
 

Hull City Council Housing Ombudsman Self-Assessment  Date of Assessment; October 2021 

1 Definition of a complaint  
 

 

Yes No Comments 

1.1 Does the complaints process use 
the following definition of a 
complaint?  
 
An expression of dissatisfaction, 
however made, about the 
standard of service, actions or 
lack of action by the organisation, 
its own staff, or those acting on its 
behalf, affecting an individual 
resident or group of residents.  

X  Hull City Council’s customer feedback scheme uses the Local Government & Social Care 
Ombudsman’s (LGSCO) definition of a complaint.  The judgment made in this is self-
assessment is that the Council is compliant with Housing Ombudsman’s Code as explained 
below. 
 
The Housing Ombudsman’s (HO) definition only applies to Housing issues.  It is different to the 
Local Government & Social Care Ombudsman’s (LGSCO) definition of a complaint;   
 

 “A complaint is an expression of dissatisfaction about a council service (whether that 
service is provided directly by the council or by a contractor or partner) that requires a 
response.” 

 
HCC are members of both Ombudsman’s.   
 
Within the HO’s Complaint Handling Code FAQ’s that accompany the Code is the following;      
 

“If a landlord believes that they have a valid reason for adopting a different definition 
this should be explained in their self-assessment. Any definition that restricts access or 
excludes complaints without good reason is likely to be found non-compliant with the 
Complaint Handling Code.” 

 
For simplicity and consistency across all of HCC’s functions only 1 definition of a complaint is 
used.  This is the LGO’s definition.  It does not restrict access or exclude complaints without 
good reason and is simpler to understand.   It is entirely compatible with the HO’s definition, 
embracing every aspect of it and in the case of any doubt reference would be made to both 
definitions.  
 
 



 

1.2 Does the policy have exclusions 
where a complaint will not be 
considered?  
 

X  HCC Corporate Customer Feedback Process is available from the HCC website. 
 
http://www.hull.gov.uk/council-and-democracy/consultation-and-feedback/what-happens-my-
feedback 
 
http://www.hull.gov.uk/sites/hull/files/media/NEW%20-
%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-
%20Sep%2020.pdf 
 
Within the policy is a section on exclusions;   

If this is the first time you are reporting an issue to us, we may decide to treat this as a 
request for service or as a concern. 

You should make us aware of your complaint within 12 months of the incident 
happening or within 12 months from when you first became aware that you had reason 
for complaint. If your complaint is received later than this, we may not be able to be fully 
investigate it. 

We provide a fair and reasonable complaint service and make it as accessible as 
possible. However, there are times when the frequency or type of contact from a 
complainant delays our consideration of their complaints, or those made by other 
people. If this happens then, on a case by case basis, we may decide to limit the ways 
that the complainant can contact us. 

1.3 Are these exclusions reasonable 
and fair to residents?  
 
Evidence relied upon  

  Exclusions only exist where there are legitimate and justifiable reasons.  As per 1.2 if an issue 
is being reported for the 1st time then it may be considered as a request for service rather than 
a complaint.  This is in keeping with the advice issued by the Housing Ombudsman which is to 
be read alongside the Complaints Code.   
 
Other exclusions or conditions may apply where we have received abusive, excessive or 
vexatious complaints.   
 
http://theintranet.hullcc.gov.uk/big-picture/corporate-support-services/corporate-customer-
feedback-team/corporate-feedback-policie-6 
 
 

http://www.hull.gov.uk/council-and-democracy/consultation-and-feedback/what-happens-my-feedback
http://www.hull.gov.uk/council-and-democracy/consultation-and-feedback/what-happens-my-feedback
http://www.hull.gov.uk/sites/hull/files/media/NEW%20-%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-%20Sep%2020.pdf
http://www.hull.gov.uk/sites/hull/files/media/NEW%20-%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-%20Sep%2020.pdf
http://www.hull.gov.uk/sites/hull/files/media/NEW%20-%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-%20Sep%2020.pdf
http://theintranet.hullcc.gov.uk/big-picture/corporate-support-services/corporate-customer-feedback-team/corporate-feedback-policie-6
http://theintranet.hullcc.gov.uk/big-picture/corporate-support-services/corporate-customer-feedback-team/corporate-feedback-policie-6


