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Summary of changes

Full rework of the 2025 Complaints Policy following targeted feedback from the Housing
Ombudsman, including clearer alignment with the Housing Ombudsman’s Complaint
Handling Code and the updated governance and regulatory framework.

Language and tone revised throughout to make the policy clearer, more tenant-facing and
easier to follow, including removal of outdated wording such as “pre-complaint” and
stronger use of plain English.

Structure and governance improved through a new front cover, contents page, numbered
sections, policy owner and approval information, RSH standard reference, responsibilities
and review section, and policy history table.

Aims and scope expanded to clarify who can complain and who the policy applies to,
including tenants, former tenants, applicants, representatives, staff, contractors, managing
agents and anyone acting on Muircroft’s behalf.

Complaint definition and service request wording clarified to reflect the Ombudsman
definition.

Stage 1 and Stage 2 processes substantially expanded, including acknowledgement
requirements, complaint definition agreement, responsibility clarification, investigation
standards, response timescales, extension requirements, escalation rights, handling of new
issues and issuing responses before remedial actions are fully completed.

Exclusions rewritten and simplified, including clearer rules on time limits, repeat complaints,
legal proceedings, former tenants, refusal to accept or escalate a complaint, survey
feedback, anonymous complaints and anti-social behaviour matters.

Complaint routes updated to set out accepted complaint channels, update contact details,
explain how online dissatisfaction will be signposted, and clarify how group complaints or
petitions will be handled.

New alignment to risk appetite section added to link the policy to Muircroft’s strategic
objectives, control framework and risk escalation arrangements.

Putting things right section retained and strengthened by linking remedies to upheld
complaints, impact on the complainant, outstanding action tracking and wider service
learning.

Housing Ombudsman section updated to reflect current routes for advice, escalation where
timescales are missed or complaints are refused, referral after Stage 2, and current
Ombudsman contact details.

Monitoring, reporting and oversight strengthened by bringing together learning from
complaints, annual performance reporting, publication requirements, annual self-
assessment, MRC oversight and tenant feedback after complaints close.

New Data Protection & Security section added, covering UK GDPR, the Data Protection Act
2018, secure complaint records, confidentiality, information sharing, subject access rights
and retention requirements.

Equality and accessibility strengthened, including compliance with the Equality Act 2010,
reasonable adjustments, disclosed support needs, accessible communication, translation,
interpretation, alternative formats and an Equality Impact Assessment statement.

New supporting sections added for mutual respect, tenant consultation, related Muircroft
policies, relevant regulations and legislation, and responsibilities and review.

New Heat Networks appendix added to explain how heat network complaints are handled,
including Energy Ombudsman escalation, deadlock letters and Energy Ombudsman contact
details.
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Aims & scope of the policy

In this policy, ‘Muircroft’ refers to Muircroft Housing Association Limited Registered under
the Co-operative and Community Benefit Societies Act 2014 Number:19876R

This policy applies to all Muircroft Housing Association Limited tenants, applicants for
housing, and anyone who comes into contact with Muircroft services. Muircroft will
accept complaints from all registered tenants of properties owned or managed by
Muircroft.

This policy applies to Muircroft staff, contractors, managing agents, and anyone acting on
Muircroft’s behalf.

Tenants are entitled to make a complaint through a representative, and to be
represented or accompanied at any meeting with Muircroft. Muircroft will accept
complaints raised on a tenant’s behalf where written consent has been provided.
Where correspondence is received on behalf of a customer from a Councillor, MP, or
advocacy service, consent will be assumed.

Neighbours and other members of the public will not be able to use the complaints
procedure, but we will respond to correspondence as a socially responsible
organisation.

The policy aims to:

2.6.1 Provide afair and accessible complaints process that ensures Muircroft
delivers aresponsible and accountable service.

2.6.2 Ensure Muircroft learns from any failings and continually improves its services.

2.6.3 Promote the Housing Ombudsman Service, comply with the Housing
Ombudsman Service Complaint Handling Code and comply with the
Regulator of Social Housing Transparency, Influence and Accountability
Standard

2.6.4 Comply with UK GDPR and the Data Protection Act 2018.

Muircroft will consider complaints relating to building safety in line with this policy and any
specific statutory requirements that apply.

This policy also applies to complaints in relation to Heat Networks — see appendix.

Policy statement

Muircroft uses the Housing Ombudsman’s definition of a complaint as follows:

“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 tenant or group of tenants”.

Whenever you express dissatisfaction, including when you do not use the word “complaint”,
we will give you the option to make a complaint.

