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settle Housing

Ombudsman Service

Housing Ombudsman Complaint Handling Code Self-Assessment
This self-assessment form has been completed by our complaints officer and reviewed and approved by the Board.

Once approved, landlords, like Settle, must publish the self-assessment as part of the annual complaints performance and service
improvement report on their website. The governing body’s response to the report must be published alongside this.

Landlords are required to complete the self-assessment in full and support all statements with evidence, with additional
commentary as necessary.

Statement from our Board

As Chair of the Operations Committee of the Settle Board, and the member responsible for complaints, | welcome the opportunity
to introduce this year’s complaints report. The role | play along with other Board and committee members, is to regularly assess
and review the handling of complaints at Settle, ensuring compliance with requirements of the Housing Ombudsman Complaint
Handling Code.

In the course of this year, it has been consistently apparent that there is a positive complaint culture embedded in Settle - where
residents are encouraged to share their experiences. It's also clear that Settle are committed to listening carefully and taking
meaningful action in response — an example being the response to the trend in property related complaints which has helped inform
a Repairs Improvement Plan, which we have seen start to improve the time taken to complete repairs and communication
throughout the process.
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It's great to see that the work we are doing on complaints has also helped improve the 2024/25 Tenant Satisfaction Measures. We
saw improvements across all 12 perception survey questions, which is a positive reflection of how Settle are responding to

feedback and adapting services.

Looking ahead, I’'m confident that by continuing to assess complaints and the learning opportunities they present, there will be an
increased awareness of the issues residents face and wider service improvements as a result.

On behalf of the Board, | confirm our approval of this report and the ongoing work to learn from complaints, ensuring that feedback
from residents leads to better outcomes.

Hasani Jess, Settle Board Member, August 2025



Section 1: Definition of a complaint
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Co.d.e Code requirement Comply: Evidence Commentgry/
provision Yes / No explanation
A complaint must be defined as:
‘an expression of dissatisfaction,
however made, about the Please see the section ‘definition We have adopted this
standard of service, actions or of a complaint’ How we handle definition in our policy and
1.2 lack of action by the landlord, its complaints — settle procedure as well as on our
own staff, or those acting on its (settlegroup.ora.uk) website and within
behalf, affecting a resident or e colleague training.
group of residents.’
A resident does not have to use the
word ‘complaint’ for it to be treated as e
such. Whenever a resident expresses Please see the section ‘definition |, = adopted this
dissatisfaction landlords must give of a complaint’ How we handle | \ i = Jor policy and
13 them the choice to make complaint. A complaints — settle procedure as well as on our
complaint that is submitted via a third (settlegroup.org.uk) and the website and within
par‘[y or representative must be pOIICy S_tateme!qt within our Co"eague training_
handled in line with the landlord’s complaints policy
complaints policy.
Landlords must recognise the We have adopted this
difference between a service request Pl 2 under th definition in our policy and
14 and a complaint. This must be set out h ease s?e bage < uhder ” © procedure as well as on our
. eading “Policy statement” in our

in their complaints policy. A service
request is a request from a resident to
the landlord requiring action to be

complaints policy

website and within
colleague training. Service
requests are monitored and
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taken to put something right. Service

requests are not complaints, but must
be recorded, monitored and reviewed
regularly.

reviewed via our standard
business performance
reporting.

A complaint must be raised when the
resident expresses dissatisfaction with
the response to their service request,
even if the handling of the service

Please see the section ‘definition
of a complaint’ How we handle
complaints — settle

We continue with the
service request while the
complaint is being

15 request remains qngoing. Landlords (settlegroup.org.uk) and the investigated independent|
must not stop their efforts to address policy statement within our o g t P o y
the service request if the resident complaints policy y our customer resolution
complains. team.

We have worked with our
survey provider to ensure
that residents are offered
An expression of dissatisfaction with the choice to raise a
services made throu_gh a survey is not complaint whenever we
defined as a cqmplalnt, though Please see the section on carry out a survey. These
wherever pOSSIble, the person . are passed to our customer
resident feedback and surveys
completing the survey should be made : y lution t d
How we handle complaints — resofution leam an
1.6 aware of how they can pursue a acknowledged within 5

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

settle
(settlegroup.org.uk)

working days. Colleagues
reviewing feedback from
surveys follow up with
residents where
dissatisfaction is expressed
and make the resident
aware of our complaints
process.
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Section 2: Exclusions
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prg\c/)icsj?on Code requirement Sggplilya Evidence Commentary / explanation

Landlords must accept a complaint Please see the section for We review each complaint
unless there is a valid reason not to do exclusions on its own merit and a
so. If landlords decide not to accept a How we handle complaints — reason would be provided in

2.1 complaint they must be able to settle (settlegroup.org.uk) and writing to the resident along
evidence their reasoning. Each the policy statement within our with the details for the
complaint must be considered on its complaints policy Housing Ombudsman
own merits Service.
A complaints policy must set out the
circumstances in which a matter will not
be considered as a complaint or
escalated, and these circumstances This is available in our
must be fair and reasonable to complaints policy on pages 2 & 3
residents. Acceptable exclusions under the heading policy
include: statement.