 

When we do the cases are assessed by HCC’s Customer Feedback Team Leader and if the 
nature or tone is deemed unacceptable certain restrictions are put in place.  Examples include; 
 

• Mr M, who has issues with alcohol and mental health, was repeatedly contacting the 
housing office regarding repair matters.  During these calls he was abusive towards 
staff and also made threats to them.  Restrictions were placed on him, that he could 
only contact the housing office in the afternoon, as during this time his wife was at 
home from work (she worked mornings only) and she was able to keep him calm and 
limit the number of calls he made. 

 

• Mr A, made a series of complaints about historic repair issues and repeatedly blocked 
the councils attempts to rectify them.  He was given the full complaints process and 
after his final response it was decided to no longer accept further repeat complaints and 
give him a single point of contact within the housing service to manage this. 
 

2 Accessibility  
 

Yes No Comments 

2.1 Are multiple accessibility routes 
available for residents to make a 
complaint?  
 

X  Complaints can be made; 
 

• Online, by completing and submitting the customer feedback form on our website  
http://www.hull.gov.uk/ 
o Search for “Customer Feedback & Complaints,” and click on the link or  
o At the bottom of the main home page click on the orange “ Contact Us” button and 
click on the link for Customer Feedback Scheme 

• By telephoning the Council’s Contact Centre on 01482 300 300  

• By visiting one of the Council’s Customer Service Centres or Information Points  

• By writing to: FREEPOST RSJC-KKBE-ABXZ, Customer Feedback Team, PO Box 15, 
HU1 2AB 

• Via Facebook and Twitter 
 

http://www.hull.gov.uk/


 

2.2 Is the complaints policy and 
procedure available online?  
 

X  HCC Corporate Customer Feedback Process is available from the HCC website. 
 
http://www.hull.gov.uk/council-and-democracy/consultation-and-feedback/what-happens-my-
feedback 
 
http://www.hull.gov.uk/sites/hull/files/media/NEW%20-
%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-
%20Sep%2020.pdf 
 

2.3 Do we have a reasonable 
adjustments policy?  
 

X  The HCC Corporate Customer Feedback Process and all our letters to complainants have a 
section where people can request documents in a different language, alternative format (large 
print, computer disk, British sign language, Makaton, audio cassette, Braille, face to face 
conversations, Text phone).  See the last page in the Corporate Customer Feedback Process 
via the link below. 
 
Complaints can also be submitted by a 3rd party or representative. 
 
http://www.hull.gov.uk/sites/hull/files/media/NEW%20-
%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-
%20Sep%2020.pdf 
 

2.4 Do we regularly advise residents 
about our complaints process?  
 

X  Information is currently available for residents about our complaints process on the HCC web 
site and in all our letters connected with the complaints process.  We recognise we still have 
work to do in actively promoting the complaints process. 
 

• Residents are not currently advised of the Feedback scheme when they sign their 
Tenancy Agreement for a property.  The only time the Area Teams promote the service 
is upon receipt of an enquiry. 

 

• The Tenant Compact and Involvement Strategy 2018-22 refers to HCC’s Customer 
Feedback Scheme.  Whilst available on HCC’s website it is not known how widely the 
Compact is read and the reference to the Feedback Scheme could easily be missed on 
Page 30 of a 44 page document.  The Tenant Participation Team are currently 
reviewing and re-writing the Tenant Compact. 
 

http://www.hull.gov.uk/council-and-democracy/consultation-and-feedback/what-happens-my-feedback
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http://www.hull.gov.uk/sites/hull/files/media/NEW%20-%20Hull%20City%20Council%20Corporate%20Customer%20Feedback%20Process%20-%20Sep%2020.pdf


 

• In recent months links have been made with the Marketing and Media Officer and 
agreement made for regular articles concerning the complaints process to be included 
in Hull Housing News.  To also utilise social media to promote the whole feedback 
process, including Complaints, Compliments and Suggestions.  

