


/council-information/contact-us/complaints
/sites/default/files/2024-03/������վ%20Borough%20Council%20complaints%20policy.pdf
/sites/default/files/2024-03/������վ%20Borough%20Council%20complaints%20policy.pdf
https://my.crawley.gov.uk/service/complaints?accept=yes&consentMessageIds%5b%5d=81
https://my.crawley.gov.uk/service/complaints?accept=yes&consentMessageIds%5b%5d=81
https://my.crawley.gov.uk/service/complaints?accept=yes&consentMessageIds%5b%5d=81


/council-information/contact-us/complaints
/council-information/contact-us/complaints
/council-information/contact-us/complaints


/council-information/access-information/data-protection-and-gdpr/data-protection-rights-request
/council-information/access-information/data-protection-and-gdpr/data-protection-rights-request
/council-information/access-information/data-protection-and-gdpr/data-protection-rights-request


   
 

   
 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
externally (e.g. Benefits 
tribunal, Planning inquiry and 
Penalty Charge Notices) 

¶ An attempt to reopen a 
previously concluded 
complaint or to have a 
complaint reconsidered 
where we have already given 
our final decision. 

¶ Services which are the 
responsibility of another 
organisation, e.g. highways, 
education and adult social care 
(West Sussex County Council), 
health matters (NHS), or local 
bus services (Metrobus). 

¶ Where we have taken 
legal action that we have 
a duty to perform, such as 
recovery of Council Tax or 
enforcement action.  

¶ A request for 
compensation only. 

¶ When there is a formal legal 
claim against the council or legal 
dispute. When the matter is 
being dealt with through our 
insurers. 

¶ Disagreement with a council 
policy or legislation decision that 
we are applying when delivering 
a service. 



   
 

   
 

Code provision Code requirement Comply: Yes / No Evidence 



   
 

   
 

Section 3: Accessibility and Awareness 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
3.1 Landlords must make it easy for residents 



   
 

   
 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 



   
 

   
 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
Ombudsman about their complaint. 

 

  



   
 

   
 

Section 4: Complaint Handling Staff  

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
4.1 Landlords must have a person or team 

assigned to take responsibility for 
complaint handling, including liaison with 
the Ombudsman and ensuring complaints 
are reported to the governing body (or 
equivalent). This Code will refer to that 
person or team as the ‘complaints office’. 
This role may be in addition to other 
duties.  

Yes 



   
 

   
 

feedback  
 

  



   
 

   
 

Section 5: The Complaint Handling Process 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
5.1 Landlords must have a single policy in 

place for dealing with complaints covered 
by this Code. Residents must not be 
treated differently if they complain.   

Yes Webpage  
Complaints | Crawley GOV 
 
Crawley Borough Councils 
Complaints Policy April 2024 
 

CBC Complaints Policy covers all 
complaints to the council 
 

5.2 The early and local resolution of issues 
between landlords and residents is key to 
effective complaint handling. It is not 
appropriate to have extra named stages 
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Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 



   
 

   
 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
consider the matter has been 
exhausted at Stage 1 and any further 
investigation would not change the 
outcome or decision. If this is the 
case, the decision to conclude the 
Council’s complaints process at 
Stage 1 will be taken by the relevant 
Head of Service. We will clearly 
state the reasons for not escalating 
the complaint and you will have the 
right to refer the matter to the Local 
Government and Social Care 
Ombudsman or Housing 
Ombudsman for their consideration 

5.12 A full record must be kept of the 



   
 

   
 





   
 

   
 

days of the complaint being 
acknowledged.    

Stage 1 complaints within 10 
working days of the complaint 
being acknowledged 

¶ the complaint response will be 
provided when the answer to 
the complaint is known, not 
when the outstanding actions 
required to address the issues 
are completed. Outstanding 
actions will be tracked and 
actioned promptly, with 
appropriate updates provided 

6.4  Landlords must decide whether an 
extension to this timescale is needed 
when considering the complexity of the 
complaint and then inform the resident of 
the expected timescale for response. Any 
extension must be no more than 10 





http://www.crawley.gov.uk/
http://www.housing-ombudsman.org.uk/


   
 

   
 

make reasonable efforts to understand 
why a resident remains unhappy as part of 
its stage 2 response.  

complainants are offered a personal 
phone contact to discuss further and 
unpick reasons for dissatisfaction.   

6.13  The person considering the complaint at 
stage 2 must not be the same person that 
considered the complaint at stage 1.   

 Yes  From Policy:  
Stage 2 complaints are conducted 
by the relevant head of service and 
is the final stage of our complaints 
process. This review will ensure that 
all matters raised in the original 
complaint have been fully and 
accurately addressed, and if not, to 
ensure that this is rectified.   

The Head of Crawley Homes 
investigates complaints at stage two. 
They do not investigate complaints at 
stage one, so that there is a clear 
involvement at stage 2 only  



   
 

   
 

working days and you will be 
provided with the details of the 
relevant Ombudsman. 

6.17 



   
 

   
 

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

 



   



   
 

   
 

through to completion. 
7.4 Landlords must take account of the 

guidance issued by the Ombudsman when 
deciding on appropriate remedies.   

Yes All complaint handlers have 
completed the Ombudsman 
complaint resolution online courses 
and follow guidance. 

 

 

Section 8: Self-assessment, reporting and compliance  

Code provision



   
 

   
 

Code provision Code requirement Comply: Yes / No Evidence Commentary / explanation 
8.2 The annual complaints performance and 

service improvement report must be 
reported to the landlord’s governing body 
(or equivalent) and published on the on 
the section of its website relating to 
complaints. The governing body’s 
response to the report must be published 
alongside this. 

No





   
 

   
 



   
 

   
 

approach towards resolving 
complaints, working with colleagues 
across teams and departments;  

b) take collective responsibility for any 
shortfalls identified through 
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