
 
 

Complaints Performance & Service Improvement Review 
Q2 2025-26 

 
1. INTRODUCTION 

 
1.1 As set out in our Complaints Policy, we undertake a review of all complaints we received 

during each quarter. This review is reported to our Customer Experience Group, our Board 
and then published on our website in order to provide assurance of effective complaints 
handling and prevention. 
 

1.2 This review details the numbers of complaints received, our complaints response 
performance, the themes and learning from the complaints received and includes a service 
improvement plan. 
 

1.3 Each quarter as part of this review, our Head of Customer Services (who is our Complaints 
Lead) checks our complaints tracker spreadsheet to ensure the status of all complaints is 
up to date. 
 

2. Q2 2025-26 PEFORMANCE REVIEW 

 
2.1 Total Complaints Received 
2.1.1 The graph below shows the number of stage 1 complaints we have received per quarter 

over the last 4 years, starting from 2022-23. During Q2 2025-26, we received 14 complaints 
(1 of which was from a former tenant). The total remains slightly below the amount received 
in each quarter during 2024-2025 and below the total received in Q1. 
 

 

2.1.2 In addition to the 14 stage 1 complaints received during Q2:  

• 3 complaints were escalated to stage 2  

• We did not receive or respond to any Councillor and/or MP enquiries  
 

2.2 Complaint Response Timescales and Outcomes 



 
2.2.1 During Q2, 100% of complaints were responded to within target. This included the stage 2 

complaint investigation response. 
 

2.2.2 During Q2, seven stage 1 complaints (53.8%) were upheld and three (23.1%) were partially 
upheld. Two complaints (15.4%) were not upheld and one (7.7%) was withdrawn. 
 

2.3 Q2 Complaint Themes 
2.3.1 The table below summarises the themes of the 14 stage 1 complaints we received during 

Q2 (noting that complaints can cover more than one service category): 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
2.4 Complaint Themes Analysis: Responsive & Planned Repairs & Maintenance 
2.4.1 Of the 10 complaints relating to responsive and planned repairs, the reason customers 

made a complaint are detailed below. Some complaints included more than one reason.  
 

 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

2.4.2 Details of the 10 repair related complaints and the actions we took to resolve these 

complaints are as follows: 

  

 Service Category 

Service 
Area 

Responsive 
Repairs 

Planned 
Repairs & 

Maintenance 

Housing 
Management 

ASB Safeguarding 

Property 6 1    

Housing   2 1 1 

Multiple 
Themes 

3 



 
 

Summary of complaint Action to resolve 

Issues with water supply. Without 
hot and cold water on top floor of 
flats 

Following an emergency call out to restore the 
water supply, we worked with our contractor to 
identify a potential weakness in the system that 
could cause low pressure. Works have now been 
completed 

Missed appointments for flooring to 
be replaced, and no communication 
regarding cancellations 

The works to repair the flooring rescheduled and 
completed. Discussion with contractor to identify 
any action taken regarding missed appointments. 
Our contractor passed on their apologies to our 
customer for not meeting their expectations  

Unhappy with quality / effectiveness 
of repair to door, and does not agree 
with scheduled replacement being 
due in 2038 

Attended by our contractor who confirmed they left 
the door secure and fit for purpose. After reviewing 
feedback, and undertaking a survey, the 
replacement in 2038 was confirmed as appropriate 

Unhappy with numerous inspections 
and no work being completed 
despite promises it would be  

Our surveyor completed a full property inspection 
to confirm outstanding repairs and works raised 

Issue with heating since January 
2024. Consistent loud noise. 

Our contractor undertook an investigation of the 
heating system in order to identify the root cause of 
the noise.  
Further work was scheduled following the 
investigation, but the complaint was escalated to 
stage 2 as our customers remained dissatisfied 
with noise level. The stage 2 response gave further 
details of the work to be completed and when.  

Reoccurring issue with toilet and 
lack of communication with Housing 
Officer 

Following investigation further works order raised 
for recommended work. Our contractor attempted 
to book this work but due to the customers 
response, they refused to complete the work. We 
had to reallocate the repair to a different contractor, 
but they are yet to successfully make contact 
despite numerous calls and a letter 

Unhappy with ongoing issues 
relating to property condition and 
requests to be moved to somewhere 
more suitable  

Full list of required repairs provided to customer 
following surveyors report, including timeframe of 
when works should be completed.  
Complaint was escalated to stage 2 

Lack of support with neighbours’ and 
communication when property was 
abandoned, and condition of 
neighbouring property  
Time taken to replace fence, lack of 
communication and rosebush being 
cut down accidently.  
Ongoing issues with patio doors and 
multiple visits to fix it  

We issued an apology for dissatisfaction regarding 
dogs barking which was part of an ASB case from 
2022 and provided an explanation regarding limits 
of information that can be shared regarding 
neighbours. 
Surveyor visited the home to assess patio door, 
give recommendations regarding fence, and 
confirm if any other repairs are required at the 
property 