Muircroft recognises the difference between a service request and a complaint. A service
request is a request from a tenant requiring action to be taken to put something right. Service
requests will be logged, actioned, and reviewed. If we cannot resolve a service request within
5 working days, or the tenant expresses dissatisfaction with our handling of the service
request, we will give them the choice to raise a Stage 1 complaint. We will not stop our
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efforts to resolve the service request if a complaint is made.

If your complaint is about the behaviour of an individual member of staff, we will ensure that
this person does not make the decision on the outcome of your complaint.

Complaints will be handled by appropriately trained Muircroft staff. Staff handling
complaints will receive training and support to ensure they:

e Deal with complaints on their merits in a competent, empathetic and efficient manner.

e Act independently, have an open mind, and consider all information and evidence
carefully.

e Take measures to address any actual or perceived conflict of interest.

e Keep the complaint confidential as far as possible.

e Have access to staff at all levels to facilitate quick resolution of complaints.

e Have the authority and autonomy to resolve disputes quickly and fairly at all stages of
the process.

e Manage expectations from the outset.

e Keep clearrecords of all communications.

Muircroft will publicise the details of this Complaints Policy, including information about the
Housing Ombudsman Service and the Complaint Handling Code, on its website and through
appropriate tenant communication channels.

Muircroft will consider tenant’s request to make this Complaints Policy available in an
accessible format.

Alignment to Risk Appetite

This policy supports achievement of Muircroft’s strategic objectives and forms part of its
control framework for managing risk. The policy is alighed with the Board's Risk Appetite
Statement and is designed to ensure risks within its scope are identified, managed,
monitored, and reported appropriately. Any significant breaches, emerging risks, or control
weaknesses identified through operation of this policy will be escalated in accordance with
Muircroft’s Risk Management Framework.

When we will not consider a complaint

Each complaint will be considered on its own merits and there may be times when Muircroft
will not consider a complaint. Muircroft may not consider a complaint at Stage 1 if:

° The event occurred (or you became aware of the event) more than twelve months
before the date you raised the complaint. We will apply discretion to accept
complaints outside this time limit where there are good reasons to do so. This
constraint does not apply to complaints involving safeguarding or health and safety

issues.
. The complaint has been considered previously.
° Muircroft may not consider a complaint at Stage 1, or may decline to escalate a

complaint to Stage 2, where the issue is, or has been, subject to the issuing of legal
proceedings. This is defined as details of the claim, such as the Claim Form and
Particulars of Claim, having been filed at court.
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Muircroft will accept complaints from former tenants where the issue occurred when they
were a Muircroft tenant, subject to the same restrictions set out above.

If Muircroft refuses to consider or escalate a complaint, we will explain why the matter is not
suitable for the complaints process in writing and inform the tenant of their right to take the
complaint to the Housing Ombudsman.

Complaints about other tenants undertaking anti-social behaviour are not treated as
complaints under this policy. They are handled in accordance with Muircroft’s ASB
Nuisance, Harassment and Antisocial Behaviour 2023.docx. However, if a tenant is unhappy
with the way we have dealt with reports of anti-social behaviour, they can raise a complaint
about that under this policy.

Muircroft will gather feedback from tenants and service users through surveys to support
learning and service improvement. We will review dissatisfied responses to surveys, but they
will not be considered complaints under this policy. We will include information on how to
make a complaint whenever we ask for tenant feedback.

Muircroft will normally only accept complaints where the complainant can be identified. We
require sufficient information to verify that an individual has been affected by the matter
complained of, and to enable us to communicate the outcome of our investigation.
Anonymous complaints will not normally be investigated under this policy, although
Muircroft may consider information provided anonymously where there are concerns relating
to health and safety, safeguarding, fraud, or other significant risks.

How To Make a Complaint
A complaint can be made to any Muircroft staff member. It can be made by:
° Telephone: 023 8084 9481

° Email: complaints@muircroft.co.uk

° Letter: Complaints, Muircroft Housing Association Limited, Muir House, Beaulieu
Road, Dibden Purlieu, Southampton, SO45 4NY

] Via suggestion boxes at the schemes which are checked weekly

We are unable to accept complaints through other channels, including social media and
online reviews. Wherever possible, if we see that someone has expressed dissatisfaction
about Muircroft online, we will direct them to our complaints process and encourage them to
raise a complaint.

If you would like to make a complaint as a group of tenants from separate households, we
will ask you to identify a lead complainant to be our point of contact, and we will ask for
evidence of consent from all complainants. We will assess if the complaintis best handled as
a group complaint, or ifitwill be more effective to address your complaints individually.