 

3 Complaints team and process  
 

Yes No Comments 

3.1 Is there a complaint officer or 
equivalent in post?  
 

X  HCC has an overall lead for complaints – Michelle Garlick - Customer Feedback Team Leader. 
 
Neighbourhoods & Housing have a complaints lead – Iain Dixon – Customer Feedback 
Manager.   
Working within this area is Fiona Monkman – Customer Feedback Officer. 
 

3.2 Does the complaint officer have 
autonomy to resolve complaints?  
 

X  Our Customer Feedback Manager has the autonomy to resolve complaints quickly and fairly.  
They have the authority to award discretionary payments (£50 limit) and may refer cases for 
consideration of a higher value to the Business Insight and Quality Manager.   

3.3 Does the complaint officer have 
authority to compel engagement 
from other departments to resolve 
disputes?  
 

X  The general approach of HCC is to encourage engagement and cooperation rather than 
coerce and compel officers/departments in efforts to resolve disputes.     
 
The Corporate Complaints Team Leader can compel engagement with other departments to 
resolve disputes.  This is initially done through negotiation with little requirement to compel.  
There is the option to escalate through a senior leadership team up to the Chief Exec should 
the need arise. 
 

3.4 If there is a third stage to the 
complaints procedure are 
residents involved in the decision 
making?  
 

X  At present HCC have 3 stages to Housing Complaints; 

• Stage 1 – investigation of initial complaint  

• Stage 2 – where a resident is unhappy at the resolution of Stage 1 they can submit 
additional information or reasons why they are unhappy and the requirement for a 
Stage 2 will be considered 

• Stage 3 - Members Panel – where a resident is unhappy after Stage 2 they can request 
a Members Panel; a panel consisting of elected members.  The request is considered 
against criteria and a determination made as to whether their complaint qualifies for a 
Members Panel.  If it does qualify the resident is invited to make their case.  They can 



 

also bring a friend or family member. They do not have to attend in person.  In addition 
to representing themselves residents are de facto represented in this process by 
elected Members.  

 
The composition of the Members Panel is under review with consideration being given 
to including Tenant reps on the Panel.  This is a Council wide review being led by the 
Corporate Feedback Team. 
 

Housing complaints differ from all other complaints to HCC as there is an additional course 
available to council tenants who remain dissatisfied with how their complaint has been 
resolved.  After completion of Stage 2 and possibly a Members Panel the tenant can request 
assistance from a 3rd party in an effort to resolve their dispute.  The tenant can contact; 
 

• A Designated Person’ – someone who can try to help resolve the complaint or help 
refer the tenant, with their consent, to the Housing Ombudsman Service. This can be: 
o Their local Councillor 
o Their local Member of Parliament 
o Their local Independent Tenants’ Complaints Panel.  The purpose of the Panel is 

to play an independent role in helping to locally resolve complaints from Hull City 
Council tenants.  Where local resolution is unsuccessful the Panel can, where it 
believes there is justification, refer complaints to the Housing Ombudsman 
Service.  The Panel does not have actual powers but will review a case and 
make suggestions and recommendations to the Neighbourhood & Housing 
Department.  

 

 

Review of TOR 

agreed at full meeting July 2018.doc 
 
HCC has an active Tenants Participation Team who work closely with tenant and residents 
groups.  Tenants receive regular newsletters and have access to a wide variety of information 
on housing matters.  The excellent work of the Participation Team and the relationship with 
tenants has been recognised nationally by TPAS.    



 

The 'key to our future' document, known as the Tenants Compact, sets out what we do for our 
tenants, what they can expect from us and what is expected of tenants.  This document is 
currently under review by the Tenant Participation Team. 