Multiple repair issues since the boiler 
was installed. Taps replaced which 
then leaked 

We confirmed issues with boiler and leak resolved. 
We apologised for the delay caused by contractors 
and confirmed this would be raised with them. 
Works raised to redecorate the ceiling damaged by 
the leak 



 
Unhappy with one unit in new 
kitchen being smaller than same 
new kitchen fitted in neighbouring 
property 

We explained reason for smaller cupboard was to 
allow for greater access to boiler for maintenance 
and that the neighbour has a different boiler model 
fitted. It was agreed the existing cupboard was 
replaced for the larger cupboard, while this will 
reduce the space for access to the boiler it has 
been agreed that there will still be adequate space 
 

 
2.5 Complaint Theme Analysis: Housing Management (inc. ASB & Safeguarding) 
2.5.1 Of the 7 housing management related complaints, the reason customers made a complaint 

are detailed below. Some complaints included more than one reason. 
 

 
 

2.5.2 Details of the 6 housing management related complaints (noting that 1 complaint was 
withdrawn) and the actions we took to resolve these complaints are as follows (1 of the 7 
complaints received was withdrawn) 
 

Summary of complaint Action to resolve 

Domestic abuse- sensitive case Actions have been taken to resolve this sensitive 
matter 

Unhappy with outcome of ASB 
complaint which has been ongoing 
for a number of years 

With the limited information provided there was no 
evidence to reopen case. Advice given to 
complainant regarding recording / reporting future 
incidences 

Unhappy with decision to not allow 
storage of walker in bin store. Can’t 
be stored in communal area and 
bike shed not accessible 

We explained the health and safety reasons for 
limits on where items can be stored. A ramp had 
been installed to allow access in bike shed but this 
was subsequently removed as complainant had 
managed access without it and couldn’t use it with 
walker 

Reoccurring issue with toilet and 
lack of communication with HO 

Actioned as outlined in repairs overview. HO made 
contact and assisted with access 

Unhappy with ongoing issues 
relating to property condition and 
requests to be moved to somewhere 
more suitable  

Actioned as outlined in repairs overview. Details 
provided regarding limits of suitable properties due 
to unwillingness to register with HomeLink 

Lack of support with neighbours’ and 
communication when property was 
abandoned. Time taken to replace 
fence, lack of communication. 
Ongoing issues with patio doors. 
Multiple visits to fix it  

Actioned as outlined in repairs overview. Apology 
for dissatisfaction regarding dogs barking, which 
was part of an ASB case from 2022, and 
explanation regarding limits of information that can 
be shared regarding neighbours 



 

3 OUR LEARNING THEMES AND ACTIONS 

 
3.1 Using the themes and analysis of the complaints received, there are a number of areas of focus that will remain key priorities for us to 

improve. Where these are marked as complete, we will continue to revisit them to ensure learning has been embedded. 
These actions are: 
 

Learning Theme Action / Improvement 
Deadline for 
completion 

Update / Status 

Service Reliability & 
Quality 

Head of Customer Services to 
attend meetings with our main 
contractors each quarter to share 
themes of complaints and ensure 
learning and actions are in place 
to address common reasons for 
complaints 

September 
(then 
ongoing) 

Attended meeting in September and shared overview of complaint themes 

Timeliness of 
Communications 

To better understand why housing 
management tasks have 
reportedly not been dealt with at 
first contact or in a reasonable 
amount of time, cases will be 
discussed at Housing team 
meetings 

August (then 
ongoing) 

Complaints discussed with our housing team. Actions agreed are: 

• Customers encouraged to use info@ instead of individual emails 

• Team supported to stop issues reoccurring by checking requests 
have been answered satisfactorily 

• Ensure handover of workload to team members prior to any annual 
leave 

From October onwards, all complaint cases will be discussed with new 
Interim Housing Manager so themes can continue to be discussed at 
meetings 

Review our service standards for 
communication response times 

Q3 Complaint themes show issues with communication. To support the 
Hundred Houses Way and use of Optimal Language & Actions, we will 
review our service standards around our response times to customer 
service requests  

Better use of CX Q4 Use of CX cases and tasks to be utilised to assist with meeting SLAs for 
communication response times 

Complaint Escalation Reduce risk of escalation to stage 
2, and improve customer service, 
by improving recording and follow 
up of promised actions including in 
complaint responses 

June (then 
ongoing) 

Complete 
Action recorded more clearly on tracker and Customer Services Officer’s 
chasing / monitoring completion 

Record Keeping Promote better recording of all 
communications and agreed 
actions 

November 
(then 
ongoing) 

Share Q2 themes at Operations Team briefing with focus expected 
improvements around record keeping 



 

 