Stages of Complaints

This Complaints Policy hastwo stages. If a tenant is not satisfied with the resolution at Stage 1,
they can escalate it to Stage 2. If they are dissatisfied with our final response at Stage 2, they
can take their complaint to the Housing Ombudsman or if the complaint is in relation to Heat
Networks, to the Energy Ombudsman, details of this can be found in the Appendix.
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Stage 1 - Investigation

The complaint will normally be investigated at Stage 1 by an appropriate Muircroft complaint
handler. We will log the complaint and contact the tenant within 5 working days of receiving
it, providing a written acknowledgement that sets out:

o The details of the complaint (the Complaint Definition)

. Our understanding of the complaint and any clarification questions or additional
information required to effectively investigate or respond.

L The outcomes we believe the complainant requires, covering off each point of the
complaint being sought.

o If any aspect is unclear, we will ask for clarification and ensure the tenant agrees with
how we have defined the complaint.

J and which aspects of the complaint we are, and are not, responsible for.

The complaint handler will complete a fair, impartial, and thorough investigation, including
making enquiries with involved parties and reviewing communications and records,
including older reports where the problem is recurring. We will keep the tenant regularly
updated about the progress of the investigation.

You will nhormally receive a full response within 10 working days of your complaint being
acknowledged. If the complaint is complex, we may need a further 10 working days to issue
our response. We will not extend the timeframe any further than this without good reason.

Whenever we need more time to respond than the initial 10 working days from your
complaint being acknowledged, we will always tell you, explain the reasons and tell you how
to contact the Ombudsman to challenge this extension. If we have been unable to give you a
full response within 10 working days of acknowledging your complaint, we will keep you
updated about the progress of your complaint atregular intervals which we will agree with you.

If you raise additional related complaints during the investigation, we will incorporate these
into our Stage 1 response. If this would unreasonably delay our response, or if the new issues
are unrelated to the issues already being investigated, we will log your additional complaints
as new Stage 1 complaints.

Where a complaint is made by phone or in person and the member of staff is able to resolve
the issue to the tenant’s satisfaction at the first point of contact, they will do so with the
tenant’s agreement. The complaint will still be logged, and a formal Stage 1 response will be
issued within 5 working days.

When issuing a formal Stage 1 response letter, we will ensure we address all points raised in
your complaint, as set out in the agreed definition of your complaint. We will also provide clear
reasons for any decisions, referencing relevant polices, law, or good practice, wherever
appropriate. Once you’ve received the formal Stage 1 response letter, if you are unsatisfied
with the outcome of your complaint, you have a right to escalate your complaint to Stage 2.
This applies to complaints handled at the first point of contact, as well as for complaints
handled by the Complaints team.

We will issue our formal Stage 1 response letter as soon as the answer to the complaint is
known, not when the outstanding actions required to address the issue are completed.
Outstanding actions will be tracked and actioned promptly, and we will keep you updated
aboutthe progress ofthese actions until they are completed.
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Stage 2 - Review

If a tenant is not happy with the response to all or part of their complaint at Stage 1, they can
escalate all or part of the complaint to Stage 2. Stage 2 is a review of how the complaint was
handled at Stage 1 and will not be handled by the same person who handled the complaint at
Stage 1. The tenant has 20 working days from receipt of the Stage 1 response to escalate the
complaint. Muircroft will consider applying discretion where requests are received after 30
calendar days.

It is helpful if you tell us why you are not satisfied with our Stage 1 response, and what
outcomes you want from this Stage 2 review, but you do not need to. Stage 2 complaints are
acknowledged, defined and logged within 5 working days of the escalation request being received. A
written acknowledgment will be provided that sets out our understanding of issues
outstanding and the outcomes you are seeking from the Stage 2 review, and which aspects of
the complaint we are, and are not, responsible for. If any aspect of your complaintis unclear,
we will contact you to ask for clarification and make sure you agree with how we have defined
your complaint and reasons for escalation.

If we decline to escalate your complaint to Stage 2 under the exclusions set out in this Policy,
we will provide you with a written explanation of our reasons and inform you of your right to
take your complaint directly to the Ombudsman. Where the exclusions do not apply, we will
always acceptyour request to escalate your complaint to Stage 2.

As Stage 2 is a review and not a new investigation, if your request for a Stage 2 review
includes new information not provided at Stage 1, we will address this as a new Stage 1
complaint.