Further information on the work of the Tenant Participation Team and the Tenants Compact is 
in the links below; 

http://www.hull.gov.uk/housing/council-tenants-and-leaseholders/tenant-participation 

http://www.hull.gov.uk/sites/hull/files/media/Tenant%20Compact%202018_P8%20web.
pdf 

Tenant Compact 

2018_P8 web.pdf
 

3.5 Is any third stage optional for 
residents?  
 

X  Any requests for the 3rd stage (members Panel) are optional for complainants. A Members 
Panel can only be granted if a Stage 2 investigation has already been completed.  
 
Requests for a Members Panel are assessed as to whether the criteria for a panel are met.  
   

3.6 Does the final stage response set 
out residents’ right to refer the 
matter to the Housing 
Ombudsman Service?  

X  This is included on all our letters to residents regarding their complaint. 

3.7 Do we keep a record of complaint 
correspondence including 
correspondence from the 
resident?  
 

X  Yes.  Records of all correspondence are kept on HCC computer records (W:\Customer 
records) and Contact 360. 

3.8 At what stage are most 
complaints resolved?  

  Most complaints are resolved at Stage 1.   
 
2019/20 - 91.1% of all Neighbourhood & Housing complaints were resolved at Stage 1. 
2020/21 - 91.5% of all Neighbourhood & Housing complaints were resolved at Stage 1. 
 

http://www.hull.gov.uk/housing/council-tenants-and-leaseholders/tenant-participation
http://www.hull.gov.uk/sites/hull/files/media/Tenant%20Compact%202018_P8%20web.pdf
http://www.hull.gov.uk/sites/hull/files/media/Tenant%20Compact%202018_P8%20web.pdf


 

4 Communication  
 

Yes No Comments 

4.1 Are residents kept informed and 
updated during the complaints 
process?  

X  Residents receive an automated acknowledgement of their complaint with reference number 
once their complaint is accepted on Contact 360 (C360).  Residents will then either receive a 
letter detailing the result of their complaint within 10 days or a letter stating we need more time 
to complete the investigation. They receive updates every 10 days until the complaint is 
finalised. 
 

4.2 Are residents informed of the 
landlord’s position and given a 
chance to respond and challenge 
any area of dispute before the 
final decision?  
 

X  At Stage 1 Actioning Officers may contact a resident to discuss their complaint, explain our 
position and offer an opportunity to respond.  This is not standard practice for every complaint 
but does occur where clarity or further explanation of a complaint is required.  
 
The resident is informed of the Stage 1 decision in writing.  Contained within this response are 
details of how they can appeal the decision to a Stage 2, a Members Panel, a Tenants Panel 
or the Ombudsman.  If the resident choses to appeal they are asked to submit their appeal with 
supporting reasons.    
 

4.3 Are all complaints acknowledged 
and logged within five days?  
 

X  Yes.  This is now automated within C360. 
 

4.4 Are residents advised of how to 
escalate at the end of each 
stage?  
 

X  The options and process to escalate are detailed in every letter we send to complainants. 

4.5 What proportion of complaints are 
resolved at stage one?  

  2019/20 - 91.1% of all Neighbourhood & Housing complaints were resolved at Stage 1. 
 
2020/21 - 91.5% of all Neighbourhood & Housing complaints were resolved at Stage 1.       
36% were either upheld or partially upheld. 

4.6 What proportion of complaints are 
resolved at stage two?  
 

  2019/20 – 8.9% complaints progressed to and were resolved at Stage 2. 
 
2020/21 – 8.5% complaints progressed to and were resolved at Stage 2. 



 

4.7 What proportion of complaint 
responses are sent within Code 
timescales?  
 

• Stage one (10 working 
days) 
 
Stage one (with extension) 
 

• Stage two (20 working 
days) 
 
Stage two (with extension) 

 

  2019/20 
Stage 1 – 71.2% 
Stage 2 – 47.7% 
 
2020/21 
Stage 1 – 74.7% 
Stage 2 – 83.3% 
 
  
We do not have data for extension timescales.   
 
Neighbourhoods & Housing works to an internal KPI target of 75% of all Stage 1 complaints 
resolved within 10 working days. 
 
The view within Neighbourhoods & Housing is whilst the HO timescales are useful it is 
preferential to conduct a thorough and proper investigation rather than a hasty investigation to 
meet the timescales. 
 

