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J & M Residential Lettings Limited trading as JMHA

Complaint Handling Code Self-Assessment 2025/26
Self-assessment against the Housing Ombudsman Complaint Handling Code 2024

Document control
Document Complaint Handling Code Self-Assessment 2025/26
Organisation J & M Residential Lettings Limited trading as JMHA
Homes managed/owned for this purpose Approximately 86 homes
Issue date May 2026
Review date May 2027, or earlier if the Housing Ombudsman Code or 

JMHA complaint handling arrangements change
Status Current publication version
Website www.jmha.co.uk
Contact mark@jmha.co.uk | 0333 456 4737 | WhatsApp/Text: 

07889 265826 | PO Box 721, Rochdale, OL16 9PD

Basis of assessment
This self-assessment has been completed by the Complaint Officer and reviewed by the Board of J & M 
Residential Lettings Limited trading as JMHA. It is intended to support JMHA’s annual submission to 
the Housing Ombudsman for the 2025/26 reporting period.

The assessment reflects JMHA’s current policy position, published documents and operating 
arrangements as a small 86-home provider. JMHA has assessed all provisions as compliant. Where 
complaint volumes are nil, this is explained in the Annual Complaints Performance & Service 
Improvement Report 2025/26.

Self-assessment table
Code provision Requirement summary Comply? Evidence / commentary
1.2 Complaint definition Yes The Complaints Policy 

defines a complaint in line 
with the Code as an 
expression of 
dissatisfaction, however 
made, about JMHA’s 
standard of service, 
actions or lack of action by 
JMHA, staff, contractors or 
others acting on JMHA’s 
behalf.

1.3 No need to use word 
complaint; third-party 
complaints accepted

Yes The policy confirms that 
residents do not have to 
use the word complaint 
and may complain through 
a representative or third 
party.
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1.4 Service request definition 
and distinction

Yes The policy distinguishes 
service requests from 
complaints and confirms 
service requests will be 
recorded, monitored and 
reviewed.

1.5 Dissatisfaction with 
service request response 
becomes complaint

Yes The policy confirms that 
dissatisfaction with 
handling of a service 
request will be treated as a 
complaint if the tenant 
wishes, while the service 
request continues.

1.6 Survey feedback and 
complaint route

Yes JMHA does not currently 
rely on formal tenant 
surveys as a complaint 
route. Where wider 
feedback is requested, 
tenants will be advised 
how to complain.

2.1 Complaints accepted 
unless valid reason not to

Yes The policy confirms JMHA 
will accept complaints 
unless there is a valid 
reason not to and that each 
complaint will be 
considered on its own 
merits.

2.2 Fair and reasonable 
exclusions set out

Yes The policy sets out 
exclusions including 
matters over 12 months 
old, legal proceedings 
started, previously 
considered matters and 
matters outside JMHA 
responsibility.

2.3 12 month complaint 
window and discretion

Yes The policy allows 
discretion to accept older 
complaints where there is 
good reason.

2.4 Explanation and 
Ombudsman right if 
complaint refused

Yes The policy confirms that 
refusal to accept a 
complaint will be 
explained in writing with 
signposting to the 
Ombudsman.

2.5 No blanket exclusions Yes The policy states that 
JMHA will not apply 
blanket exclusions and 
will consider individual 
circumstances.

3.1 Different channels and 
Equality Act duties

Yes Complaints may be made 
by email, post, telephone, 
WhatsApp/text, 
website/contact form or 
through staff/contractors. 
The policy includes 
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reasonable adjustments.
3.2 Complaints can be raised 

in any way / staff 
awareness

Yes The policy states 
complaints may be raised 
in any reasonable way and 
staff/contractors must pass 
complaints to the 
Complaint Officer.

3.3 Low complaint volumes 
considered

Yes The annual report 
recognises that low 
complaint volumes must 
not automatically be seen 
as proof of no issues and 
commits to maintaining 
accessible routes.

3.4 Policy accessible and 
published

Yes The Complaints Policy is a 
plain English document 
and will be published on 
the complaints section of 
JMHA’s website.

3.5 Publicising policy, 
Ombudsman and Code

Yes The website page, policy 
and Easy Read Guide 
signpost the Housing 
Ombudsman and the Code.

3.6 Representatives and 
accompaniment

Yes The policy confirms 
tenants may have a 
representative and may be 
accompanied at any 
meeting.