29 e The issue giving rise to the Exclusions are noted in our

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.

Please see the section for
exclusions

How we handle complaints —
settle

(settlegroup.org.uk)

Complaints Policy
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e Matters that have previously been
considered under the complaints

policy.

Landlords must accept complaints
referred to them within 12 months of
the issue occurring or the resident
becoming aware of the issue, unless

Please see the section for
exclusions
How we handle complaints —

Discretion will be applied
when necessary to ensure

23 they are excluded on other grounds. settle (settlegroup.org.uk) and customers are not unfairly
Landlords must consider whether to the policy statement within our excluded from the complaint
apply discretion to accept complaints complaints policy process.
made outside this time limit where
there are good reasons to do so.

If a landlord decides not to accept a From 1 April 2024, we have
complaint, an explanation must be recorded any case we have
provided to the resident setting out the Please see the section for excluded. We will always
reasons why the matter is not suitable exclusions write to the resident

for the complaints process and the right How we handle complaints — explaining the reasons why

2.4 to take that decision to the settle we have excluded the
Ombudsman. If the Ombudsman does @eqroup.orq.uk) complaint and we’ll provide
not agree that the exclusion has been the contact details for the
fairly applied, the Ombudsman may tell Housing Ombudsman
the landlord to take on the complaint. Service.

Please see the section for
Landlords must not take a blanket exclusions _ The complaint process will
approach to excluding complaints; they How we handle complaints — _l)e_objeptlye in its approach

2.5 settle in identifying timely and

must consider the individual
circumstances of each complaint.

(settlegroup.org.uk) and the
policy statement within our
complaints policy

appropriate resolutions to
the issues raised.



https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/contact-us/make-a-complaint/how-we-handle-complaints/
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Complaints-Policy-April-2024.pdf

Section 3: Accessibility and Awareness
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of the complaints process and be able
to pass details of the complaint to the
appropriate person within the landlord.

Our complaints leaflet highlights
the different ways residents can
raise a complaint.

Co_dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Please see the section How we | We accept complaints by
handle complaints — settle phone, email, our resident
(settlegroup.org.uk) Portal, through our website
, via an online form, and in
Landlords must mal_<e It easy fo_r We also explain a residents legal | person.
rgs,ldents to complain by prow.dlng rights for a reasonable
gg‘:]e:ﬁgtkgr;aggﬂslthrough which they adjustment on our support page A complaint can be raised
plaint. Landlords must i with any Settle colleague
31 consider their duties under the Equality Reasonable adjustments - Settle y gue,
Act 2010 and anticipate the needs and partner or contractor acting
reasonable adjustments of residents Accessibility Contact us — settle | O our behalf.
who may need to access the (settlegroup.org.uk)
complaints process. Residents can appoint an
Please see our reasonable advocate, family member or
adjustments policy under the friend to raise a complaint
policy statement section on page | on their behalf.
2.
All colleagues attend
Please see the section How we | training and understand the
Residents must be able to raise their handle complaints — settle steps to take if a resident
complaints in any way and with any (settlegroup.org.uk) raises a complaint with
3.0 member of staff. All staff must be aware them. We provide ongoing

training to ensure
colleagues have the skills to
distinguish between a
service request and a
complaint.
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High volumes of complaints must not
be seen as a negative, as they can be
indicative of a well-publicised and

During 2023/24, we investigated
and responded to 514
complaints at stage 1 and 81 at
stage 2. During 2024/25 we
experienced an increase in
volume investigated and

We monitor and report on
complaint volumes to help
us ensure we are resourced
to investigate complaints
effectively and within

3.3 accessible complaints process. Low _ _
complaint volumes are potentially a responded to 904 complaints at | timeframe and to help us
sign that residents are unable to stage 1 and 162 at stage 2. This | understand any service
complain. was as a result of our work to improvements and
raise awareness of the actionable insights that may
complaints procedure with both need to be made.
colleagues and our residents.
Please see the section How we
handle complaints — settle
(settlegroup.org.uk)
Landlords must make their complaint . . .
policy available in a clear and Available in our complaints o .
accessible format for all residents. This leaflet & also our complaints The policy is published our
will detail the two stage process, what Qolicy_ on page 7_under the website and contains the
3.4 will happen at each stage, and the heading ‘complaints procedure’. _stageg, of t.he process,
timeframes for responding. The policy . including timeframes for
must also be published on the The policy can be found here responding.
landlord’s website. Our policies — settle
(settlegroup.org.uk)
Accessibility Contact us — settle
(settlegroup.org.uk)
Our complaints policy on page 4 | Our policy is published on
35 The policy must explain how the under the heading ‘policy our website. We have

landlord will publicise details of the

actions’ provides an explanation
for publicising details of the

included a policy action to
publicise information about
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complaints policy, including information
about the Ombudsman and this Code.

policy and Housing Ombudsman
Service.

residents rights to raise a
complaint and access the
Housing Ombudsman
Service through our
website, leaflets, posters,
newsletters and in relevant
correspondence with
residents.

