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Annual Complaints Performance and Service Improvement Report 2025

Key Regulation

The Complaint Handling Code from the Housing Ombudsman service became statutory on 1 April 2024, meaning that as a social landlord we are obliged by law to follow its requirements.  The Code aims to achieve best practice in complaint handling and ultimately to provide a better service, and greater agency to residents.  

The Housing Ombudsman requirements include that we submit an annual report to our board (as our governing body) and to the Ombudsman on all complaint’s activity, including a link to the following documents published on our website:  
· The self-assessment against the Code
· The annual complaint performance and service improvement report 
· The governing body’s response to the report 
· The complaints policy 

We completed a self-assessment against the Code for the period April 2024 to March 2025 in July 2025. Following Board approval, the self-assessment was submitted to the Ombudsman in September 2025. A new service improvement plan has been put in place and is currently being actioned.  All information has been uploaded onto our website.

The Code supports the regulatory approach to complaints ensuring that a landlord’s approach to complaints is clear, simple, and accessible and ensures that complaints are resolved promptly, politely, and fairly. 


Compliance 

The Association recognises the vital role that feedback (complaints, compliments, and suggestions) plays in improving customer service. 

Our complaints policy was last approved by the Board in July 2024 after it was updated to ensure compliance with the new Housing Ombudsman’s Complaint Handling Code 2024. Performance on complaints in this report has been assessed in accordance with the required timescales outlined in our policy.  

There were no findings of non-compliance with the Code by the Housing Ombudsman for the period 2024/2025 or any known reports about performance or other relevant reports or publications produced by the Ombudsman.


Complaint analysis and performance 

For the period April 2024 to 30 March 2025 the Association received 15 complaints. 
All complaints were made by tenants except for one which came from a housing applicant. In 2 cases, the complaint was sent to the Association by a Tenants Union representative, but both these complaints were received for the same tenant. Several of these were submitted by the same tenants, who raised multiple complaints. 

The main issues identified through the complaints related to repairs (referred to in 7 cases), staff communication (2 cases), neighbour related concern (1 case), property conditions (2 cases), issues relating to access (1 case), refuse related problems (1 case) and a concern about a communal area (1 case). 

Compensation was awarded in one case relating to repair work. 

In response to the complaints, several measures were implemented to prevent similar situations from recurring. For matters involving repairs, bin concerns, or contractor issues, we engaged with both the complainants and the relevant parties to ensure the problems were resolved, work was completed to a high standard, and timelines were reasonable.


Complaint handling

For this period the timeframes for acknowledging and logging stage 1 and stage 2 complaints was five working days of receipt of the complaint. 12 out of the 13 (92%) stage 1 complaints were acknowledged within the timeframes. One complaint did not meet the timeframes due to staff leave. This was because the complaint was emailed to an individual staff member’s email account. Details are provided on our website within our complaints leaflet and policy about our general email address that can be accessed by more than one member of staff in the event of staff leave.

All stage 1 complaints (100%) received a formal response within the 10 working days timeframes; this included one complaint that had a 10-working day extension agreed with tenant. 

We received two stage 2 complaints. As above, one was not acknowledged within set timeframes due to staff leave, but the formal responses to both complaints were within target times. Stage 2 complaints were responded to within the maximum timeframes (20 working days of receipt and 40 days respectively) with one having been extended in agreement with the tenant. 

As a small housing association all complaints are checked for compliance with our Complaints Policy. 

We have not refused to accept any complaints during the year. 


Review of service improvement action plan 2024

A Service Improvement Plan was submitted to the Housing Ombudsman in July 2024. Progress against the actions required was monitored during the year. 

Our self-assessment against the Complaint Handling Code formed the bulk of actions in the improvement plan. We are compliant with the code, but a number of improvement actions were identified. 

