
Appendix 1 
Annual Complaints Performance (Housing) 

1. Summary 
1.1 This appendix outlines the complaints received in relation to housing services during 

the financial year 1 April 2023 to 31 March 2024 and covers the following points: 

• Number of complaints received  

• Number of complaints handled at each stage of the process 

• Complaints by type/service area 

• Complaints performance 
1.2 In addition to this appendix, an annual report covering all areas of complaints, including 

housing, will be submitted to the Governance Committee in September 2024.  
2. Introduction and Background 
2.1 The Social Housing (Regulation) Act 2023 introduced new social housing consumer 

standards that contain specific expectations that registered providers of social housing 
must comply with and detail the outcomes that providers are expected to achieve.  

2.2 In relation to complaints, the Transparency, Influence and Accountability Standard 
states that the registered provider (the Council) must:  

• Ensure their approach to handling complaints is simple, accessible and 
publicised.  

• Provide accessible information to tenants about:  
(a) how tenants can make a complaint about their landlord; 
(b) the landlord’s complaints policy and complaints handling process; 
(c) what tenants can do if they are dissatisfied with the outcome of a 

complaint or how a complaint was handled; and  
(d) the type of complaints received and how they have learnt from 

complaints to continuously improve services 
2.3 In the event that the Council cannot resolve a matter to the tenant’s satisfaction, they 

have the option of complaining to the Housing Ombudsman Service and asking they 
investigate the matter.   

2.4 The Housing Ombudsman published a new statutory Joint Complaint Handling Code 
that came into effect on 1 April 2024. A similar non-statutory Code was also introduced 
by the Local Government and Social Care Ombudsman at the same time. 

2.5 The statutory guidance provides for a single, robust set of standards for complaints 
procedures that are accessible, efficient and fair. These will facilitate the development 
of a framework for high-quality complaint handling that will enable the Council (as 
landlord) to resolve complaints raised by its residents as efficiently and effectively as 
possible and imbed lessons learning from complaints to drive service improvements.   

2.6 A legal duty is also placed on the Ombudsman to monitor compliance with the Code, 
regardless of whether it receives individual complaints from residents about a landlord.  

2.7 The revised Complaint Handling Code requires landlords to produce an annual 
complaints performance and service improvement report for scrutiny and challenge, 
which includes a self-assessment against the Code.  



2.8 Dover District Council has always viewed complaints as an opportunity to learn and 
improve services for its residents and actively encourages tenants and customers to 
raise comments and complaints. All expressions of dissatisfaction represent a positive 
opportunity to learn and provide insight that will help the Council improve its service 
delivery. 

2.9 In accordance with the Ombudsmen’s Joint Complaint Handling Code, the Member 
Responsible for Complaints (known as the ‘MRC’) and the governing body (or 
equivalent) must receive the following: 

(a) Regular updates on the volume, categories and outcomes of 
complaints, alongside complaint handling performance;  

(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 in complying with orders related to severe 
maladministration findings; and   

(d) Annual complaints performance and service improvement report. 
2.10 The Head of Corporate Services and Democracy will work with the MRC to determine 

the best method of delivering this requirement. Currently, the Council provides 
quarterly updates on Stage 2 complaints to Cabinet and Overview and Scrutiny 
Committee and an Annual Report to the Governance Committee. 

2.11 It is intended that the Governance Committee will continue to monitor complaints 
handling and Ombudsman investigations and, in relation to non-executive functions, 
to make payments or provide other benefits in cases of maladministration. 

2.12 This will not change the role of individual Portfolio Holders who will continue to receive 
updates as normal on the performance of their respective service areas including in 
relation to complaints.  

3. Complaints Handling 2023/24 
3.1 The Council has historically reported on complaints on the basis of complaints closed 

during a given quarter. However, in keeping with other reporting requirements for 
housing complaints, the Council is now reporting on the dates that complaints were 
received at each stage in the process. The figures below apply to the period 1 April 
2023 to 31 March 2024. 

3.2 For the purposes of this report, complaints relating to the following housing services 
are provided: 

• Housing Management 

• Housing Rents 

• Housing Repairs 
3.3 Complaints relating to other services within the Council will be reported to the 

Governance Committee as part of the Annual Complaints report due to considered by 
the Governance Committee in September 2024. This includes Housing Needs/Options 
which falls under the Local Government and Social Care Ombudsman so these figures 
will be reported as part of the full Annual Complaints report covering all Council 
services.  

