Governing Body Response to the Annual Complaints Performance and Service
Improvement Report

At the Cabinet meeting on Friday 24 May 2024 the Portfolio Holder for Housing and
Planning presented the Annual Housing Complaints Performance and Service
Improvement Report for scrutiny and challenge, which included a self-assessment
carried out against the Housing Ombudsman’s Complaint Handling Code for 2023/24.
Following this the Leader of the Council read to Cabinet the Governing Body’s formal
response for approval. The approved response is set out below:

“We thank Councillor Baker for presenting this report to Cabinet today. We fully endorse
everything that he has said and warmly welcome the content of the report and its
recommendations.

As a Cabinet we recognise the importance of providing good quality housing and that
responding to complaints forms an important part of that service.

We fully support and adopt the Housing Ombudsman’s revised complaint handling code
and are committed to high quality complaint handling. It is important that we learn from
all complaints and provide a positive response.

We support Councillor Baker, as Housing Portfolio Holder, taking on responsibility for
Housing complaints and he will ensure that we as a Cabinet receive regular information
and updates on complaints, in particular, what they tell us about our housing service,
what we have learnt from them and what we have done to put things right.

Itis notable that the number of complaints received has been increasing and that is
something that will be explored over the coming months to see what we can do better
as part of a programme of continuous improvement for our housing service.”



