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Complaints: Annual Self-Assessment and Service Improvement Plan 2025/26

Report of the Board

Background
As a registered provider, People First is required to comply with the Housing Ombudsman’s Complaint Handling Code.

The Code supports the regulatory approach to complaints by requiring the Association, as a landlord, to maintain a complaints process that is clear, simple and accessible, and to resolve complaints promptly, courteously and fairly.

The Association’s current complaints policy was last approved by the Board in July 2024 to ensure compliance with the Complaint Handling Code 2024.

The Code’s requirements include approval by Association’s Board of an annual report covering all activity relating to complaints before the report is submitted to the Housing Ombudsman. 

Following the introduction of the Code the Board have appointed a member to take lead responsibility for complaints to support a positive complaint handling culture. The member responsible for complaints has continued to ensure that the Board receive regular information on complaints thereby providing an insight on the Association’s complaint handling performance.

This report summarises our response to the annual complaints’ performance and service improvement report that will be provided to the Housing Ombudsman and published on our website.  

Compliance with the Complaint Handling Code

As a Board, we receive a detailed analysis of anonymised complaints through the Key Legislative and Regulatory Compliance Report, which officers present twice a year. Complaints performance is assessed against the Association’s Complaints Policy and the timescales set out in the Complaint Handling Code.

We also receive annual reports from officers covering the following:

· The self-assessment against the Code
· The annual complaint performance and service improvement report

These reports provide an outline of progress with the activities required to ensure regulatory compliance with complaint handling. In this case for the period 2025/2026.

Within the reports reviewed by the Board in July 2026 we noted the following key findings:

· There have been no instances of non-compliance with the Code identified by the Housing Ombudsman for the period 2025/2026 or any known reports about performance or other relevant publications produced by the Ombudsman.
· The Association received 17 complaints for the period covering a range of issues. Half of these were associated with repairs and a third addressed staff conduct and miscommunication. Compensation was awarded in four cases in recognition of inconvenience caused to the complainants in relation to the issues that had been raised. 
· All complaints received a formal response within the required timeframes.
· All complaints are checked by the officer responsible for compliance with our Complaints Policy. 
· The Association did not refuse to accept any complaints during the year.

We also reviewed the service improvement action plan that was submitted to the Housing Ombudsman in September 2025. Progress against the actions required had been monitored by officers during the year. 

The action plan was prepared following the Association’s initial self-assessment against the Complaint Handling Code. We were compliant with the code, but a number of improvement actions had been identified. 

Having reviewed the self-assessment, complaints performance and service improvement report, the Board is satisfied that the Association complied with the Complaint Handling Code throughout 2025/26. We have also considered the themes arising from complaints, the action taken in response and the arrangements for ongoing oversight.

We noted the service improvements introduced by the housing management service in response to complaints, including clearer out-of-office arrangements, improved handling of urgent repairs, measures to reduce boiler supply delays and stronger liaison with external agencies. The Board expects officers to monitor the effectiveness of these changes and report any further learning through the established complaints oversight arrangements.

Service Improvement Plan 2026

The Board has approved the following priorities for 2026/27 to address the key themes identified through complaints and strengthen learning, transparency and oversight:

· 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 with the member of the Board responsible for complaints. 

Summary and recommendations 
This report is the Board’s formal response to the Association’s annual complaints performance and service improvement report. The annual reports required by the Housing Ombudsman have been approved by the Board for publication and submission to the Ombudsman. 
The Board considers continued tenant engagement and consultation essential to understanding tenants’ needs and improving services. We expect officers to promote accessible feedback routes, respond to complaints promptly and effectively, and report progress against the 2026/27 service improvement priorities through the Board’s established complaints scrutiny arrangements.
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