
 

Tenant Panel Subgroups – Complaints & TSM’s Meeting 

3rd March 2026 

 
Connaught Room, Town Hall 

 

In Attendance 

Panel Members 

John Coles, Christian James & Madeline Pound 
TDC Staff 

 Tim R Clarke (Assistant Director Housing & Environment), Teresa Harding (Business Support 
Officer) & Loraine Pruden (Tenant Involvement Officer) 

 
Group Objectives   
 
The Tenant Panel Subgroups aim is to allow tenant representatives to scrutinise key areas 
of housing. The group reviews policies, procedures, data and case studies and aim to help 
develop our service and influence positive change. 
 

1. Welcome and introductions 
 
Tim welcomed all attendees and staff and explained the purpose of the meetings and the 
important and valued role that tenant panel representatives have. Tenant Panel members 
were reminded of their strategic role in shaping the development of the Council’s housing 
service along with encouragement for them to challenge outcomes and ask questions. 
 

2. Apologies for absence  
 
Apologies were received from Chris Gill 
 
Actions from Previous Meeting 
 
As this is the first meeting there are no actions from the previous meeting. 
 

3. What is a complaint?  
 
Teresa provided an explanation to the group about the distinction between a service request 
and a complaint. The group generally discussed this point and an understanding was 
developed. For example, a repair that hasn’t been done properly could be a complaint but up 
to that point it is usually a service request. Any continued dissatisfaction with a service the 
council has provided is a complaint 
Madeline stated that it could be that Tenants may interpret the word complaint differently. 
Could we put a post on the housing Facebook page? – i.e. I have a repair that needs doing 
but it is not a complaint. 
Tim agreed that we can review where we promote complaints and read out the relevant 
consumer standard and encouraged the group to consider whether the standard around 
access to making a complaint is being met. The group felt this it was.   
 
John highlighted that a reference number is not provided when reporting a repair. Tim 
agreed to follow this up to see if one usually is.     ACTION   
 
 
 



 

4. New joint Housing & Corporate Complaints Policy (Appendix 1- Corporate and 
housing complaints policy) 

 
Tim explained that we have joined the two policies which were introduced last September.  
Members were asked if they thought it was easy for tenants to make a complaint and is it 
accessible? Members were asked to think about this, possibly ask neighbours and feedback 
at the next meeting     ACTION 
 
 
Madeline – What are the ways complaints can be made? Can we write a letter? 
Teresa – yes, we accept letters the Corporate and housing complaints policy gives details 
on page 12 how a complaint can be made. The Housing Ombudsman no longer accept 
complaints by email.  The HOS now only accept complaints via their online form.  There is a 
telephone number available on their website for anyone who needs assistance. 
 

5. Types of Complaint and the appropriate Ombudsman 
 
Housing complaints are generally dealt with by the Housing Ombudsman. RTB is dealt with 
as a corporate complaint and fall under the Local Government Ombudsman. Tenancy issues 
and repairs, all fall under the Housing Ombudsman Service. Complaints from Freeholders 
about a TDC tenant would also fall under Local Government Ombudsman. Housing Register 
applications generally come under the LGO. 
We would be able to determine which ombudsman it would come under upon receipt and we 
would direct you within the complaint’s acknowledgement and response. How tenants can 
complain about a landlord is in the policy. What can tenants do if they are dissatisfied? 
Tendring District Council operate a two stage complaints process. If a complainant remains 
dissatisfied after a complaint has been investigated at Stage 2, they can escalate their 
complaint to the relevant ombudsman.  Is this clear to tenants? – This is detailed in the 
Corporate and Housing Complaints Policy and details of escalation are included within 
complaint responses. 
 
Madeline – what format is the policy available? 
Tim – at the moment it’s paper or online. 
Loraine - Perhaps we could do a small 2-page booklet that is just key areas with a small 
amount of text and maybe some pictures. 
Tim has suggested that one of the panel members feeds back to Tenant Panel with this 
suggestion.         ACTION 
 
Have we learnt from our mistakes with the complaints?  Members can help us to see if we 
are learning when we look at the examples. 
 

