ombudsman and contact
6.5 provided with the contact details of the Yes Logged communications details are a't the bottom of all complaint
Ombudsman. communications.
A complaint response must be provided to the )
resident when the answer to the complaint is We send response to the complainant
known, not when the outstanding actions Outcome letters informing them of what action will be taken
6.6 required to address the issue are completed. Yes ! when we know. We have made changes
Outstanding actions must still be tracked and Feedback app to our process on how we track
actioned promptly with appropriate updates outstanding actions and update the
provided to the resident. complainant.
_ _ ) Formal feedback app: Investigation
6.7 Landlords must address all points raised in the Yes details page We use our feedback app to breakdown

the points raised in the complaint and

St Basils Complaint Handling and Service Improvement Report June 2025

19



any decisions, referencing the relevant policy, reference them all in our outcome letters
law and good practice where appropriate. providing clear reasons for our decisions.
Where residents raise additional complaints
during the investigation, these must be
rlatod and the stage 1 responss has ot basn Formal feedback app: Investigation | Where a resident has raised a related,
6.8 issued. Where the stage 1 response has been Yes details page Investigating Officers additional complaint and an outcome letter
' issued, the new issues are unrelated to the Report Communications has not been sent, we have included this
issues already being investigated or it would into the original complaint.
unreasonably delay the response, the new issues
must be logged as a new complaint.
Landlords must confirm the following in writing to
the resident at the completion of stage 1 in clear,
plain language:
a. the complaint stage;
b. the complaint definition;
c. the decision on the complaint; ) )
6.9 d. the reasons for any decisions made; Yes Outcome Letter Alfl outc?me letters provide the required
e. the details of any remedy offered to put Intormation.
things right;
f. details of any outstanding actions; and
g. details of how to escalate the matter to
stage 2 if the individual is not satisfied with
the response.
Stage 2
Co.dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
If all or part of the complaint is not resolved to the Stage 1 outcome letter Yt:/: c')nfﬁg: t?)lIer::;(lj:tgt?htg?:totrrr‘]e}la?:tvti
6.10 resident’s satisfaction at stage 1, it must be Yes Complaints Procedure stagep2 if they are not satisfiedpwith the
progressed to stage 2 of the landlord's Formal feedback App outcome via the stage 1 outcome letter.
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procedure. Stage 2 is the landlord’s final
response.

Requests for stage 2 must be acknowledged,
defined and logged at stage 2 of the complaints

Stage 2 acknowledgement email
Complaints Procedure

All stage 2 requests are acknowledged

an extension to these timescales, they must be

extension emails

6.11 rocedure within five working davs of the Yes within 5 working days of the escalation
P , ) g day Formal feedback App request being received.
escalation request being received.
Residents must not be required to explain their C laint q We will always try to make reasonable
reasons for requesting a stage 2 consideration. omplaints procedure efforts to understand why a resident has
6.12 Landlords are expected to make reasonable Yes Communications with complainant requested an escalation. This is normally
efforts to understan_d why a resident remains Feedback app doqe through a meeting with the
unhappy as part of its stage 2 response. resident.
c laints P d Stage 2 complaints are dealt with by a
The person considering the complaint at stage 2 omplaints Frocedure different person to the one that
6.13 must not be the same person that considered the Yes Formal Feedback App investigated the stage 1 complaint.
complaint at stage 1. Stage 2 Outcome Letter Normally this will be a member of the
Senior Leadership Team.
Where possible we try to investigate and
respond within the 20 day period. This is
Landlords must issue a final response to the Complaints Procedure Pg;igg?gi:\?;ig:ﬁ O:;? ;[]c;: dlgt rc;faour
6.14 stage 2 within 20 working days of the complaint Yes/No Formal Feedback App h haotic i pd i » may
being acknowledged ave chaotic lives and at times raise
: Stage 2 Outcome Letter complex complaints. However, we are
always looking for ways we can improve
the response timeframes.
Landlords must decide whether an extension to Where we can, we will always try to meet
this timescale is needed when considering the the timeframes. The investigating officer
6.15 Comdplei('tllﬁ frf the corr;p(lja;.nt and tlhe}n inform the v Emails with managers will liaise with and agree a new
: resident of tne expected imescale for response. es timeframe with the complainant if there is
Any extension must be no more than 20 working Logs on feedback Apps a need to extend the tin?eframe further.
days without good reason, and the reason(s)
must be clearly explained to the resident.
6.16 When an organisation informs a resident about Yes Acknowledgement emails and The role of and contact details for the

