Mansfield District Council
Tenant Assurance Panel
Complaints Assurance Pack
Assessing assurance against complaints handling in line with the Transparency, Influence and Accountability Consumer Standard
	Meeting
	Tenant Assurance Panel: Complaints assurance focus

	Purpose
	To enable tenant members to review, challenge and provide assurance on complaint handling arrangements.

	Core assurance question
	Can TAP be reasonably assured that complaints are handled fairly and effectively, and that learning is used to improve services?

	Lead evidence sources
	Complaints Assurance Report; Complaints assurance docs; TAP Terms of Reference.

	Prepared for
	Next TAP meeting


Pack contents: meeting plan, evidence checklist, challenge questions, scoring matrix, assurance statement template and action log.


1. Purpose and assurance scope
This pack is designed to help the Tenant Assurance Panel make a clear, evidence-based judgement on complaints assurance. It avoids individual complaint case review and focuses on strategic performance, tenant experience, learning, fairness and oversight.
The panel role is to provide independent assurance and challenge on Mansfield District Council landlord services, including performance against Consumer Standards, tenant experience and complaints. The TAP remit is strategic oversight rather than resolving individual tenancy or complaint issues.
	Recommended assurance question: Can TAP be reasonably assured that complaints are handled fairly and effectively, and that tenant feedback and complaint learning are used to improve services?



2. What the panel should assess
	Assurance area
	Panel test

	Policy and accessibility
	Is the complaints process clear, accessible and aligned to the Housing Ombudsman Complaint Handling Code?

	Performance and compliance
	Are complaints handled within expected timescales, and are volumes, escalations and Ombudsman cases understood?

	Tenant experience
	Do tenants feel complaints are handled fairly, effectively and respectfully?

	Themes and root causes
	Does MDC understand why complaints happen and why issues escalate?

	Learning, action and impact
	Is there evidence that complaints lead to practical service improvements?

	Equality, access and fairness
	Is complaint access and outcome monitoring being used to identify possible barriers or differential outcomes?

	Oversight and assurance
	Are QA checks, audits, reporting, scrutiny and governance arrangements robust enough to support assurance?


3. Current evidence position from MDC material
The following points are drawn from the supplied MDC assurance material and should be used as starting evidence for panel challenge. They should be checked against the latest live data before the meeting if any figures have changed.
	Evidence theme
	Current evidence noted
	Suggested TAP focus

	Policy and Code
	Complaints Policy last reviewed in 2025, next review 2027; Housing Ombudsman Complaint Handling Code self-assessment recorded as fully compliant.
	Test accessibility and plain English, not just compliance status.

	Overall assurance
	Overall compliance rating recorded as Amber in Q3 and Q4. Officer assurance states arrangements align with the TIA Standard and a solid framework is in place.
	Probe whether Amber remains appropriate and what would move it to Green.

	Performance
	Stage 1: 295 received cumulatively; 87.80% within Code timescales cumulatively, with Q4 at 99%. Stage 2: 24 received cumulatively; 70% within Code timescales cumulatively, with Q4 at 100%.
	Explore sustainability and reasons for weaker cumulative Stage 2 performance.

	Ombudsman
	One Housing Ombudsman case recorded in Q3 and none in Q4; orders completed within timescale shown as 100%.
	Check learning from the Ombudsman case and whether learning is embedded.

	Tenant experience
	TSM satisfaction with complaint handling rose to 41.49% in Q4. Transactional survey indicators also improved in Q4, including handling, ease, time taken, updates and whether the complaint was fully addressed.
	Challenge whether satisfaction remains low despite improvement and what tenants say still needs to change.

	Themes
	Text analysis identified perceived unprofessionalism and accountability issues, delays and inefficiencies, and poor communication and responsiveness.
	Ask whether action plans directly address these root causes.

	Escalation causes
	Stage 2 escalation themes include issue not resolved at Stage 1, poor or absent communications, excessive delays, distrust, and perceived unfair or inadequate outcome.
	Focus on resolving the root issue at Stage 1.

	Equality and access
	Analysis notes under-representation and possible underreporting by some tenant groups, including minority ethnic residents submitting proportionally fewer complaints than expected.
	Ask what will be done to improve confidence and access.

	Data assurance
	Management checks and data quality checks are recorded; internal audit not yet completed; tenant scrutiny not yet recorded in the assurance table.
	Confirm whether current evidence is enough for reliance and what further assurance is needed.

	Learning actions
	Outstanding and overdue learning actions were recorded, including three outstanding and 33% overdue in Q4.
	Check owner, due date, progress and impact for each action.