Landlords must give residents the
opportunity to have a representative

Please see the section for
accessibility How we handle
complaints — settle

We support and welcome
residents appointing a
representative, family
member or friend to support
with their complaint. We will

. deal with their complaint on their behalf, i i
>0 and to be represented or accompanied (settlegroup.org.uk) ervevabﬁnagsl;jp:)e;rltizn\méﬁey
at any meeting with the landlord. , they raise a complaint with
Our complaints leaflet us and in compliance with
data protection
requirements.
Please see the section for the
Housing Ombudsman Service
How we handle complaints — We explain a resident’s
settle rights to contact the
Landlords must provide residents with (settlegroup.org.uk) Housing Ombudsman
information on their right to access the Service in our policy, leaflet
3.7 Ombudsman service and how the Our complaints policy explains | and website. We also

individual can engage with the
Ombudsman about their complaint.

this under the heading ‘policy
statement’ on page 3. Details are
also provided on pages 6 and 7.

Our complaints leaflet provides
details of this on page 2,

signpost access to the
Ombudsman at all stages of
the complaint handling
process.
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escalation to the Housing
Ombudsman
Service.

10



Section 4: Complaint Handling Staff
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prg\c/)icsj?on Code requirement ggsm/p[l]yé Evidence Commentary / explanation
We have a customer
resolution team who are
responsible for ensuring
Landlords must have a person or team that complaints are
assigned to take responsibility for investigated and responded
complaint handling, including liaison to in line with the Complaint
with the Ombudsman and ensuring Please see the roles and Handling Code, our policy,
complaints are reported to the responsibilities section on our and procedure. The
4.1 governing body (or equivalent). This website How we handle customer resolution
Code will refer to that person or team complaints manager is the day-to-day
as the ‘complaints officer’. This role — settle (settlegroup.org.uk) contact for the Housing
may be in addition to other duties. Ombudsman Service.
The Executive Director of
Customer Service is
responsible for oversight
and reporting to the Board.

The complaints officer must have

access to staff at gll levels to fagilitate Please see the roles and Our customer resolution

the prompt resolution of complaints. . : team have access to staff at

: responsibilities section on our .

49 They must also have the authorlty and website How we handle all levels and complqlnts are
autonomy to act to resolve disputes comblaints reported to an_d mo_nltored
promptly and fairly. —_bsettle (settleqroup.org.uk) by the Executive Director of

o Customer Service at Settle.

43 Landlords are expected to prioritise We carefully monitor complaints | All colleagues at Settle

complaint handling and a culture of

daily through real-time

receive awareness training
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learning from complaints. All relevant
staff must be suitably trained in the
importance of complaint handling. It is
important that complaints are seen as a
core service and must be resourced to
handle complaints effectively

monitoring to ensure complaints
are prioritised and meet the
timeframes set out in the
Complaint Handling Code.

Complaint learning is reported
monthly to our tenant and
resident assurance panel, this
panel is attended by members of
the Executive and Leadership
team who take collective
responsibility for ensuring we
have a culture of learning at
settle.

Learnings are shared widely with
colleagues through our monthly
team brief which all colleagues
are expected to attend.

in complaint handling
annually.

Our customer resolution
team are fully trained in the
requirements of the
Complaint Handling Code
and attend all relevant
training provided by the
Housing Ombudsman
Service.

12



Section 5: The Complaint Handling Process

Last reviewed September 2025

prg\c/)icsj?on Code requirement 823%’6 Evidence Commentary / explanation
How we handle complaints — Our complaint policy and
Landlords must have a single policy in settle procedure is based on a
place for dealing with complaints (settlegroup.org.uk) c_ulture of pu_ttlng t.hlngs
51 covered by this Code. Residents must right, delivering fair
not be treated differently if they Our complaints policy promotes | outcomes and learning from
complain. working towards fair outcomes when things go wrong.
as shown on page 4 under the
heading desired outcomes.
We have two stages to our
complaints process, as set out
The early and local resolution of issues IIE; our poLlcy glnd on O:"_V‘;ebs'te' We have a triage process in
between landlords and residents is key ot‘t’;’ we handle complaints — place which allows us to
to effective complaint handling. It is not (Se—tt? i k) focus on early resolution of
5.2 appropriate to have extra named setegroup.org.u issues when complaints are
stages (such as ‘stage O’ or ‘informal _ . _ raised. We monitor and
complaint’) as this causes unnecessary Our complaints policy evidences | o, o the early
confusion. this on page 7 under the section resolution of complaints.
complaints procedure (to be
updated)
A process with more than two stages is Oyr complaints policy ewden.ces
not acceptable under any this on page 7 under the section | We hav.e two stages to our
53 circumstances as this will make the complaints procedure. complaints procedure, as

complaint process unduly long and
delay access to the Ombudsman.

