
                                                                   
 

 

 

Resident Complaints Panel - Terms of Reference 

Date created December 2025 

Lead Officer Resident Collaboration & Complaints Manager  

Approved by (inc date) 
Head of Customer Experience Jan 2026 
REC Feb 2026 

Review Due December 2026 
 

1. Purpose of the Panel 

The Resident Complaints Panel plays a key role in supporting the continuous 
improvement of the complaints service offering impartial scrutiny. The purpose of the 
panel is to: 

• Review and scrutinise complaints escalated to Stage Two of the complaints 
process. 

• Assess whether the Stage One investigation and response were fair, 
reasonable, and consistent with our policies and procedures. 

• Ensure all responses comply with the Housing Ombudsman Service (HOS) 
Complaint Handling Code. 

• Provide clear, constructive feedback and recommendations that support 
learning, accountability, and service improvement. 

2. Scope of responsibilities 

Panel members will: 

• Review Stage Two complaint packs containing relevant documentation 
relating to the complaint under consideration. 

• Attend complaint panel hearings and actively participate in discussions and 
decision-making. 

• Raise questions or concerns regarding the handling, reasoning, 
communication, or timeliness of the Stage One complaint response. 

• Contribute independent insight and challenge to support a fair and 
transparent complaints process. 

• Maintain objectivity, impartiality, and fairness throughout the process. 

• Support improvement by identifying potential service failures, trends, or areas 
of non-adherence to policy.  



                                                                   
 

 

• There will be a set of stage two questions that will need to be completed 
during the panel hearing. This will be included as evidence and uploaded to 
our housing management system. 

The panel does not: 

• Re-investigate the complaint. 

• Make organisational policy decisions. 

• Intervene in live complaints outside of the formal meeting. 

• Use the panel to discuss personal issues.  

3. Membership and Tenure 

• Membership consists of resident volunteers selected through the panel 
recruitment process. 

• The term of appointment is up to 2 years, with no automatic right of renewal. 
This will be managed at the discretion of the Head of Customer Experience 
and Member responsible for complaints (MRC).  

• Members may resign at any time by providing written notice. 

• The organisation reserves the right to remove members who breach conduct 
expectations or confidentiality requirements. 

4. Meetings 

• Panel hearings are generally held during working hours. 

• Meetings typically last approximately 30 minutes, although duration may vary 
depending on case complexity. 

• Stage Two complaint packs will be issued to panel members at least 5 
working days prior to a hearing to allow sufficient preparation time. 

• A member of the leadership team (an assistant director or director) will be 
present at the hearing alongside the stage one complaint officer to answer any 
questions the panel may have.  

• An optional meeting will be held every 3 months with our Resident Insight 
Officer to provide the panel an update on any actions carried out from lessons 
learnt from complaints.  

5. Training and Support 

All panel members will receive:  

• Initial training day to understand the role of the complaints panel member, 
Havebury’s complaint handling process and policies and the role of the HOS. 



                                                                   
 

 

• Training on complaints handling, relevant organisational policies, and the HOS 
Complaint Handling Code. 

• Ongoing support to ensure members feel confident and competent in their 
role. This includes access to the HOS e learning platform, which it is required 
to complete one bitesize learning per month to stay abreast of key themes 
and topics.  

6. Renumeration 

• Panel members will receive a £20 e-gift voucher per complaint reviewed, 
issued monthly. 
 

• A benefit in kind voucher will be provided to purchase IT equipment for the 
role. The voucher can support in purchasing equipment or towards ensuring 
that current equipment is operating sufficiently. If a panel member does not 
complete the full two-year term, a pro rota refund will be due. An additional 
£50 voucher will be provided every year of the term to contribute towards a  
Microsoft licence.   

7. Conduct and Confidentiality 

Panel members are expected to: 

• Treat all information shared as strictly confidential. 

• Avoid discussing complaints or related information outside of the panel 
process. 

• Declare any conflict of interest prior to hearing a complaint. 

• Engage in discussions respectfully, constructively, and without personal bias. 

8. Technology Requirements  

As meetings are conducted online, panel members must: 

• Be comfortable using Microsoft Teams and email communication. 

• Set up a Microsoft account if you do not have one, you will be provided a 
voucher towards Microsoft licence costs for your term.  

• Have access to a suitable device and internet connection to participate fully in 
hearings. You must maintain adequate security on your device, this includes 
but is not limited to regular software/operating system updates.  

9. Decision Making and Output 

• The panel will provide non-binding recommendations based on the evidence 
presented. 



                                                                   
 

 

• Feedback and lessons learned captured during the hearing will be included 
within the stage two complaint response. A redacted copy of the stage two 
response will be sent to the panel after the hearing via email.  

• Panel findings may contribute to wider service improvement initiatives or 
learning reviews. 

10. Review of Terms of Reference 

These Terms of Reference will be reviewed annually or earlier if required to ensure 
compliance with legislative changes, organisational policy updates, or HOS requirements. 

 


