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Housing Scrutiny Committee 30/9/2014 
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TENANT AND LEASEHOLDER COMPLAINTS PANEL  
Not a Key Decision 

 
 
1. Executive summary  
 
Following changes introduced by the Localism Act in 2013, If a tenant (or leaseholder) 
remains unsatisfied with the outcome of a complaint at the conclusion of the landlord’s 
complaints process, they may submit their complaint to a councillor, an MP, or a Tenant 
Panel. 
 
Tenant Panels represent a new option for complainants and this report proposes a model 
for that panel. 
 

2. Recommendations  
 
The Executive Councillor is recommended: To approve the proposed model for a new 
Tenant and Leaseholder Complaints Panel 

 
3. Background  
 
3.1.1 Following the introduction of the Localism Act, from 1 April 2013 tenants (and 
leaseholders) of housing associations, local authorities, and ALMO’s can ask for their 
complaints to be looked at by a ‘designated person’ after their landlord’s internal 
complaints procedure is finished. Tenants and leaseholders may approach as many 
designated persons as they wish. One of these ‘designated persons’ is a group of 
tenants acting as a designated tenant panel. 
 
3.1.2 A designated person can be an MP, a local Councillor, or a Tenant Panel. While 
elected officials have always been an option for people with complaints about a local 
authority, the concept of a Tenant Panel is a new one. 
 
3.2 Function 
 
3.2.1 These designated Tenant Panels are different in function to the more common 
Tenant Scrutiny Panels, that look at operational / service delivery issues. Cambridge City 
Council’s own Housing Regulation Panel falls into this latter category. 
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3.2.2 Unlike tenant scrutiny panels, the new complaints panels deal exclusively with 
complaints. This could mean acting as an advocate for a complainant, by giving advice, 
providing a review of the way the complaint has been handled or being more proactive 
and suggesting a solution.  
 
3.2.3 The tenant panel will give a view on whether the complaint was handled correctly 
or not. If they feel it is necessary, they can refer the complaint directly to the Housing 
Ombudsman.  
 
3.2.4 A complainant is not obliged to use the tenant complaints panel if they are unhappy 
with the outcome of a complaint. However, they must wait 8 weeks if they wish to refer 
the matter directly to the Ombudsman (the panel does not have to wait 8 weeks to make 
a referral) – see Appendix 1 for more detail. 
 
3.3 National Requirements  
 
3.3.1 There is no obligation for Landlords to establish complaints panels but they must at 
least ask tenants and leaseholders if they would like one. Cambridge City Council asked 
tenants and leaseholders via an Open Door survey. The result was strongly in favour of 
setting up a panel. 
 
3.4 Local Model 
 
3.4.1 Working with tenant representatives, Cambridge City Council has established a 
number of requirements for the panel’s set-up and design: 
 

● The panel should be an odd number to prevent a deadlock vote 
● The panel should include a mix of existing/experienced tenant and leaseholder 

representatives alongside new volunteers - particularly those who have directly 
experienced a complaint within the last 3 years 

● The Council should train more panel members than is required for voting quorum 
on the panel - so that a full panel can be assembled at any time regardless of 
peoples availability 

● Tenant and leaseholder representatives on the HSC would not be eligible to sit on 
the complaints panel, as this could be a conflict of interest 

● Cambridge City Council must provide support to the panel but enable it to 
consider matters independently 

● The panel should exist outside of the Council’s own internal complaints procedure 
(including the Council’s Independent Complaints Investigator) 

● The panel will need staff admin support 
● New print and web publications will be needed to explain and promote the 

complaints process to tenants and leaseholders 
 
3.4.2 In time, it is hoped that the Tenant and Leaseholder Complaints Panel will be able 
to do more than just deal with individual complaints. The Housing Ombudsman is keen to 
encourage local dispute resolution in lieu of large numbers of complaints coming through 
to them. The Complaints Panel could provide an option for those tenants and 
leaseholders who are unhappy with services they receive but don’t want to approach the 
Council directly for support or advice. This sort of mediation role could eventually 
become a key part of the panel’s remit. 
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4. Implications  
 
(a) Financial Implications – All work detailed above is covered within the existing 

Resident Involvement budget 
 
(b) Staffing Implications - This work is part of the routine duties of existing staff. 
 
(c) Equality and Poverty Implications -  
  
(d) Environmental Implications - Nil 
 
(e) Procurement - Nil 
 
(f) Consultation and communication – All tenants and leaseholders were 

consulted on whether they wanted a tenant complaints panel (via Open Door 
magazine).  

 
(g) Community Safety - Nil 
 

5. Background papers  
 
These background papers were used in the preparation of this report: 
 
Resolving complaints locally: Your role as a designated person: 
http://nationaltenants.files.wordpress.com/2012/07/resolving-complaints-locally.pdf 
 

6. Appendices  
 
Appendix 1: Tenant and Leaseholder Complaints Procedure 

 
7. Inspection of papers  
 
To inspect the background papers or if you have a query on the report please contact: 
 
Author’s Name: James Bull 
Author’s Phone Number:  01223 - 458323 
Author’s Email:  james.bull@cambridge.gov.uk 
 

 


