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Annual Complaints Performance and Service Improvement Report 2026

Key Regulation

The Housing Ombudsman’s Complaint Handling Code became statutory on 1 April 2024. As a social landlord, we are legally required to comply with it. The Code promotes effective complaint handling, better services and greater resident involvement.

The Housing Ombudsman requires us to submit an annual complaints report to the Board, as our governing body, and to the Ombudsman. The report must include links 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 our self-assessment against the Code for April 2025 to March 2026 in June 2026. Subject to Board approval, it will be submitted to the Ombudsman by September 2026. The resulting service improvement plan is under way, and all related information will be published on our website.

The Code requires landlords to operate a complaints process that is clear, simple and accessible, and to resolve complaints promptly, politely and fairly.

Compliance 

The Association uses complaints, compliments and suggestions to improve customer service.

The Board last approved our complaints policy in July 2024, following updates to align it with the Housing Ombudsman’s Complaint Handling Code 2024. The performance reported here has been assessed against the timescales set out in that policy.

There were no findings of non-compliance with the Code by the Housing Ombudsman for the period 2025/2026 or any known reports about performance or other relevant reports or publications produced by the Ombudsman.

Complaint analysis and performance 

Between 1 April 2025 and 30 March 2026, the Association received 17 complaints: 16 at Stage 1 and one at Stage 2. Some tenants submitted more than one complaint. Each complaint was made by a tenant or on their behalf, including with support from a tenants’ union representative or family friend.
The issues raised concerned repairs (eight cases, including one that escalated to Stage 2), staff conduct and miscommunication (six cases), neighbour-related concerns and anti-social behaviour (two cases), and property condition (one case). Compensation was paid in four cases to resolve and close the complaints. Compensation was offered in one further case, but the tenant did not respond to subsequent contact after the issue had been resolved. All Stage 1 and Stage 2 complaints were closed with the tenant’s agreement.

Complaint handling

During this reporting period, the required timescales for handling complaints were:

· Acknowledgement and logging: within 5 working days of receipt (for both Stage 1 and Stage 2).
· Formal written response: within 10 working days of acknowledgement for Stage 1 complaints, and 20 working days for Stage 2.

All complaints were acknowledged and formally answered within the required Code timescales, achieving 100% performance against our internal target of 90% target. No extensions were used and no complaints were refused by the Association.

The Housing Ombudsman made no findings of non-compliance with the Code in relation to the Association during 2025/26. The Ombudsman also issued no known performance reports or other relevant publications concerning the Association during the period.

Complaints received during 2025/26 led to the following housing management service improvements:

· Automated out-of-office replies for the housing and administration inboxes during holiday closures and outside normal business hours.
· Improved handling of urgent repairs by our out-of-hours provider during Christmas, New Year and other closure periods.
· Maintaining a stock of boilers to avoid delays with supply.
· Improved liaison with external agencies, including social workers and aids and adaptations services, with communication reviewed and monitored after each case closes.

Review of service improvement action plan 2025

A Service Improvement Plan was submitted to the Housing Ombudsman in September  2025. Progress against the actions required was monitored during the year. 

The self-assessment against the Complaint Handling Code generated most of the actions in the improvement plan. It confirmed compliance with the Code and identified further opportunities for improvement.

The review completed in June 2026 reported on the completion of the following actions:

· All staff have attended training on customer service, including Awaab’s Law, through in-house training and the housing ombudsman micro learning tools. 
· The Tenant Satisfaction Measures survey, completed in March 2026, found that 85% of tenants were satisfied or very satisfied with the overall service provided by the Association.
· The information about our complaints handling performance and service improvement plan is uploaded annually to the Association’s website and any related information is also updated including any changes to our complaints policy. 
· The Board approved a Remedies Policy in March 2026. It sets out how the Association will provide fair and proportionate remedies that, where possible, restore complainants to the position they would have been in had the service failure not occurred.
· Service standards were reviewed in July 2026, which embed the CIH professional standards. 

Service Improvement Plan 2026

Our updated service improvement plan is now in place and actions are being completed. Key themes include:

· Staff learning: Maintain Ombudsman and CIH training and updates.
· Service improvement: Monitor when service requests escalate to complaints and act on tenant feedback.
· Tenant communications: Keep complaints information clear and up to date.
· Compliance: Complete annual reviews, reports and Ombudsman submissions.
· Transparency: Publish performance, improvements and the governing body’s response.
· Oversight: Hold twice-yearly complaint scrutiny reviews.


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 2026 – 2027 (completed June 2026)
Actions arising from the self-assessment against the Housing Ombudsman’s Complaint Handling Code
CF: carried forward to 2026 service improvement plan 
CE: Chief Executive
HSM: Housing Services Manager
OM: Operations 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.’
	Agree the annual Housing Ombudsman micro-learning modules for relevant staff. Register staff for Ombudsman updates and monitor completion through team meetings or supervision.


	HSM/OM
	

	


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.
	Set up a separate process for recording service requests. Use this to monitor how many service requests escalate to formal complaints.

	HSM
	




	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.
	Update the website promptly after any changes to the complaints policy or procedure. Inform tenants of the changes and include clear information about how to access the complaints process in the annual report to tenants.

Publish the updated TSM results on PFHA’s website in September 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.
	Use the 2027/28 TSM survey to assess how easy tenants find the complaints process. Review the results to identify access barriers and agree any further improvements needed.

This action was completed in 2026 and remains on the service improvement plan for ongoing monitoring.
	HSM/OM
	



	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.
	Review PFHA’s complaints policy and procedure by June 2027. Update the related website information following any agreed changes.

This is an annual action and remains on the service improvement plan for ongoing monitoring.
	HSM/OM
	

	






	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.
	Submit the annual self-assessment and service improvement plan to the Ombudsman by September 2026. Once approved, cascade the report to all staff, highlighting key learning and any required improvements.

This is completed annually and remains on the service improvement plan as an ongoing action.
	HSM/OM
	


	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 the annual complaints performance and service improvement report, together with the governing body’s response, on the complaints section of the People First website. Summarise the key points in the annual report to customers.


	HSM/OM
	

	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.
	The complaint handler will meet with the MRC twice a year to review whether complaints reporting provides sufficient insight for the governing body and to agree to any improvements required.
This is completed twice a year and remains on the improvement plan as an ongoing action.
	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.
	Review the CIH professional standards with relevant staff through team meetings, one-to-ones, training and email updates. Use these discussions to reinforce collaborative complaint handling and collective learning.

This is an ongoing good-practice action and remains on the improvement plan for regular review.
	HSM/OM
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