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Foreword from the Board

On behalf of the Board, we are pleased to present this year’s Annual Complaint and
Service Improvement Report. This report reflects our ongoing commitment to
transparency, accountability, and continuous improvement in the services we provide.

Complaints are a vital source of feedback. They help us understand where we fall short
and where we can do better. Over the past year, we have listened carefully to the
concerns raised by our customers and stakeholders. We have taken meaningful steps

to address recurring issues, improve our responsiveness, and enhance the overall quality
of our services.

We are proud of the progress made, particularly in communications with our residents and
implementing targeted service improvements. However, we recognize that there is always
more to do. The insights gained from this report will guide our strategic priorities in the
coming year, ensuring that we continue to build trust and deliver value to the communities
we serve.

We thank all staff members who have contributed to this work and our residents, who have
engaged with us constructively through their feedback.
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Annual Self-Assessment of Compliance with the
Housing Ombudsman Complaint Handling Code:

The Housing and support services team in conjunction with the business support team
reviewed our complaint policy against the Housing Ombudsman’s complaint handling code
2026, referencing identified actions from the assessment completed in 2025. No area of
non-compliance identified.

Service Improvements from the Self-Assessment of Compliance
with the Housing Ombudsman Complaint Handling Code:

The following actions were implemented in 2025/26

- Incorporate complaint discussion during the quarterly resident road show, hosted by
the CEO and Head of operations

- Create a complaint section in our quarterly resident’s newsletter

- We have purchased the complaint module on our housing management software
and are now in the process of training staff.
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The table below shows complaint performance data for 2025 -26

2025-26 5 Complaints investigated

4 Formal Complaints

100% Acknowledged
within target 100% resolved at stage 1

1 of the complaints investigated were responded to and resolved within 10 working days. 3
were resolved with agreed extension of time.

Common issues include staff conduct, and Communication with third party service provider.

- Improve data quality and processing in relation to complaint
- Roll out new complaint module on our Housing Management Software
- Extend Staff Training to include conflict resolution

- Continue to monitor complaint trends on a quarterly basis.

There were no Housing Ombudsman determinations in the financial year.



Conclusion

This year’s data and feedback have been instrumental in identifying areas for growth and
improvement. We remain committed to delivering high-quality service and ensuring that
customer concerns are addressed promptly and effectively.

Further Information
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