You will normally receive a full response to your Stage 2 complaint within 20 working days of
your escalation request being acknowledged. If the complaint is complex, we may need a
further 10 working days to issue our response.

Whenever we need more time to respond than the initial 20 working days from your
complaint being acknowledged, we will always tell you, explain the reasons and tell you how
to contact the Ombudsman to challenge this extension. If we have been unable to give you a
full response within 20 working days of acknowledging your complaint, we will keep you
updated about the progress of your complaint at regular intervals which we will agree with you.

The outcome of a Stage 2 review will be to uphold, partially uphold, or overturn the Stage 1
response. Where appropriate, we may offer different or additionalremedies at Stage 2. We will
issue our formal Stage 2 response letter as soon as the answer to the complaint is known, not
when the outstanding actions required to address the issue are completed. Outstanding
actions will be tracked and actioned promptly, and we will keep you updated about the
progress of these actions until they are completed.

When issuing a formal Stage 2 response letter, we will ensure we address all points raised in
your complaint, as set out in the agreed definition of your complaint. We will also provide clear
reasons for any decisions, referencing relevant polices, law, or good practice, wherever
appropriate.

Where a complaint is acknowledged at either Stage 1 or Stage 2, Muircroft will confirm which
aspects of the complaint we are, and are not, responsible for and clarify any areas where this
is not clear.
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Putting things right

Our complaints process aims to enable you to be heard and understood. You will be given a
fair chance to set out your position. Where your complaint is upheld, at any stage, we will
take action to put things right. This may include:

° Acknowledging where things have gone wrong

° Providing an explanation, assistance, or reasons

] Apologising

] Taking action if there has been a delay

° Reconsidering or changing a decision

° Amending a record or adding a correction or addendum
° Providing a financial remedy

o Changing policies, procedures or practices

Any remedy offered will reflect the impact on you as a result of any faults identified. We will
also look beyond the circumstances of the individual complaint and consider whether service
improvements can be made as aresult of any learning from the complaint.

The Housing Ombudsman Service

You can seek advice and guidance from the Housing Ombudsman Service at any stage of
yourcomplaint. This serviceis completelyindependent of Muircroft and is free to tenants.

If we fail to acknowledge or respond to your complaint within the timeframes in this policy,
you can raise this with the Ombudsman. If Muircroft refuses to accept or escalate your
complaint you have a right to raise this with the Ombudsman via their online complaints form:
https://www.housing-ombudsman.org.uk/residents/bring-your-complaint-to-the-housing-
ombudsman/

If you are dissatisfied with our Stage 2 response, you may take the case to the Housing
Ombudsman Service. You will need to raise this with the Ombudsman within a year of our
Stage 2 response.

The address of the Ombudsman is: Housing Ombudsman Service, PO Box 1484, Unit D,
Preston, PR2 OET. Telephone No: 0300 111 3000, Website: https://www.housing-
ombudsman.org.uk/

Expectation of Mutual Respect

Muircroft expects all complaints to be handled with mutual respect and reasonable
behaviour. Harassment, verbal abuse, aggression and violence are unacceptable and will be
managed in line with Muircroft’s relevant policy for unacceptable behaviour.

Monitoring & Learning from Complaints

Muircroft will use complaints as a source of intelligence to identify issues and introduce

Page 9 of 13


https://www.housing-ombudsman.org.uk/residents/bring-your-complaint-to-the-housing-ombudsman/
https://www.housing-ombudsman.org.uk/residents/bring-your-complaint-to-the-housing-ombudsman/
https://www.housing-ombudsman.org.uk/
https://www.housing-ombudsman.org.uk/

11.6

12.

12.1

12.2

12.3

MuirCroft

Housing Association Lid
positive changes in service delivery.

Muircroft has a Member Responsible for Complaints (the MRC) appointed by the Board of
Management (BoM) who has lead responsibility for complaints to support a positive
complaint handling culture. The MRC is not involved in any operational handling of
complaints in order to remain impartial. The MRC is responsible for ensuring the People
Committee and the BoM receive regular information on complaints that provides insight on
Muircroft’s complaint handling performance. The MRC has access to suitable information,
data and team insights in order to perform this role and report on their findings.

As part of Muircroft’s annual performance review by our MRC feedback may be required
following the closure of a complaint to assess satisfaction with how the complaint was
handled. Responses will be used to improve the complaints process.