How we handle complaints —
settle

set out in our policy and on
our website.
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(settlegroup.org.uk)

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 out in

How we handle complaints —

Complaints relating to third
parties, such as contractors
acting on our behalf, are

>4 this Code. Residents must not be settle managed in line with our
expected to go through two complaints (settlegroup.org.uk) complaints policy and
processes. procedure by Settle.
Please see the section relating to :
Landlords are responsible for ensuring roles and responsibilities All complaints are handled
55 that any third parties handle complaints How we handle complaints — directly by Settle, even
in line with the Code. settle where a contractor is
== involved.
(settlegroup.org.uk)
We will acknowledge a
complaint within 5 working
Wh aint is | d at St ] days and seek clarification
en a complaint is logged at Stage o o of the reason for the
or escalated to Stage 2, landlords must This is detailed in our procedure complaint and the outcome
set out their understanding of the and prompts are included inour | - " G e it
. letter t lates t dent the resident is hoping for,
complaint and the outcomes the etler templates to residents. where this is unclear — we
5.6 resident is seeking. The Code will refer set out our understanding of

to this as “the complaint definition”. If
any aspect of the complaint is unclear,
the resident must be asked for
clarification.

Please see our complaints
procedure How we handle
complaints — settle
(settlegroup.org.uk)

this in our written
acknowledgement and
response letters.

Where we are unable to
contact a resident to
understand the desired
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outcome, the complaint
investigation will continue
based on the information
available to us.

When a complaint is acknowledged at
either stage, landlords must be clear
which aspects of the complaint they

This is set out in the section ‘our

complaints procedure’ of How we

Our customer resolution
team will always seek to

5.7 | are, and are not, responsible for and handle complaints — settle fully understand all aspects
clarify any areas where this is not (settlegroup.org.uk) of the re3|den_t S complaint
clear. through our triage process.

Our customer resolution
team act independently and
impartially. We are focussed
on putting things right,
At each stage of the complaints delivering fair outcomes and
process, complaint handlers must: learning from when things
a. deal with complaints on their go wrong.
merits, act independently, and
have an open mind; This is set out in the section on | We give every resident a
b. give the resident a fair chance to our website ‘roles and fair chance to set out their
5.8 set out their position; responsibilities’ How we handle | position when they raise a
c. take measures to address any complaints — settle complaint and consider all
actual or perceived conflict of (settlegroup.org.uk) relevant information and
interest; and evidence carefully.
d. consider all relevant information

and evidence carefully.

We take measures to
address any actual or
perceived conflict of
interest, in line with our
code of conduct.
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Where a response to a complaint will
fall outside the timescales set out in
this Code, the landlord must agree with

This is set out in the section ‘if
we need more time’ How we

We monitor all open
complaints daily through
real-time monitoring,

5.9 the r?Sident SL?itable intervals for. % ¢ " exp|aining and agreeing any
keeping them informed about their com:) aints — set i extension to timescales
complaint. (settlegroup.org.uk) where they're needed.

We have a reasonable :

adjustments policy available on | YVhen we receive a -

our website. The policy complalnt from a resident,
Landlords must make reasonable statement outlines what a we will check if there are
adjustments for residents where reasonable adjustment is and any reasonable adjustments
appropriate under the Equality Act when we will make them. that are required, and we
2010. Landlords must keep a record of will record this information —

510 | any reasonable adjustments agreed, as We provide information on our | 29reeing if itis just for the
well as a record of any disabilities a contact us page Contact us — complaln.t or.for all
resident has disclosed. Any agreed settle communication.
reasonable adjustments must be kept lcattle
ol 05 ek | we e o

: disclosed disabilities on our

for a reasonable adjustment on housing management

our support page Reasonable system.

adjustments - Settle

Please. see the section on We comply with section 2 of
Landlords must not refuse to escalate a Exclusions _ the Code and will always
complaint through all stages of the How we handle complaints — look at the individual
complaints procedure unless it has settle circumstances of each

511 | valid reasons to do so. Landlords must (settlegroup.org.uk) complaint. Where we feel

clearly set out these reasons, and they
must comply with the provisions set out
in section 2 of this Code.

Our complaints policy invites
residents to escalate complaints
if they are unhappy with the
response

there is a valid reason to
exclude a complaint, we
would explain this to the
resident and provide the
contact details for the
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on page 7, section titled
“Complaints procedure”.

Housing Ombudsman
Service.

A full record must be kept of the
complaint, and the outcomes at each
stage. This must include the original
complaint and the date received, all
correspondence with the resident,

This information is recorded in

Complaints are recoded in
our Housing Management
system which captures the

5.12 . : our Housing Management stage, dates logged and
correspondence with other parties, and system resolved, correspondence
any relevant supporting documentation relating t,o the complaint
such as reports or surveys. outcome, and actions. ’

Please see the section for the

Housing Ombudsman Service
Landlords must have processes in How we handle complaints — ) )
place to ensure a complaint can be settle We will always aim to
remedied at any stage of its complaints (settlegroup.org.uk) resolve a complaint as early

513 | process. Landlords must ensure as po§.3|ble and a_tl)pg?prlflte
appropriate remedies can be provided Our complaints policy also [)eoThestlzseasr?)?t\;]ael able a
at_ any stage of the complalqts process highlights this on pages 6 & 7 : 'gt q
without the need for escalation. under complaints procedure.

the heading “The Housing

Ombudsman Service”.
Landlords must have policies and We W|Illalways try to resolve
procedures in place for managing o issues informally where
unacceptable behaviour from residents Here is a link to our . possible, assessing any
and/or their representatives. Landlords unr_easo_nat_)le behaviour policy reasonable adjustments we

5.14 which highlights examples of may need to make, for

must be able to evidence reasons for
putting any restrictions in place and
must keep restrictions under regular
review.

unreasonable behaviour on page
2.

example changes we can
put in place to make it
easier to access our
services. Where it becomes
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appropriate to take formal
action, we will write to the
resident explaining the
reasons for this and when
this action will be reviewed.