Ombudsman are at the bottom of all
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provided with the contact details of the
Ombudsman.

acknowledgement emails and extension
emails

A complaint response must be provided to the
resident when the answer to the complaint is
known, not when the outstanding actions

Outcome letters

We send response to the complainant
informing them of what action will be
taken when we know. We will have made

issue such a response.

6.17 required to address the issue are completed. Yes chanaes to our brocess on how we track
Outstanding actions must still be tracked and Feedback app " tg gi t'p 4 update th
actioned promptly with appropriate updates gg;pﬁginlggtac 'ons and Update the
provided to the resident. :

Landlords must address all points raised in the Formal feedback app: Investigation We use our feedback app to breakdown

6.18 complaint definition and provide clear reasons for Yes details page the points raised in the complaint and

' any decisions, referencing the relevant policy, Outcome letters reference them all in our outcome letters
law and good practice where appropriate. providing clear reasons for our decisions.
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; ; :
6.19 e. the details of any remedy offered  to Yes Outcome Letter ﬁl}!oc;l#gi)i;nne letters provide the required
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.
. g Where a complaint is being dealt with at
Stage 2 is the landlord’s final response and must . 7
6.20 involve all suitable staff members needed to Yes Complaints Procedure stage 2 a Senior Leadership Team

member will normally be involved who
has the authority to involve any staff

St Basils Complaint Handling and Service Improvement Report June 2025

22



members needed to respond to the
complaint.

SECTION 7: PUTTING THINGS RIGHT

Co.d.e Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
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 Complaints procedure Where something has gone wrong, we will
7 4 or reasons, o Yes Outcome letters acknowledge this and ensure action is
' Taking action if there has been Formal Feedback App taken to remedy this. We will put all of this
delay; L . . L into the outcome letter.
. Reconsidering or changing a decision; Communications
. Amending a record or adding a
correction or addendum:;
. Providing a financial remedy;
. Changing policies, procedures or
practices.
: We always look at the impact our service
7.2 ﬁ:lny re’.“edy offered must reflect thg Impac ton Yes Outcome letter failure may have had on the resident as a
e resident as a result of any fault identified. .
result of this
The remedy offer must clearly set out what will
happen and by when, in agreement with the The remedy offer is set out in our outcome
7.3 resident where appropriate. Any remedy Yes Outcome letter letters and followed through where
proposed must be followed through to necessary
completion.
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7.4

Landlords must take account of the guidance
issued by the Ombudsman when deciding on
appropriate remedies.

Yes

HOS website and guidance documents

The investigation officers and Complaints
Officer will refer to the website/guidance
documents where necessary.

SECTION 8: SELF-ASSESSMENT, REPORTING & 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.

Yes

St Basils Annual Complaints
Performance and Service Improvement
Report 2025

The report is produced annually and sent
to the June Board for approval and
comment. The report is then published
on the St Basils website and a link
uploaded to the HOS submission portal.

8.2

The annual complaints performance and service
improvement report must be reported to the
landlord’s governing body (or equivalent) and
published on the section of its website relating to
complaints. The governing body’s response to
the report must be published alongside this.

Yes

Website

As above
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Landlords must also carry out a self-assessment

8.3 following a significant restructure, merger and/or Yes N/A This has not been needed up to now
change in procedures.
Landlords may be asked to review and update
8.4 the self-assessment following an Ombudsman Yes N/A This has not been needed up to now
investigation.
If a landlord is unable to comply with the Code
due to exceptional circumstances, such as a If St Basils is unable to comply with the
cyber incident, they must inform the St Basils Business Continuity Policy — Code, we will inform the Ombudsman,
8.5 Ombudsman, provide information to residents Yes y y provide information to residents who may

who may be affected, and publish this on their
website Landlords must provide a timescale for
returning to compliance with the Code.