6. The Process for Complaints (including timescales, escalations etc) 
 
Teresa explained the process.  The complaints process would normally start with someone 
contacting TDC with a Service Request, be it a repair/tenancy issue etc.  If the person who 
raised, it is unhappy with the action we have taken they can then escalate to a Stage 1 
complaint. We have up to 5 working days to establish if it is a complaint and to issue an 
acknowledgement for a Stage 1 complaint. Once acknowledged, we have u to 10 working 
days to investigate, make any arrangements and issue a response.  Occasionally this is not 
possible, therefore, a Stage 1 complaint can be extended by up to a further 10 working days 
by the end of this you should receive a response if it is being upheld or not.  If it goes to 
Stage 2, we get up to 5 working days to issue an acknowledgement.  A Stage 2 complaint 
would be allocated to a different officer to who investigated the complaint at Stage 1. Once it 
has been acknowledged we have up to 20 working days to issue a response and where 
necessary can extend for the same.  Any contact you receive from us it will explain what the 

https://legacy.tendringdc.gov.uk/sites/default/files/documents/council/contacting%20the%20council/Corporate%20and%20Housing%20Complaints%20Policy.pdf
https://legacy.tendringdc.gov.uk/sites/default/files/documents/council/contacting%20the%20council/Corporate%20and%20Housing%20Complaints%20Policy.pdf
https://legacy.tendringdc.gov.uk/sites/default/files/documents/council/contacting%20the%20council/Corporate%20and%20Housing%20Complaints%20Policy.pdf


 

next steps are and how to escalate to the relevant Ombudsman.  There is more information 
on the website as well. 
 

7. Complaint Examples 
 
The group considered three examples with personal and contract details redacted 
 

1) First example (appendix 2) resolved at stage 1, so it didn’t need to go any further. Staff 
should be considerate on the phone – our staff have training on how to deal with difficult 
situations. This is a typical stage 1 complaint response. All agreed that the complaint was 
dealt with well and was explained properly. 

2) Second example (Appendix 3) resolved at stage 2 – this was not a property that met their 
needs however it was a needs must and part of the homelessness process.  Temporary 
tenancy. At stage two we concluded that we should offer them some compensation. All 
agreed that the complaint was well dealt with even though it went to stage 2. 

3) Third example (Appendix 4) Albeit this was a homelessness case it was an example of a 
complaint that went to an ombudsman service. This complaint went all the way to the 
ombudsman (LGSCO) who made the decision that we should apologise and pay the 
complainant £1000. We breached the 6-week rule of housing a homeless family in a B&B. 
All agreed with the outcome and understood the challenging position the Council finds itself 
in with homelessness cases and the fact that at that point in time, temporary accommodation 
for families was limited.  
 

8. Complaint Statistics – Number of complaints received for 2024-2025 Financial 
Year (appendix 5 – Annual Housing Complaints and Service Improvement Report)  

 
Teresa explained the annual report to the group and there was a general discussion about 
the complaints received at each stage. It was noted that we have less success at upholding 
complaints at stage 2. 
 

9. Any other business  
 
There was no other business raised 
 

10. Date of next meeting  
 
The next meeting is on 28th April @ 2pm 
 
Actions Log 
 

Meeting  Action Lead Status Note 

3/3/26 Is it easy to make a 
complaint and are the ways 
accessible 

All members In Progress  

3/3/26 Feedback to full Tenant 
Panel regarding complaints 
leaflet/handout 

All members In Progress  

3/3/26 Read through the Annual 
Housing Complaints and 
Service Improvement Report 
and provide feedback   

All members In Progress  

3/3/26 Reference number for 
Repairs when calling in 

Tim In Progress  

 