5.15

Any restrictions placed on contact due
to unacceptable behaviour must be
proportionate and demonstrate regard
for the provisions of the Equality Act
2010.

Here is a link to our
unreasonable behaviour policy.
The Policy statement on page 2
explains when/why we will place
restrictions.

We take a resident and
colleague centred approach
and carry out a
proportionality assessment
before any restrictions are
put in place. We will always
explain why the restriction
has been put in place and
when it will be reviewed.

18


https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Unreasonable-behaviour-policy-2024_.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Unreasonable-behaviour-policy-2024_.pdf
https://www.settlegroup.org.uk/wp-content/uploads/2024/04/Unreasonable-behaviour-policy-2024_.pdf

Section 6: Complaints Stages

Last reviewed September 2025

Stage 1
prg\(/)igieon Code requirement $§Sm/p,|\ly6 Evidence Commentary / explanation
How we handle complaints —
Landlords must have processes in settle _ We aim to contact residents
place to consider which complaints can (settlegroup.org.uk) the section | \upin 5 working days to
be responded to as early as possible, our complaints procedure . discuss their complaint and
and which require further investigation. explains these steps and the aim |\ \ve can put things right.
Landlords must consider factors such to resolve cases as soon as Where there’s a
6.1 as the complexity of the complaint and possible. straightforward answer, we'll
whether the resident is vulnerable or at _ . look to agree a resolution
risk. Most Stage 1 Complaints can be Our complaints DO!ICV also . there and then. We refer to
resolved promptly, and an explanation, places an emphasis on dealing | g a5 complaint triage,
apolljogxt or resolution provided to the Vr;/]let]z r(:g;nopria;)zgelrlli ::Ijneerlilhe which allows us to respond
resident. i -
heading “Objectives’. to complaints appropriately.
This is explained in our
Complaints must be acknowledged, complaints procedure How we Our complaints procedure,
defined and logged at stage 1 of the handle complaints — settle website and complaints
6.2 complaints procedure within five (settlegroup.org.uk) and in our leaflet explain that we will
' working days of the complaint being complaints policy on page 7 acknowledge a complaint in
received. and in our complaints leaflet on writing within 5 working
- page 2. days.
6.3 Landlords must issue a full response to Ig:ip;?a?rﬁzlzlrgecigl]feulr-low we This is explained in our
' stage 1 complaints within 10 working h . - complaints procedure,
andle complaints — settle
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days of the complaint being
acknowledged.

(settlegroup.org.uk) and in our
complaints policy on page 7
and in our complaints leaflet on
page 2.

website & complaints
leaflet.

Landlords must decide whether an
extension to this timescale is needed
when considering the complexity of the
complaint and then inform the resident

How we handle complaints —
settle (settlegroup.org.uk) under
the section if we need more time

This is explained in our
complaints procedure,

6.4 of the expepted timescale for response. and in our complaints policy bsite & mint
Any extension must be no more than page 7 and Comp|aints leaflet website complaints
10 working days without good reason, page 2. leaflet.
and the reason(s) must be clearly
explained to the resident.
Where we agree an
extension to timeframe, we
o P th tion if will write to the resident and
When an organisation informs a ease see he section 1rwe provide details of the
resident about an extension to these need more time’ How we handle Housing Ombudsman
65 t|mesca|es, they must be prOVIded with Comi)lalnts — Settli Service_ Where we agree
the contact details of the Ombudsman. (Sett egroup.org.u ) actions’ such as repairS, we
will outline the commitments
and the dates we expect to
complete them by.
A complaint response must be provided We will provide a written
to the resident when the answer to the Please see the section ‘our response as soon as the
complaint is known, not when the complaint response will always complaint has been fully
outstanding actions required to address include’ How we handle investigated. All responses
6.6 detail any outstanding

the issue are completed. Outstanding
actions must still be tracked and
actioned promptly with appropriate
updates provided to the resident.

complaints
— settle (settlegroup.org.uk)

actions and details on who
will be over-seeing them
along with a timeframe, if
possible. All actions are
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recorded and monitored to
completion by the Customer
Resolution Team and
service area managers

Landlords must address all points
raised in the complaint definition and
provide clear reasons for any

Please see the section ‘our
complaint response will always
include’ How we handle

We aim to address each
element of a resident’s
complaint through gaining a
good understanding of the
complaint and the outcome