4.8 Where timescales have been 
extended did we have good 
reason?  
 

X  Generally complaints are investigated without delay with a premise that the timescale is only 
extended when we cannot answer the points in the complaint and the extension adds value to 
the final answer. 
 
There are occasions where investigations have to be extended due to delays in Actioning 
officers investigating and sending response to the Customer Feedback Team.  This is an area 
for improvement. 
 

4.9 Where timescales have been 
extended did we keep the 
resident informed?  
 

X  Yes when a timescale has been extended we send a ‘holding letter’ explaining that we have 
been unable to provide an answer within 10 days and are still investigating the complaint.   
 

4.10 What proportion of complaints do 
we resolve to residents’ 
satisfaction  
 

  We do not record individual customer satisfaction with every complaint.  As part of the annual 
STAR survey we do record data on complaints and customer satisfaction.   
 
The 2018/19 survey revealed; 

• A satisfaction rate of 44.4% with how a complaint was handled.   



 

• A satisfaction rate of 40% with the final outcome of a complaint.   
 

The 2019/20 survey revealed; 

• A satisfaction rate of 45.4% with how a complaint was handled.   

• A satisfaction rate of 42.4% with the final outcome of a complaint.   
 

The 2020/21 survey revealed; 

• A satisfaction rate of 30.1% with how a complaint was handled.   

• A satisfaction rate of 28.7% with the final outcome of a complaint.   
 
We recognise the 2020/21 data was disappointing and a marked reduction on the previous 
year.  Satisfaction rates revealed in the 2020/21 STAR survey were lower in most areas 
questioned compared to previous years.   
 

5 Cooperation with Housing 
Ombudsman Service  
 

Yes No Comments 

5.1 Were all requests for evidence 
responded to within 15 days?  
 

X  The Corporate Customer Feedback Team Leader endeavours to comply with the timescales 
given.  Whenever we cannot we always notify the Housing Ombudsman. 

5.2 Where the timescale was 
extended did we keep the 
Ombudsman informed?  
 

X  Yes, on every occasion. 

6 Fairness in complaint handling  
 

Yes No Comments 

6.1 Are residents able to complain via 
a representative throughout?  
 

X  Residents are able to use representatives providing permission to share personal information 
is given.  In the past representatives have included family members, Councillors, MP’s.  This 
avenue for complaint remains open at all stages of our complaints process.   



 

6.2 If advice was given, was this 
accurate and easy to understand?  
 

X  Advice is usually provided in a number of formats.  Generally this can be verbal and written 
and is tailored to meet the needs of the resident.  If required this is in a different language to 
English. 

6.3 How many cases did we refuse to 
escalate?  
 
What was the reason for the 
refusal?  
 

  For the period April – Sept 2021 there were 57 requests for a Stage 2 investigation.  17 of 
these were refused.  This equates to a 70% acceptance rate.  The reasons for each refusal are 
not stored in an easily retrievable format but if a case does not meet the criteria for a Stage 2 
investigation it will be refused.  The criteria for making the decision are; 
 

• What new information or reason has been provided as to why a stage 2 should be 

given 

• Whether the Stage 1 response answers all matters raised in the complaint 

• Whether we have put things right and apologised where appropriate 

• Any excessive time delays which weren’t communicated to the customer 

• That the Corporate Feedback Process has been followed correctly – this includes 

sending a written response on the correct template (the template provides details of 

escalation options and the Ombudsman) 

• Quality of the Stage 1 response  and whether it meets the standard expected 

• Seriousness of the matter raised. 

• Specific request from the service area to progress the complaint to Stage 2. 

 

6.4 Did we explain our decision to the 
resident?  
 

X  Full letters of explanation, including the option to contact the Ombudsman are sent to every 
customer who has a request for escalation refused. 