4. TAP meeting plan
	Item
	Purpose
	What TAP should do
	Output

	1. Scope and role
	Confirm strategic assurance remit and avoid individual case review.
	Agree the core assurance question and scoring method.
	Shared focus

	2. Officer summary
	Present current complaints performance, tenant experience, themes, equality analysis and learning actions.
	Listen for evidence, gaps and areas needing challenge.
	Evidence baseline

	3. Themed challenge
	Work through the seven assurance areas in this pack.
	Ask challenge questions and record evidence strength.
	Completed scoring sheet

	4. Assurance judgement
	Agree overall assurance rating.
	Decide Substantial, Moderate or Limited assurance, with rationale.
	Draft assurance statement

	5. Recommendations
	Agree priority recommendations and evidence requests.
	Confirm owners and response route.
	Action log


5. Evidence checklist for officers
Officers should provide the panel with enough evidence to triangulate facts, tenant experience and learning. The following checklist can be used to confirm whether the pack is complete.
	Evidence required
	Why it matters
	Provided?
	Panel notes

	Complaints Policy and accessibility information
	Shows if tenants can understand and access the process.
	x☐ Yes  ☐ No
	Improve easy read version

	Housing Ombudsman Complaint Handling Code self-assessment
	Shows Code compliance evidence and any gaps.
	x☐ Yes  ☐ No
	External assurance via Housing Ombudsman with Policy

	Annual complaints performance report
	Shows volumes, timeliness, escalations, Ombudsman activity and trends.
	x☐ Yes  ☐ No
	Clear performance report.

	Stage 1 and Stage 2 KPI detail
	Shows whether timescales and escalation processes are working.
	x☐ Yes  ☐ No
	Noted continued improvement

	Tenant Satisfaction Measure and transactional survey results
	Shows tenant experience and perception.
	x☐ Yes  ☐ No
	Noted continued improvement

	Thematic analysis of complaint reasons and comments
	Shows root causes and service failure patterns.
	x☐ Yes  ☐ No
	Evidence identifying themes provided in Annual complaints handling report

	Learning log and action plan
	Shows whether complaints lead to improvement.
	x☐ Yes  ☐ No
	Improve actions with timescales / officer responsible and publish

	Evidence of actions completed and impact
	Shows whether change is making a measurable difference.
	x☐ Yes  ☐ No
	You said we did feedback – website, housing bulletin

	Equality and tenant profile analysis
	Shows whether access and outcomes are fair for all tenant groups.
	x☐ Yes  ☐ No
	Some evidence in assurance report

	QA, audit and management check evidence
	Shows whether data and response quality can be relied on.
	x☐ Yes  ☐ No
	Evidence in assurance report. Strengthened by HO feedback on policy

	Ombudsman determinations and learning summary
	Shows external assurance and required remedies.
	x☐ Yes  ☐ No
	Included in report

	Previous TAP/Scrutiny recommendations
	Shows whether previous tenant challenge has influenced action.
	☐ Yes  ☐ No
	All recommendations completed




6. TAP challenge question bank
A. Policy and accessibility
Can a tenant easily find and understand how to complain?
What evidence shows the policy is accessible to tenants with communication, language, disability or digital access needs?
How has tenant feedback influenced the complaints policy or process?
B. Performance and Code compliance
What is driving any complaints outside timescale?
Are Stage 1 and Stage 2 trends improving consistently or only in the latest quarter?
What controls prevent missed deadlines and poor quality responses?
C. Tenant experience
Do tenants feel listened to and kept updated?
What do comments tell us that the headline KPIs do not?
What has been done in response to low satisfaction with complaint handling?
D. Root causes and escalation
Are complaints mainly about complaint handling or the original service failure?
Why do complaints escalate to Stage 2?
What evidence shows the underlying issue is resolved, not just the complaint response completed?
E. Learning, action and impact
What changed because of complaints?
Which actions are complete, overdue or not yet evidenced?
Can officers show impact, such as improved satisfaction, fewer escalations or better communication?
F. Equality and access
Are some tenant groups less likely to complain?
Are outcomes and escalation rates monitored by tenant profile?
What action is being taken where under-representation or potential barriers are identified?
G. Oversight and assurance
What independent checks have been completed?
Are QA findings reported and acted on?
What further assurance is needed before TAP can rely on the evidence?
7. Assurance scoring matrix
Use this matrix to score each assurance area. The judgement should reflect the strength of evidence, tenant impact, control effectiveness and whether improvement actions are working.
	Score
	Rating
	Meaning
	Use when

	1
	Substantial assurance
	Strong evidence that arrangements are effective. Minor gaps only.
	Green

	2
	Moderate assurance
	Framework in place and mostly effective, but some gaps, weaknesses or inconsistent outcomes remain.
	Amber