67 deCiSionS, referenCing the relevant Com9|aints the resident is Seeking’
policy, law and good practice where — settle (settlegroup.org.uk) referencing the relevant
appropriate. policy,

law and good practice
where appropriate
Where residents raise additional
complaints during the investigation, Where additional
these must be incorporated |nt0 the . information is provided we
stage 1 response if they are related P Iea_s_e see the SeC.tIOI’,l will always look to include
and the stage 1 response has not been additional information’ How we | yic i any open complaint

6.8 issued. Where the stage 1 response M_ investigation or open a
has been issued, the new issues are complaints — seftle further complaint where
unrelated to the issues already being (settlegroup.org.uk) appropriate. We will discuss
investigated or it would unreasonably the best option with the
delay the response, the new issues resident.
must be logged as a new complaint.

Landlords must confirm the following in Please see the section ‘our Wherever possible, we will
writing to the resident at the completion complaint response will always always look to discuss the

6.9 of stage 1 in clear, plain language: include’ How we handle outcome of the complaint

a. the complaint stage;
b. the complaint definition;
c. the decision on the complaint;

complaints
— settle (settlegroup.org.uk)

with the resident before
issuing a written response.
Our written responses
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d. the reasons for any decisions
made;

e. the details of any remedy offered
to put 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.

include the information set
out in this requirement.

Stage 2
Code . Comply: . ,
L Code requirement Evidence Commentary / explanation
provision Yes / No
If all or part of the complaint is not This is set outin our complaints When a resident contacts
. ) . . procedure How we handle )
resolved to the resident’s satisfaction at . us after their stage 1
. complaints — settle . )
6.10 stage 1, it must be progressed to stage complaint, we will always
; (settlegroup.org.uk) and our . I
2 of the landlord’s procedure. Stage 2 . > remind them of their rights
: s o complaints policy on page 7 and
is the landlord’s final response. - to escalate to stage 2.
our complaints leaflet on page 2.
We will acknowledge a
stage 2 complaint within 5
Requests for stage 2 must be This is set out in our complaints worklpg days.. Where
: there’s a straightforward
acknowledged, defined and logged at procedure How we handle )
: . answer, we’ll look to agree a
6.11 stage 2 of the complaints procedure complaints — settle .
A : resolution there and then.
within five working days of the (settlegroup.org.uk) ;
. ; i We refer to this as
escalation request being received. : . .
complaint triage, which
allows us to respond to
complaints appropriately.
6.12 Residents must not be required to This is set out in our complaints | It is always helpful to have
' explain their reasons for requesting a procedure How we handle any additional information a
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stage 2 consideration. Landlords are
expected to make reasonable efforts to
understand why a resident remains
unhappy as part of its stage 2
response.

complaints — settle
(settlegroup.org.uk)

resident may want to share
to help us resolve a
complaint and put things
right, however a resident
does not need to explain
their reason for requesting a
stage 2.

The person considering the complaint
at stage 2 must not be the same

This is set out in our complaints
procedure How we handle
complaints — settle

All stage 2 complaints are
reviewed by a member of
the Leadership Team,

6.13 person that considered the complaint at (settlegroup.org.uk) and our supported by the customer
stage 1. complaints policy on page 7and | resolution team.
complaints leaflet on page 2.
This is set out in our ,
) We will always respond to a
complaints procedure How we ,
. , . complaint as soon as
Landlords must issue a final response handle complaints — settle .
g - possible and carefully
6.14 to the stage 2 within 20 working days (settlegroup.org.uk) and our : :
: . . , monitor the time taken to
of the complaint being acknowledged. complaints policy on page . -
. issue our response in line
7 and complaints leaflet on page . : )
] with this requirement.
Landlords must decide whether an
extension to this timescale is needed This is set out in the section ‘if We will always do our best
when considering the complexity of the we need more time’ How we to respond to complaints as
complaint and then inform the resident handle quickly as possible. Where
6.15 of the expected timescale for response. complaints — settle an extension is needed, we
Any extension must be no more than (settlegroup.org.uk) and our will discuss this with the
20 working days without good reason, complaints policy on page 7 and | resident, explaining why we
and the reason(s) must be clearly complaints leaflet on page 2. need more time.
explained to the resident.
e This is set out in our complaints | Where we agree an
When an organisation informs a . .
6.16 procedure How we handle extension to timeframe, we

resident about an extension to these

complaints — settle

will write to the resident and
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timescales, they must be provided with
the contact details of the Ombudsman.

(settlegroup.org.uk) and our

complaints leaflet on page 2.

complaints policy on page 7 and

provide details of the
Housing Ombudsman
Service.