7 Outcomes and remedies  
 

Yes No Comments 

7.1 Where something has gone 
wrong are we taking appropriate 
steps to put things right?  
 

X  We always act when we have identified where something has gone wrong or has not 
happened.  Often this includes following up why work has not been completed or not 
completed to the required standard.  If necessary we send surveyors to assess work/work 
requirements.  We endeavour to learn lessons from complaints wherever possible. 
 
The Customer Feedback Team and Practice Management Team review all published cases 
from the Housing Ombudsman and Local Government Ombudsman to learn best practice and 



 

identify any gaps in our complaint process.  Where gaps are identified active steps are taken to 
rectify.  
 

8 Continuous learning and 
improvement  

Yes No Comments 

8.1 What improvements have we 
made as a result of learning from 
complaints?  
 

  A range of improvements results from learning from other complaints made.  
 
1.  Feb 2021 

• Resident complained about how she was treated with regard to her status as a care 
leaver and allocation of housing.   

• A review of the Allocations Policy was conducted with particular focus on how Care 
Leavers were regarded (the policy did not allow for a ‘Band B’ care leaver priority to be 
awarded to applicants who already had a tenancy).  Following the review it was 
concluded that there are circumstances where it would be appropriate to award the 
priority to care leavers who already have a tenancy.  The Allocations Policy was 
updated to reflect this and it now allows for this situation where there are exceptional 
circumstances and the case is supported by the Targeted Youth Support Manager. 

 
2.  June 2021 

• Resident raised concerns that the public are climbing on bins in a communal area 
despite the area being closed off. 

• A review of the bins area was conducted and the fencing changed from wood to metal 
to increase its security. 

 
3.  July 2021 

• Customer complained that the information provided during the preserved Right To Buy 
Process was not clear or easy to understand.   

• The information was reviewed and agreement made to make it clearer. 
 
4.  July 2021 

• Complaint raised regarding;    
o No written guidance on when and how to hand in keys when leaving a property and 

moving to a different one.  This led to them being charged 1 weeks rent on 2 
properties.   

o When viewing a potential property the Covid secure procedures were not followed. 



 

 

• Written information has been created and is now provided to residents moving out of a 
council property which clearly explains the procedure to hand in keys (and other 
administrative issues). 

• A review of the safe systems of work has been carried out to cover when potential 
residents are viewing properties. 

 

  8.2 How do we share these lessons 
with:  
 
a) Residents?  
 
b) The board/governing body?  
 
c) In the Annual Report?  

  a) The quarterly Customer Feedback Report is shared with tenants from the Designated 
Panel.   
 
Regular items of news regarding complaints and ‘You said – We did’ are passed to the 
Marketing and Media Officer for publication through various channels including Hull 
Housing News, Facebook, and Twitter.  Hull Housing News also has a section entitled 
‘Voice of Tenants - Your Questions Answered’.  In this section the AD answers 
questions posed by tenants regarding issues that are often the subject of complaints.  

  
b) Lessons learnt are shared internally with a wide group of officers and managers across 

N&H, and externally with major contractors.  This is via e mail/Teams when a case of 
note is identified. 
 
The Customer Feedback Team and Practice Management Team review all published 
findings by the Housing Ombudsman and Local Government Ombudsman to identify 
best practice and gaps in our service provision.   
 
Circulations and publications from the Housing Ombudsman and LGO are circulated to 
all relevant officers with comment as to how decisions, determinations and approaches 
can affect N&H. 
 

c) If the learning and development resulting from feedback is considered sufficiently 
significant then consideration will be given to including the detail in the Annual Report. 

 

8.3 Has the Code made a difference 
to how we respond to complaints?  
 
 

X   



 

 

8.4 What changes have we made?   The SA has led to a review of how we measure customer satisfaction with our complaints 
process and what proportion of complaints do we resolve to residents’ satisfaction. We have 
developed our own Customer Satisfaction Survey to compliment the annual STAR survey. 
 
The SA has also led to greater scrutiny on the post complaint experience, particularly in 
ensuring we deliver the remedial action we have committed to in the complaint resolution.  A 
record is made of all action we have committed to completing and checks made with Actioning 
officers to ensure it is completed. 
 

 