	3
	Limited assurance
	Material evidence gaps, weak outcomes or controls not yet reliable enough.
	Red


8. Panel scoring sheet
	Assurance area
	Score
	Evidence relied on
	Gaps / challenge
	Follow-up needed?

	Policy and accessibility
	☐x 1  ☐ 2  ☐ 3
	Policy, HO feedback, tenants scrutiny report, website, housing bulletin
	Easy read version needs improving
	☐x Yes  ☐ No

	Performance and compliance
	☐x 1  ☐ 2  ☐ 3
	TSM’s, NRSOH submission, Annual report, assurance report
	N/A
	☐ Yes  ☐ No

	Tenant experience
	☐ 1  x☐ 2  ☐ 3
	Transactional / TSM feedback, thematic analysis
	Managing tenant expectations on timescales
	☐x Yes  ☐ No

	Themes and root causes
	☐x 1  ☐ 2  ☐ 3
	Annual report, assurance report
	
	☐ Yes  x☐ No

	Learning, action and impact
	☐x 1  ☐ 2  ☐ 3
	Annual report, you said we did feedback loop
	Clear lines of responsibility / timescales
	☐x Yes  ☐ No

	Equality, access and fairness
	☐ 1  x☐ 2  ☐ 3
	Assurance report
	Continual monitoring needed
	x☐ Yes  ☐ No

	Oversight and assurance
	x☐ 1  ☐ 2  ☐ 3
	Assurance report, annual performance report, TAP
	Continued monitoring to ensure sustainability
	x☐ Yes  ☐ No


9. Assurance statement 
	Based on the evidence presented and the discussion at the Tenant Scrutiny Panel meeting on 11 August 2026, the Panel provides Substantial assurance overall that Mansfield District Council handles complaints in line with its complaints framework, the Housing Ombudsman Complaint Handling Code and relevant consumer standard expectations.

The Panel found strong evidence that the complaints policy is compliant with the Code, that performance has improved significantly during 2025/26, and that additional resources, quality assurance, training and root cause analysis are having a positive impact. Stage 1 performance improved to 99% within timescale in Quarter 4 and Stage 2 performance improved to 100% within timescale in Quarter 4. The Panel also noted evidence that learning from complaints has led to practical service improvements, including dedicated complaints capacity within Repairs, a complex cases team, additional quality checks, transactional surveys, a discretionary compensation policy and improved feedback to tenants.

The Panel identified areas requiring continued monitoring and improvement. These include ensuring improvements are sustained over time; making complaint timescales clearer in acknowledgement letters and published information; strengthening communication with tenants during complex investigations; improving the existing easy-read complaints information so it is genuinely accessible; developing a clear SMART complaints learning action plan; and continuing to monitor equality data, particularly where some tenant groups appear less likely to use the complaints process.

The Panel recommends that the Housing Executive Group accepts the recommendations set out in the action log below and provides a management response confirming the agreed owner, delivery date and how progress and impact will be reported back to the Panel and tenants.


10. TAP recommendation and action log
	No.
	Recommendation
	Accepted
	Owner
	Due date
	Evidence of completion / impact

	1
	Develop a genuinely easy-read version of the complaints policy, using plain English and accessible visual presentation.
	To confirm
	Jeanette Marples 
	To confirm
	Revised easy-read document published and tested with tenants or tenant representatives.

	2
	Improve initial complaint contact so officers confirm the complaint details and tenant concerns before investigation where appropriate.
	To confirm
	Complaints Lead / Service Managers
	To confirm
	Updated process guidance, QA checks and evidence of reduced Stage 2 escalation caused by misunderstood or incomplete Stage 1 complaints.

	3
	Review complaint acknowledgement letters and published information to make response timescales clearer for tenants.
	To confirm
	Performance and Insight Manager
	30/09/2026
	Updated letters, website content and publication wording confirming Stage 1 and Stage 2 response timescales clearly.

	4
	Strengthen communication during complaint investigations, especially where issues are complex or additional time is needed.
	To confirm
	Complaints Lead / Service Managers
	Immediately
	QA evidence showing timely updates, improved transactional survey feedback and fewer escalations linked to poor communication.

	5
	Include a clear reassurance statement in complaints communications confirming that making a complaint will not negatively affect a tenant’s tenancy.
	To confirm
	Performance and Insight Manager
	30/09/2026
	Updated templates and tenant-facing information include the reassurance statement and explain advocacy/support options.

	6
	Develop a SMART complaints learning action plan with owners, dates, expected outcomes and measures of impact.
	To confirm
	Performance and Insight Manager
	30/09/2026
	SMART action plan approved, monitored and reported to TAP, with impact measures such as satisfaction, escalation rates and response quality.

	7
	Continue monitoring equality data and sustainability of improvements, including complaint access, response quality, escalation rates, communication and tenant satisfaction.
	To confirm
	Performance and Insight Manager
	Ongoing
	Quarterly monitoring reports to TAP showing trends, equality analysis, actions taken and evidence that performance improvements are sustained.
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