Appendix 6

be affected and publish this on our
website.

SECTION 9: SCRUTINY & OVERSIGHT: CONTINUOUS LEARNING AND IMPROVEMENT

Co.dfa Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Relevant members of staff attend quarterly
Landlords must look beyond the circumstances of meetings to go through the complaints that
the individual complaint and consider whether . . have been raised and look at whether
9.1 C Yes Quarterly Complaints meeting . )
service improvements can be made as a result of actions have been completed and if any
any learning from the complaint. learning needs to be disseminated across
the organisation
- ) ) o Quarterly meetings o .
A positive complaint handling culture is integral to A | s to Board Where complaints identify that changes to
the effectiveness with which landlords resolve nnual reports to boar practice, policy or service delivery we will
9.2 disputes. Landlords must use complaints as a Yes Managers meetings feedback introduce these changes across the
source of intelligence to identify issues and Communications organisation via communications,
introduce positive changes in service delivery. meetings and new processes.
Youth Advisory Board
Accountability and transparency are also integral Annual Complaints Performance and The annual report is presented to the May
9.3 o : : Yes . : . .
to a positive complaint handling culture. Service Improvement Report Senior Leadership Team meeting and the
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Landlords must report back on wider learning and
improvements from complaints to stakeholders,
such as residents’ panels, staff and relevant
committees.

June Board meeting. Moving forward we
will now be reporting our findings to the St
Basils Youth Advisory Board and Youth
Service Managers for dissemination to all
staff.

Landlords must appoint a suitably senior lead
person as accountable for their complaint
handling. This person must assess any themes

Complaints Manager job description

The Complaints Manager collates all
statistical data from the complaints and
assesses any themes/trends to identify
potential systemic issues or serious risks

b. regular reviews of issues and trends
arising from complaint handling;
C. regular updates on the outcomes of the

Ombudsman’s investigations and progress made

Quarterly complaints meeting data and
report

94 or trends to identify potential systemic issues, Yes : :

serious risks, or policies and procedures that and is also the Custodian of the

require revision. Complaints policy and procedure. The

Complaints Manager reports directly to the
Senior Leadership Team.

In addition to this a member of the governing

body (or equivalent) must be appointed to have Due to the previous MRC (Vice Chair of the

lead responsibility for complaints to support a . . Board) standing down our current MRC is
9.5 positive complaint handling culture. This person Yes SDDC meeting minutes the Chair of the Board until a new member

is referred to as the Member Responsible for can be elected at the next AGM.

Complaints (‘the MRC’).

The MRC will be responsible for ensuring the

governing body receives regular information on The MRC has the opportunity at the

complaints that provides insight on the landlord’s Data presented at quarterly SDDC meeting to scrutinise a KPI dashboard of
9.6 complaint handling performance. This person Yes meetings — KPI report complaints data and will ask for

must have access to suitable information and SDDC minutes information where necessary. The MRC

staff to perform this role and report on their has access to staff as needed.

findings.

As a minimum, the MRC and the governing bOdy The MRC and Board members receive

(or equivalent) must receive: Data .presené%cll at quarterly SDDC quarterly updates on complaint volume

a. regular updates on the volume, categories meetings — report and outcomes, categories, issues and

and outcomes of complaints, alongside complaint Annual complaints performance and trends. They also receive an annual report
9.7 handling performance; Yes service improvement report which does include all complaint

performance and service improvements.
The quarterly review meetings generate a
quarterly report with updates to be taken
to the next SDDC meeting.
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in complying with orders related to severe
maladministration findings; and

d. annual complaints performance and
service improvement report.

9.8

Landlords must have a standard objective in
relation to complaint handling for all relevant
employees or third parties that reflects the need
to:

a. have a collaborative and co-operative
approach towards resolving complaints, working
with colleagues across teams and departments;
b. take collective responsibility for any
shortfalls identified through complaints, rather
than blaming others; and

C. act within the professional standards for
engaging with complaints as set by any relevant
professional body.

Yes

St Basils Complaints Policy

St Basils is committed to ensuring
feedback of any nature is dealt with
promptly in the most appropriate way.
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