Muircroft will be transparent and accountable in learning from complaints. Muircroft will
produce an annual complaints performance and service improvement report for its
governing body and tenants, and will publish relevant information in line with regulatory
requirements. Our current reports can be found on the Complaints page of our website:
How to make a complaint

Muircroft will complete an annual self-assessment against the Housing Ombudsman’s
Complaint Handling Code and publish the outcome in line with The Code and relevant
regulatory requirements.

Muircroft will review this policy every three years, with additional reviews following any
changes to relevant legislation, regulation, guidance, or internal processes.

Data Protection & Security

Muircroft Housing Association is committed to protecting the privacy and security of
personal information provided during the complaints process.

We will process personal data in accordance with the UK General Data Protection
Regulation (UK GDPR), the Data Protection Act 2018 and our Data Protection Policy.
Information collected as part of a complaint will only be used for the purposes of
investigating, responding to and resolving the complaint, and for learning and service
improvement purposes where appropriate.

Access to complaint records will be restricted to those employees, Board Members,
contractors or advisers who need the information to carry out their duties. Complaint
information will be stored securely and handled confidentially. Personal information will not
be shared with third parties unless:

. We have the individual's consent;
. It is necessary to investigate or resolve the complaint;
. We are required to do so by law; or
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. We are required to provide information to a regulator, ombudsman or other authorised
body.

Complainants have the right to access their personal data, request corrections to inaccurate
information, and exercise other rights available under data protection legislation. Requests
relating to personal data will be handled in accordance with our Subject Access Request
(SAR) Policy.

Complaint records will be retained and disposed of in line with Muircroft's Data Retention
Policy and data security requirements.

Equality & Diversity

Muircroft will comply with the Equality Act 2010 and after assessment and tenant
engagement will make reasonable adjustments to its policy and processes in line with the
Act.

Staff handling complaints will receive appropriate training and support to manage
complaints fairly and accessibly.

Muircroft will keep a secure record of any disabilities or support needs a tenant has
disclosed and any reasonable adjustments agreed. These will be kept under active review.

Muircroft will communicate clearly and accessibly, and will provide translation,
interpretation, or alternative formats where appropriate.

Equality Impact Assessment Statement

A Stage 1 Equality Impact Assessment screening has been completed. No adverse equality
impacts or barriers were identified, and a full Equality Impact Assessment was not required.

Tenant Consultation

Muircroft will consult tenants on this policy where appropriate and will take
tenants’ views into account when reviewing complaint handling arrangements.

Related Muircroft Policies

° ASB Nuisance, Harassment and Antisocial Behaviour Policy
. Compensation Policy

. Managing Unacceptable Behaviour Policy

o Data Protection Policy

Relevant Regulations & Legislation

° Equality Act 2010

. Housing Ombudsman’s Complaint Handling Code

° The Regulator for Social Housing Consumer Standards
. Data Protection Act 2018

° UK General Data Protection Regulation (UK GDPR)

° ofgem
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° Energy Ombudsman

18. Responsibilities and Review

18.1 Overallresponsibility for this policy lies with the Chief Executive Officer. All staff are required
to familiarise themselves with the wording and obligations listed under this policy.

18.2 This policy was approved and adopted by the People Committee and noted by the Board of
Management and is effective from the approval date shown. Signed copies of board minutes
evidencing approval are retained by the Association.

Title Version | Approved By Approval Review
Date Date

Complaints 1 People Committee | 14 September September

Policy 2026 2026 2029

19. References and Sources Used
e Housing Ombudsman Service - Guidance notes for landlords
e Housing Ombudsman Service - Complaint Handing Code
e Hexagon Housing Association Ltd complaints policy — used as a reference document
during policy development
e National Housing Federation guidance on complaints handling
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Appendix
1. Heat Networks

a. Allcomplaints should follow the stages outlined within this policy.

b. If your complaint relates to a communal heat network, you have the right to escalate it to
Energy Ombudsman if eight weeks have passed since you first reported the issue to us. This
serviceiscompletelyindependent of Muircroft and is free to tenants. This only applies where:

i. You are a heat network customer receiving heating, hot water, or cooling through a
shared, central system rather than your own individual boiler, and
ii. You became aware of the issue on or after 1 April 2025.
c. Insome cases, we may issue you with a ‘deadlock letter’ saying you can contact the Energy

Ombudsman earlier. We’ll include their contact details in the letter. You must escalate your
dispute within 12 months of receiving the letter. You can contact them via their
website (www.energyombudsman.org) or use their contact details below:

Energy Ombudsman

PO Box 966

Warrington

WA4 9DF

Telephone: 0330 440 1624

Email: enquiry@energyombudsman.org.uk
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