The review completed in July 2025 reported on the completion of the following actions:

· All staff trained on the procedures outlined within the current Complaints Policy.
· Managers have completed training available on the Housing Ombudsman website and through attendance on webinars.
· The current Complaints Policy and complaints leaflet including information about the Ombudsman and the Complaint Handling Code are all available on our website.
· Our Disaster Recovery Policy was updated to include requirement to inform the Ombudsman if we were unable to comply with the Complaint Handling Code due to exceptional circumstances.
· A Board member has been appointed as the Member Responsible for Complaints (MRC).

Examples of service improvements made to our housing management service as a result of the complaints received included the following:

· A weekly check of repairs is undertaken to reduce the number of outstanding works orders due to access issues or scheduling problems. 
· Installation of CCTV at 4 sites to monitor and deter neighbour nuisance and fly tipping.
· Upgrading bin stores to improve refuse disposal and reduce waste removal costs.
· Consultation with tenants about improvements to grounds.

Service Improvement Plan 2025

Our updated service improvement plan is now in place and actions are being completed. 

Key themes include:

· Staff to attend customer service and complaint handling training sessions.
· A separate monitoring system to review service requests. 
· Introduction of a Remedies Policy to provide guidance for staff.
· Details to be shared with tenants about how to make a complaint when the Tenant Satisfaction Measures (TSMs) survey is completed this year. 

In general terms our housing team will be:

· Reviewing and developing our tenant involvement procedures with tenants.
· Completing planned maintenance programmes.
· Carrying out further tenant consultation about the management of communal areas and the environmental improvements that are required.

Service Improvement Plan 2025 (completed 29 July 2025)
Actions arising from the self-assessment against the Housing Ombudsman’s Complaint Handling Code
CF: carried forward to 2025 service improvement plan 
CE: Chief Executive
HSM: Housing Services Manager
PM: Project Manager
BSU: Business Support Unit

	Code
provision
	Code requirement
	Action Required
	Responsibility
	Date completed

	Section 1: Definition of a complaint

	


1.2
	A complaint must be defined as:
‘an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the landlord, its own staff, or those acting on its behalf, affecting a resident or group of residents.’
	Ensure staff access training on the Housing Ombudsman’s website 

We will agree micro learning training modules via Housing ombudsman website. Which will cover customer care and complaint handling training.
	HSM/PM
	

	


1.5
	A complaint must be raised when the resident expresses dissatisfaction with the response to their service request, even if the handling of the service request remains ongoing. Landlords must not stop their efforts to address the service request if the resident
complains.
	Monitor number of service requests that escalate to complaint

Set up a separate monitoring system for service requests. 

Set up a procedure to monitor number of service requests that escalate to complaint
	HSM
	

	


1.6
	An expression of dissatisfaction with services made through a survey is not defined as a complaint, though wherever possible, the person completing the survey should be made aware of how they can pursue a complaint if they wish to. Where landlords ask for wider feedback about their services, they also must provide details of how residents can complain.
	Ensure compliance when the next survey is undertaken

TSM is due to commence in September 2025. This will be included in the survey.
	HSM/PM/BSU
	




	Section 3: Accessibility and Awareness

	Code provision
	Code requirement
	Action Required
	Responsibility
	Completed

	



3.1
	Landlords must make it easy for residents to complain by providing different channels through which they can make a complaint. Landlords must consider their duties under the Equality Act 2010 and anticipate the needs and reasonable adjustments of residents who may need to access the complaints process.
	Website will be updated and tenants informed should there be any changes to the complaints procedure and policy. 
Include in annual report to tenants annually.

TSM results will be updated onto website (June 2026)  
	HSM/BSU
	

	


3.3
	High volumes of complaints must not be seen as a negative, as they can be indicative of a well-publicised and accessible complaints process. Low complaint volumes are potentially a sign that residents are unable to complain.
	Next TSM will assess ease of complaints process to start in Sept 2025. 
	HSM/PM
	



	Code
provision
	Code requirement
	Action Required
	Responsibility
	Completed

	3.4
	Landlords must make their complaint policy available in a clear and accessible format for all residents. This will detail the two stage process, what will happen at each stage, and the timeframes for responding. The policy must also be published on the landlord’s website.
	Website will be updated and tenants informed should there be any changes and includes annual updates to the complaints procedure and policy (review due June 2026). 