3.7 Right to access 
Ombudsman

Yes The policy and Easy Read 
Guide provide Housing 
Ombudsman contact 
details and explain 
when/how residents can 
engage.

4.1 Complaint Officer assigned Yes Mark Camden-Clarke, 
Founder & Managing 
Director, is named as 
Complaint Officer and 
senior lead.

4.2 Authority and access to 
resolve complaints

Yes As Founder & Managing 
Director, the Complaint 
Officer has authority to 
access information, 
instruct contractors/staff 
and resolve complaints.

4.3 Complaint handling 
culture and training

Yes JMHA is small and 
director-led. Complaint 
handling is overseen 
directly by the Board, with 
staff/contractors expected 
to pass complaints 
promptly to the Complaint 
Officer.

5.1 Single complaints policy Yes JMHA has a single 
Complaints Policy for 
complaints covered by the 
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Code.
5.2 No extra informal or stage 

0 process
Yes The policy uses a two-stage 

process only. Early 
resolution of service 
requests does not create an 
additional complaints 
stage.

5.3 No more than two stages Yes The policy contains Stage 1 
and Stage 2 only.

5.4 Third parties within same 
process

Yes Where a contractor is 
involved, JMHA remains 
responsible and will 
handle the complaint 
within its two-stage 
process.

5.5 Responsibility for third 
parties

Yes The policy confirms JMHA 
remains responsible for 
third parties acting on its 
behalf.

5.6 Complaint definition and 
outcomes sought

Yes The policy requires the 
acknowledgement to 
define the complaint and 
outcome sought, seeking 
clarification if needed.

5.7 Clarify responsibility Yes The policy requires 
acknowledgements to 
clarify what JMHA is and is 
not responsible for where 
relevant.

5.8 Fair and independent 
handling

Yes The policy states 
complaints will be 
considered on their merits, 
with an open mind, fair 
opportunity to set out the 
tenant’s position, and 
attention to 
evidence/conflicts.

5.9 Keeping resident informed 
if timescale exceeded

Yes The policy requires 
explanation and updates 
where extensions are 
needed.

5.10 Reasonable adjustments 
recorded and reviewed

Yes The policy commits to 
reasonable adjustments 
and record keeping.

5.11 No refusal to escalate 
without valid reason

Yes The policy confirms Stage 
2 escalation will not be 
refused without valid 
reasons consistent with the 
exclusions section.

5.12 Full complaint record Yes The policy sets out 
complaint record keeping 
requirements.

5.13 Remedies at any stage Yes The policy confirms 
remedies can be offered at 
any stage without 
requiring escalation.
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5.14 Unacceptable behaviour 
policy/process

Yes The policy includes 
proportionate 
arrangements for 
unacceptable behaviour 
and states any restrictions 
must be evidenced and 
reviewed.

5.15 Restrictions proportionate 
and Equality Act regard

Yes The policy requires any 
contact restrictions to be 
proportionate and applied 
with regard to the Equality 
Act 2010.

6.1 Early response and 
complexity considerations

Yes The policy allows early 
resolution and considers 
complexity/vulnerability/ri
sk when deciding 
investigation 
requirements.

6.2 Stage 1 
acknowledged/defined/log
ged within 5 working days

Yes Policy timescale: within 5 
working days of receipt.

6.3 Stage 1 full response 
within 10 working days

Yes Policy timescale: within 10 
working days of 
acknowledgement.

6.4 Stage 1 extension no more 
than 10 working days 
without good reason

Yes Policy includes extension 
provisions and 
requirement to explain 
reasons.

6.5 Ombudsman details with 
extension

Yes Policy states Ombudsman 
details will be provided 
when extensions are 
notified.

6.6 Respond when answer 
known; track outstanding 
actions

Yes Policy confirms responses 
are not delayed until 
actions complete and 
outstanding actions will be 
tracked.

6.7 Address all points and give 
reasons

Yes Policy requires all points 
in the complaint definition 
to be addressed with clear 
reasons.

6.8 Additional complaints 
during investigation

Yes Policy provides for related 
issues to be incorporated 
where appropriate, or 
logged as a new complaint 
where unrelated or likely 
to unreasonably delay 
response.

6.9 Stage 1 response content Yes Policy lists required Stage 
1 response content in plain 
language.

6.10 Stage 2 if unresolved Yes Policy provides Stage 2 
where all or part of 
complaint remains 
unresolved.

6.11 Stage 2 Yes Policy timescale: within 5 
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acknowledged/defined/log
ged within 5 working days

working days of escalation 
request.