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

Please see the section ‘our

include’ How we handle

complaint response will always

We will provide a written
response as soon as the
complaint has been fully
investigated. Where we are

6.17 the issue are completed. Outstanding complaints agreeing act|c_>"ns, SIEJCh ‘ES
actions must still be tracked and — settle (settlegroup.org.uk) repairs, we wi outline the
. . ) commitments and the dates
actioned promptly with appropriate
: . we expect to complete them
updates provided to the resident. by
We aim to address each
element of a residents
: Please see the section ‘our complaint through gaining a
rL:igglioirrﬁhrzlisc;[rsggriifz:;iln?’:i)gtsan d pompla,int response will always good upderstanding of the
6.18 provide clear reasons for any decisions mclude. How we handle complamt an.d the o.utcome
. referencing the relevant policy, law and’ complaints the resident is seeking,
. i — settle (settlegroup.org.uk) referencing the relevant
good practice where appropriate. policy
law and good practice
where appropriate.
Landlords must confirm the following in Please see the section ‘our
writing to the resident at the completion complaint response will always Wherever possible, we will
of stage 2 in clear, plain language: include’ How we handle always look to discuss the
a. the complaint stage; complaints outcome of the complaint
6.19 b. the complaint definition; — settle (settlegroup.org.uk) with the resident before
' C. the decision on the complaint; issuing a written response.
d. the reasons for any decisions Our written responses
made; include the information set
e. the details of any remedy offered out in this requirement.

to put things right;
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f. details of any outstanding
actions; and
g. details of how to escalate the

matter to the Ombudsman
Service if the individual remains
dissatisfied.

6.20

Stage 2 is the landlord’s final response
and must involve all suitable staff
members needed to issue such a
response.

This is set out in our complaints
procedure How we handle
complaints — settle
(settlegroup.org.uk) and our
complaints policy on page 7 and

complaints leaflet on page 2.

All stage 2 complaints are
reviewed by a member of
the Leadership Team
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pr(g\(/)igieon Code requirement sgstn/plilyc; Evidence Commentary / explanation
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 Wel. am t? PUt things right,
have gone wrong: de |vefr a fair outcor_ne and
. Providing an explanation, This is set out in the section of learn form when things go
. _ e ) . o | wrong. A summary of
71 assistance or reasons; our website ‘putting things right learnings from complaints
' . Taking action if there has been How we handle complaints — can be found in the
delay; settle (settlegroup.org.uk) .
. , complaints performance
. Reconsidering or changing a o
decision: and service improvement
. Amending a record or adding a report.
correction or addendum;
. Providing a financial remedy;
. Changing policies, procedures or
practices.
We follow the guidance and best
B ey andn | Anyremecty wil be mace i
Any remedy offered must reflect the offering a remedv. this is line with our complaints and
7.2 impact on the resident as a result of 9 Y, compensation policies and

any fault identified.

reflected in our compensation
policy on page 2 under the
heading policy statement and
‘key principles’ on under the

procedures.
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heading ‘putting things right’ on
our website

The remedy offer must clearly set out
what will happen and by when, in
agreement with the resident where

This is set out in the section
‘putting things right’ and ‘our
complaint responses will always

All agreed actions are
logged and monitored
through our Housing

7.3 appropriate. Any remedy proposed include’ How we handle Management System and
must be followed through to complaints — settle through our internal
completion. (settlegroup.org.uk) procedures.

This is set out in the section We consider the quidance
Landlords must take account of the ‘putting things right’ and ‘our : gulde
. : . . provided by the Housing
guidance issued by the Ombudsman complaint responses will always ;
7.4 Ombudsman Service and

when deciding on appropriate
remedies.

include’ How we handle
complaints — settle
(settlegroup.org.uk)

use the learning resources
available.
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Section 8: Self-assessment, reporting and compliance

Last reviewed September 2025

prg\c/)icsj?on Code requirement \C(;eosi:n/plilyc; Evidence Commentary / explanation
Landlords must produce an annual Annual complaints
complaints performance and service performance and service
improvement report for scrutiny and reports are produced for
challenge, which must include: scrutiny.
a. the annual self-assessment
against.this Cod.e to ensure the.ir . We produce an annual self-
complaint handling policy remains in . h
line with its requirements. assessment agglnstt ©
b. a qualitative and quantitative COde_ (also published on our
analysis of the landlord’s complaint website).
handling performance. This must also o
include a summary of the types of We ptf_f[)dtl_ice que:llte_\tlvef and
' uantitative analysis o
61 ;(():;nep;)lilnts the landlord has refused to This Cla.n be forl;nd on our gomplaint vqust,
C. any findings of non-compliance complaints performance page performance, themes and
with this Code by the Ombudsman; trends, HOS cases and
d. the service improvements made determinations, any finding

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.

of non-compliance, and
Exclusions.

Reports are shared with our
Voice of the Resident panel
and Board and published in
line with the requirements of
the Housing Ombudsman
Service.
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Last reviewed September 2025

We review annually and

publish by-30-June each

year.

The annual complaints performance
and service improvement report must
be reported to the landlord’s governing
body (or equivalent) and published on

This can be found on our
complaints performance page

The report was shared with
Settle’s Board and forms
part of our annual reporting
to Board.