	HSM/PM
	

	
Section 4: Complaint Handling Staff

	

4.2
	The complaints officer must have access to staff at all levels to facilitate the prompt resolution of complaints. They must also have the authority and autonomy to act to resolve disputes
promptly and fairly.
	Draft remedies policy to provide guidance. To be approved by the board in 2025/2026
	PM
	

	Section 5: The Complaint Handling Process

	Code
provision
	Code requirement
	Action Required
	Responsibility
	Completed




	


5.13
	Landlords must have processes in place to ensure a complaint can be remedied at any stage of its complaints process. Landlords must ensure appropriate remedies can be provided at any stage of the complaints process without the need for escalation.
	Draft remedies policy to provide guidance. To be approved by the board in 2025/2026
	PM
	



	Section 7: Putting things right

	Code provision
	Code requirement
	Action Required
	Responsibility
	Completed

	
7.2
	Any remedy offered must reflect the impact on the resident as a result of
any fault identified.
	Draft remedies policy to provide guidance. To be approved by the board in 2025/2026
	PM
	

	
7.4
	Landlords must take account of the guidance issued by the Ombudsman when deciding on appropriate
remedies.
	As for 7.2
	PM
	




















	Section 8: Self-assessment, reporting and compliance

	Code
provision
	Code requirement
	Action Required
	Responsibility
	Completed

	









8.1
	Landlords must produce an annual complaints performance and service improvement report for scrutiny and challenge, which must include:
a. the annual self-assessment against this Code to ensure their complaint handling policy remains in line with its requirements.
b. a qualitative and quantitative analysis of the landlord’s complaint handling performance. This must also include a summary of the types of complaints the landlord has refused to accept;
c. any findings of non-compliance with this Code by the Ombudsman;
d. the service improvements made as a result of the learning from complaints;
e. any annual report about the landlord’s performance from the Ombudsman;
f. and any other relevant reports or publications produced by the Ombudsman in relation to the work of the landlord.
	Ensure service improvement report cascaded down to all staff

Annual self-assessment and service improvement plan to be submitted to the ombudsman in September 2025.

	HSM/PM
	



	Code
provision
	Code requirement
	Action Required
	Responsibility
	Completed

	



8.2
	The annual complaints performance and service improvement report must be reported to the landlord’s governing body (or equivalent) and published on the on the section of its website relating to complaints. The governing body’s response to the report must be published alongside this.
	Publish report on the People First website and include in annual report to customers

As 8.1
	HSM/PM
	

	Section 9: Scrutiny & oversight: continuous learning and improvement


	Code
provision
	Code requirement
	Action Required
	Responsibility
	Completed

	9.6
	The MRC will be responsible for ensuring the governing body receives regular information on complaints that provides insight on the landlord’s complaint handling performance. This person must have access to suitable information and staff to perform this role and report on their findings.
	Complaint handler to meet with the MRC to check reporting procedure is adequate. 

	HSM
	













	Code
provision
	Code requirement
	Action Required
	Responsibility
	Completed

	




9.8
	Landlords must have a standard objective in relation to complaint handling for all relevant employees or third parties that reflects the need to:
a. have a collaborative and co- operative approach towards resolving complaints, working with colleagues across teams and departments;
b. take collective responsibility for any shortfalls identified through complaints, rather than blaming others; and
act within the professional standards for engaging with complaints as set by any relevant professional body.
	Ensure all staff are familiar with and act in accordance with CIH professional standards

Organisational service standards to be reviewed (August 2026) and these will include CIH professional standards

	HSM/PM
	




image1.jpeg
e—prle— 741‘—"