3.4 The Council operates a two stage complaints process in accordance with the Joint 
Complaint Handling Code. The details of the Council’s Housing Complaints Handling 
for 2023/24 is set out below: 
Complaints Received 2023/2024 



3.5 Overall, the Council has seen an increase in complaints year-on-year between 2022-
23 and 2023-24. For the three housing services referred to above, this has seen the 
number increase from 90 to 113 complaints, although this is with the caveat that for 
2022-23 the figures are based on complaints closed rather than complaints received.  

 
Complaints the Council Refused to Accept 

3.6 The complaints that we refused to accept that related to the Council’s role as landlord 
were for the following reasons in 2023/24 were in line with those set out in our 
Complaints Policy. They were: 

• Contacts considered to be a request for service and not a complaint. 

• Complaints relating to staff behaviour as these engage a separate 
procedure 

3.7 If the Council takes the decision not to accept a complaint, a detailed explanation will 
be provided to the complainant setting out the reasons why the matter is not suitable 
for the complaints process and the right to take the decision to the appropriate 
Ombudsman. Where the Ombudsman does not agree the Council may be instructed 
to accept the complaint. 
Complaint Received by Stage and Service Area 2023/24 
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Reason for Complaints 

3.8 In respect of the 113 housing related complaints received, we have identified five main 
reasons for the complaint. The majority of complaints received related to dissatisfaction 
with the service provided or works undertaken by the Council with disrepair claims and 
unreasonable delay being the second and third biggest reasons. That complaints 
relating to dissatisfaction with the service or works are the main reason for complaints 
is not unexpected and is consistent with other local authorities. 

3.9 The Annual Complaints report to the Governance Committee will go into further detail 
on any lessons learnt arising from complaints across all Council services.   
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Complaint Response Times 
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3.10 Where complaints have not been responded to within the time period for each stage 

in 100% of cases the need for an extension has been advised in accordance with the 
Council’s Complaints Policy. 

3.11 The Stage 1 response time for Housing Repairs includes a number of complex 
disrepair cases that enter the complaints system. If these are removed from the figures 
there is a significant improvement in performance. 
Housing Ombudsman 2023/24 

3.12 For the period 2023/24, none of the complaints received have resulted in a decision 
from the Housing Ombudsman in respect of Housing Management, Rents or Repairs.  

3.13 However, the Council has two currently open cases dating from 2023/24 with the 
Housing Ombudsman, both these cases primarily relate to Housing Repairs, although 
Housing Management and Corporate Services also have involvement. Once a 
decision on these cases has been reached by the Housing Ombudsman it will be 
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reported to Members as part of the Annual Complaints report covering all services (not 
just housing).  

4. Looking to the Future – Changes to Better Manage the Complaints Process  
4.1 There are a number of on-going activities intended to improve how the Council reports 

on complaints for the future. These include:  
Improving Our New In-House Complaint Management System 

4.2 In January 2024 the Council implemented a new in-house complaint management 
system that streamlines the complaint-handling process, provides for complaints data 
to be held in a single location and enables better reporting on data. There is further 
on-going work following the implementation of the complaints management system to 
deliver robust and effective data analysis. 

4.3 This will see the end of reliance on excel documents that were used in the previous 
complaints processes prior to January 2024.   
Improving Data Quality on Complaint Categories  

4.4 As part of the new Complaints Management System, the Council will review the 
categorisation of complaints to ensure they reflect the range of complaints received 
and to improve data insight and learning. This should also improve the quality of the 
data that can be provided to Members and Management.   
Monitoring and Reporting 

4.5 The Council has established reporting arrangements for Members to the Governance 
Committee, Cabinet and Overview and Scrutiny Committee. This sees an Annual 
Complaints report go to the Governance Committee each year in the third quarter and 
quarterly statistics on Stage 2 performance provided to Cabinet and Overview and 
Scrutiny Committee.  

4.6 Following the appointment of the Portfolio Holder for Finance, Governance, Climate 
Change and Environment as the Member Responsible for Complaints, there will be 
discussions held as to how the Council should report on complaints during the 
municipal year 2024/25. This will include the continuation of quarterly complaints 
reporting to Cabinet although this may be in a different form from that undertaken 
currently.  

4.7 The Council remains committed to further strengthen opportunities for learning and 
service improvement through review and self-assessment.  



 