8.2 the on the section of its website relating
to complaints. The governing body’s
response to the report must be
published alongside this.
Landlords must also carry out a self- This has not been applicable to We would do this if the need
8.3 assessment following a significant Settle during this reporting arose.
' restructure, merger and/or change in period.
procedures.
Landlords may be asked to review and N/A We would do this if the need
8.4 update the self-assessment following arose.
an Ombudsman investigation.
If a landlord is unable to comply with We would do this if the need We have updated our
the Code due to exceptional arose. incident management and
circumstances, such as a cyber business continuity
incident, they must inform the reporting to reflect this.
8.5 Ombudsman, provide information to

residents who may be affected, and
publish this on their website Landlords
must provide a timescale for returning
to compliance with the Code.
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Section 9: Scrutiny & oversight: continuous learning and improvement

Last reviewed September 2025

prg\c/)icsj?on Code requirement ggsrr}p’llyé Evidence Commentary / explanation
We review learnings from We also consider learnings
complaints alongside other from the Housing
resident feedback such as the Ombudsman ‘spotlight on’
tenant satisfaction measures and best practice reports
and transactional surveys to help | which are routinely shared
determine service with colleagues across
improvements. Settle to promote wider
learnings and service

These are regularly shared with | improvements.

Landlords must look beyond the our Voice of the Resident panel

circumstances of the individual and through Settle connect, our

9.1 complaint and consider whether service online resident engagement

improvements can be made as a result platform.

of any learning from the complaint. Get involved — settle
(settlegroup.org.uk) and
with all residents through
our regular service
updates. We share
improvements made
through our website
You said we did —
settle
(settlegroup.org.uk)

A positive complaint handling culture is Complaints are discussed at all Complaints and other

92 integral to the effectiveness with which levels throughout Settle. We resident feedback such as

landlords resolve disputes. Landlords
must use complaints as a source of

have a Quality Assurance
Framework, that sets the

the tenant satisfaction
measures, transactional
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Last reviewed September 2025

intelligence to identify issues and

introduce positive changes in service

delivery.

expectations at team level. We
have a tenant and resident
assurance panel that reviews
complaints and resident
feedback monthly and we report
to our voice of the resident
panel, Operational Committee
and Board on a regular basis.

surveys and feedback from
the big door knock allow us
to identify issues and
introduce positive change in
service delivery.

Regular complaint learning
meetings are held with
service area managers to
review themes, learnings
and service improvement
opportunities.

Accountability and transparency are
also integral to a positive complaint
handling culture. Landlords must report

We discuss all service
improvements with the Voice of
the

Resident Panel, Settle Connect
and through our Engagement
framework Get involved — settle
(settlegroup.org.uk) and

Wider learnings are shared
through our tenant and
resident assurance panel,
Operations Committee and
Board.

9.3 back on wider learning and ;
improvements from complaints to regular service updates.
stakeholders, such as residents’ We share improvements
panels, staff and relevant committees. made _
through our website
You said we did —
settle
(settlegroup.org.uk)
Landlords must appoint a suitably This is reflected in the ‘roles and | The Executive Director of
senior lead person as accountable for responsibilities’ section of the Customer Service is the
9.4 their complaint handling. This person website How we handle senior lead accountable for

must assess any themes or trends to

identify potential systemic issues,

complaints

complaint handling at settle.
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serious risks, or policies and
procedures that require revision.

— settle (settlegroup.org.uk)
Settle team responsibilities -
Settle

In addition to this a member of the
governing body (or equivalent) must be
appointed to have lead responsibility for
complaints to support a positive

This is reflected in the ‘roles and
responsibilities’ section of the
website How we handle

complaints
— settle (settlegroup.org.uk)

The Member Responsible
for Complaints (MRC) is a
member of the Board and
the Chair of the Operations
Committee. The MRC has
lead responsibility for

9.5 . . : ensuring the Board receives
complaint handling culture. This person > .
. regular information on
is referred to as the Member : .
) . . complaints that provides
Responsible for Complaints (‘the o .
: insight on settles complaint
MRC’). . L
handling performance in line
with the requirements of the
Complaint Handling Code.
The MRC will be responsible for This is reflected in the ‘roles and | We report complaints to the
ensuring the governing body receives responsibilities’ section of the Operations Committee and
regular information on complaints that website How we handle Board quarterly. The
96 provides insight on the landlord’s complaints member responsible for
' complaint handling performance. This — settle (settlegroup.org.uk) complaints meets regularly
person must have access to suitable with the senior lead for
information and staff to perform this role complaint handling at Settle.
and report on their findings.
As a minimum, the MRC and the Our reqular reporting to the The MRC meets regularly
governing body (or equivalent) must 9 porting with the Executive Director
o Operations Committee, Board :
receive: : . of Customer Service to
and the Voice of the Resident ) )
9.7 a. regular updates on the volume, review complaints

categories and outcomes of complaints,
alongside complaint handling
performance;

Panel details points a-d.
Examples of this information can
be seen in the Complaints

performance in detail before
reporting to the Operations
Committee and Board.
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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.

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.

All colleagues are expected to
resolve complaints promptly and
implement improvements based
on feedback and this set as a
business objective for all
colleagues at Settle.

Our values support our
culture of working
collaboratively and taking
responsibility when things
go wrong and colleagues
and our contractors are
regularly assessed against
these values.
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