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Abbeyfield York Society – Complaints Handling Code Self-Assessment 
(2024/25)
Organisation: Abbeyfield York Society ltd (The)
Chair of Board: Anthony Dixon, MRC
Complaints Lead: Lesley Tattershall, Nominated Individual & CEO-level reporting

This self-assessment demonstrates how Abbeyfield York Society complies with the Housing Ombudsman’s Complaints Handling Code.
1. Leadership and Governance
The Nominated Individual attended the Housing Ombudsman annual conference during the year to ensure full understanding of the Complaints Handling Code and to stay up to date with sector best practice. This knowledge informs our complaints handling procedures and Board oversight.
The Board of Trustees has oversight of complaints handling.
Complaints data, themes, and learning are included in the full operational report presented to the Board every 8 weeks prior to Board meetings.
The Chair, MRC, and Trustees review complaints trends and ensure actions are implemented to improve services.
Assessment: ✅ Fully compliant
2. Complaints Process
Residents can make complaints at Stage 1 (initial investigation) and escalate to Stage 2 (review if dissatisfied).
Stage 1 complaints are acknowledged and resolved within 10 working days wherever possible.
Stage 2 complaints are resolved within 20 working days.
All complaints are logged, tracked, and monitored for timeliness and analysis.
Assessment: ✅ Fully compliant
3. Communication and Accessibility
Residents are informed about how to complain via:
- Welcome packs/application packs/verbally at the time of move in.
- Website information
- Regular resident meetings
Residents receive timely updates and explanations of outcomes.
Assessment: ✅ Fully compliant
4. Outcomes and Learning
During 2024/25, we received 10 Stage 1 complaints, primarily regarding:
- New-build defects
- Catering/food concerns
- Neighbour/tree issues

Complaints were resolved promptly and used to drive service improvements, including:
- Introducing a resident survey
- Strengthening defect resolution processes
- Improving communication and updates to residents
Assessment: ✅ Fully compliant
5. Monitoring and Continuous Improvement
Learning from the Ombudsman conference has been integrated into our internal procedures and training/staff induction to ensure continued compliance and effective complaints management.
Complaints trends are monitored and reported to the Board every 8 weeks as part of the full operational report.
Actions are taken promptly to address issues, improve services, and prevent recurrence.
Learning from complaints informs training, policy updates, and service planning.
Assessment: ✅ Fully compliant
6. Publication & Access
This self-assessment is publicly available on our website and reception areas for all residents.
Residents are encouraged to provide feedback and suggestions to help continually improve services.
Declaration
Abbeyfield York Society confirms that it complies with the Housing Ombudsman Complaints Handling Code and that complaints are monitored and reviewed regularly at Board level, chaired by our MRC Chair Mr Anthony Dixon.

Signed: Lesley Tattershall, Nominated Individual.

Date: 15/12/2025
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