6.12 No requirement to explain 
Stage 2 reasons

Yes Policy says residents do 
not have to explain 
reasons although JMHA 
will try to understand 
remaining dissatisfaction.

6.13 Different Stage 2 decision 
maker

Yes Stage 2 is normally 
reviewed by the 
Complaints Review 
Director, not the Stage 1 
decision maker.

6.14 Stage 2 response within 20 
working days

Yes Policy timescale: within 20 
working days of 
acknowledgement.

6.15 Stage 2 extension no more 
than 20 working days 
without good reason

Yes Policy includes extension 
provisions and 
requirement to explain 
reasons.

6.16 Ombudsman details with 
Stage 2 extension

Yes Policy states Ombudsman 
details will be provided 
when extensions are 
notified.

6.17 Stage 2 response when 
answer known; track 
actions

Yes Policy confirms final 
response will be issued 
when answer is known 
and outstanding actions 
tracked.

6.18 Stage 2 addresses all points 
with reasons

Yes Policy requires all points 
to be addressed with 
reasons.

6.19 Stage 2 response content Yes Policy lists required Stage 
2 response content and 
Ombudsman escalation 
details.

6.20 Stage 2 final response with 
suitable staff input

Yes Stage 2 is JMHA’s final 
response and may involve 
all suitable 
staff/contractors needed to 
issue the response.

7.1 Acknowledge and set out 
actions to put things right

Yes Policy includes remedies 
such as apology, 
explanation, action, 
reconsideration, record 
correction, practical 
assistance, compensation 
or policy/procedure 
change.

7.2 Remedy reflects impact Yes Policy states remedy will 
reflect impact on the 
tenant.

7.3 Remedy actions and 
timescales clear and 
followed through

Yes Policy requires remedies 
and outstanding actions to 
be tracked to completion.

7.4 Take account of 
Ombudsman remedies 

Yes Policy states JMHA will 
take account of Housing 
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guidance Ombudsman guidance on 
remedies when 
considering appropriate 
remedies.

8.1 Annual complaints 
performance and service 
improvement report

Yes JMHA has prepared this 
annual report including 
self-assessment, complaint 
data, refused complaint 
data, Ombudsman 
information and service 
improvement 
commentary.

8.2 Report to governing body 
and publish with 
governing body response

Yes The report and Board 
response are prepared for 
Board review and 
publication on JMHA’s 
complaints webpage.

8.3 Self-assessment following 
restructure/merger/change

Yes JMHA will review the self-
assessment following 
significant restructure, 
merger or procedure 
change.

8.4 Review if Ombudsman 
asks

Yes JMHA will review and 
update the self-assessment 
if requested following an 
Ombudsman investigation.

8.5 Exceptional non-
compliance/cyber incident 
process

Yes JMHA will inform the 
Ombudsman, residents 
and publish information 
on its website if 
exceptional circumstances 
prevent compliance.

9.1 Look beyond individual 
complaint for service 
improvement

Yes The annual report and 
policy commit to 
reviewing themes, trends 
and learning.

9.2 Use complaints as 
intelligence for positive 
change

Yes Complaint information 
will be used to identify 
issues and service 
improvements.

9.3 Report back on wider 
learning and 
improvements

Yes JMHA will report learning 
and improvements 
through annual published 
reporting and tenant 
communications as 
appropriate to its size.

9.4 Senior lead accountable 
for complaint handling

Yes Mark Camden-Clarke is the 
senior accountable lead for 
complaint handling.

9.5 Member Responsible for 
Complaints appointed

Yes Jovita Camden-Clarke is 
the Complaints Review 
Director and Member 
Responsible for 
Complaints.

9.6 MRC access to information 
and staff

Yes The MRC has access to 
complaint records, the 
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Complaint Officer, 
staff/contractors and 
Board reporting 
information.

9.7 MRC/Board receive 
required information

Yes The Board and MRC 
receive annual complaint 
performance information 
and will receive regular 
updates if complaints are 
received during the year.

9.8 Complaint handling 
objective for relevant 
staff/third parties

Yes JMHA requires 
staff/contractors to 
cooperate with complaint 
resolution, pass complaints 
promptly to JMHA and 
assist with remedial action 
where required.
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