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Introduction 

This report  shows our performance in complaint handling, monitoring and reporting from the 1st April 
2025 through to the 31st March 2026.  

Alongside this report we complete a self assessment against the Housing Ombudsman’s Complaints 
Handling Code. If we identify any required changes or improvements to our policy through the 
assessment, or complaints that we have received, these are updated.  

Message from the Board Member Responsible for Complaints 

 

Every complaint and piece of feedback we receive represents someone’s lived experience of our service. 

We know that behind each case is a customer who may already be feeling frustrated, worried or let 

down, and that is why listening and learning from what customers tell us matters so much. Over the last 

12 months, we have used customer feedback to better understand where things have gone wrong, what 

impact that has had, and where we need to do better. 

What customers told us was clear. Some repairs took too long, needed repeat visits, or were not 

completed to the standard expected. In some cases, communication felt unclear or delayed, and 

customers did not always feel we had understood the effect the issue had on them. Other complaints 

showed that agreed actions were not always followed up consistently, records were not always complete 

enough to support a timely response, and that clearer information and stronger coordination were 

needed when partners or contractors were involved. 

In response, we have taken practical steps to improve. We have strengthened how we monitor contractor 

performance, increased quality checks, and reviewed repairs and void handovers more closely. We are 

using complaint feedback more actively in staff discussions and training to reinforce the importance of 

clear, timely and respectful communication. We have also improved how actions are tracked and 

followed up, are making better use of our systems to record contacts and actions, and are reviewing how 

we share information and work with partners so customers receive a more joined-up service. 

Our core values — Listening carefully to understand, Empowering each other to build trust, 

Exploring choices to find the best, and Working positively together — remain central to this work.  

As the Board Member Responsible for Complaints and Chair of the Customer Experience Group, I 

provide oversight and assurance that the learning from complaints is translated into meaningful action, 

and that improvement remains focused on the issues customers have told us 

matter most: reliable repairs, clearer communication, consistent follow-up, 

better record keeping, and stronger partnership working. 

Thank you to everyone who has taken the time to share their experiences 

with us over the past year. Your feedback helps us see where we need to 

improve and make changes that we hope will lead to a better service for all 

customers. 

Craig Glasper 

Board Member Responsible for Complaints  

and Chair of the Customer Experience Group 

Complaints Performance and 
Service Improvement 

Complaints Handling 
Code Self-Assessment 

Complaints Policy 

https://www.hhs.org.uk/wp-content/uploads/2026/06/Complaints-Handling-Code-Self-assessment-2026.pdf
https://www.hhs.org.uk/wp-content/uploads/2026/06/Complaints-Policy-May-2026.pdf
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Complaints Process 

We welcome feedback from anyone affected by our services and see complaints as an important way to 

learn and improve. 

What is a complaint? 

A complaint is an expression of dissatisfaction about the standard of service we provide, a decision we 

have made, or the way something has been handled. We record complaints so they can be fully 

investigated and used to improve our services. 

How can you make a complaint? 

You can contact us in a way that works best for you. We accept complaints through a range of channels, 

including: 

Online via our website  

Email  

Telephone  

Letter  

In person 

Through a representative (e.g. family member, advocate or MP) 
 

What support is available? 

We aim to make our services accessible and inclusive for all customers. We recognise that some 

customers may need additional support to access our services or raise a complaint, so we will help you 

raise your complaint in a way that works for you. 

 
Where required, we will agree and provide reasonable adjustments. This may include: 

• Communicating in alternative formats (e.g. large print or different languages) 

• Allowing additional time to respond or engage with the process 

• Using your preferred contact method 

• Making adjustments based on any disclosed needs or disabilities 

 

What is included in our complaints process? 

Our complaints process has two stages: 

Stage 1 – Review: We investigate the issue and provide a response within set timescales. 

Stage 2 – Appeal: If you remain dissatisfied, you can request a further review of your complaint. 

We aim to resolve issues as early as possible and, where appropriate, provide remedies at any stage 

without the need to escalate. 

If you are still unhappy after completing our process, you can contact the Housing Ombudsman Service, 

which provides independent advice and investigation. 

How do complaints improve our services? 

We keep a full record of each complaint, including all communication and actions taken, to ensure we 

carry out thorough investigations. We regularly review complaints to identify themes and share learning 

across our teams to improve services and prevent similar issues happening again. 

Later in this report we have shared details about the themes of complaints we have received, what you 

have said, what we have done already, and further improvements we are making. 
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2025-26 Performance Review 

Stage 1 complaints received 

During 2025-26, we received 79 complaints from customers .  
Of these 79 complaints, 67 were from customers in rented homes we own meaning we had 54.3 
complaints per 1,000 rented homes we own.   
 
The graph below shows the total numbers of complaints we have received during each quarter for the last 
4 years. Although there is a difference in the complaints received in each quarter, there is only a slight 
difference in the total received in 2024-25 and 2025-26. We want to make sure everyone can feedback 
any dissatisfaction and see complaints as an opportunity to learn so consistent numbers being received is 
positive. 
 
 

 

Stage 2 complaints received 

During 2025-26, there were 11 complaints escalated to stage 2. Of these 11 complaints, 9 were from 
customers in rented homes we own.  
 

Complaint Handling Timescales 

Of the 79 stage 1 complaints, we responded to 98.7% within our target of 10 working days. (For rented 
homes we own, we responded to 100% within our target). 

Of the 11 stage 2 complaints, we responded to 81.8% within our target of 20 working days. (For rented 
homes we own, we responded to 77.8% within our target). 

 

Complaints Summary 

Of the 79 stage 1 complaints we responded to, 72.1% were upheld, 11.4% were partially upheld and 
15.2% were not upheld (1 complaint equating to 1.3% was withdrawn). 
 
Of the 11 stage 2 complaints, 63.6% were upheld, 33.3% were partially upheld and 9.1% were not 
upheld. 
 

Councillor and MP enquiries 

We also receive contact from Councillors and MPs. During 2025-26 we had 4 enquires. These related 
to the condition of homes and repairs as well as shared ownership and tenancy issues. 

We are pleased to report that no complaints were accepted by the Housing Ombudsman for formal 
investigation.  

“Customer feedback - good or 
bad - is vital for understanding 
performance and identifying 
areas for improvement.”  
Craig, Board Member 
Responsible for Complaints 
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Complaint Themes 

During 2025-26, the 79 complaints related to the service areas as shown below: 

As well as the service area, we also record detail categorising what the complaint was about. This helps 
us identify area for improvement to our services 
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You Said  We Did  We will 

You told us you were not 
kept informed and had to 
chase for updates 

We reviewed service 
standards, improved use of 
systems, and used emails and 
text messaging to keep 
customers informed 

We will implement the new 
customer portal and continue 
improving how we provide 
timely updates across all 
contact channels 

You told us responses and 
resolutions were taking too 
long 

We strengthened monitoring of 
response times and improved 
compliance with Ombudsman 
timescales 

We will continue to monitor 
performance closely and 
identify further efficiencies to 
reduce delays 

You told us repairs were 
delayed and difficult to 
arrange 

We focused improvement work 
on repairs performance and 
explored how can make it 
easier for repairs to be raised 

We will launch the customer 
portal to make it easier to book 
and manage repairs and 
continue working with 
contractors to improve services 

You told us complaint 
responses did not always 
reflect your experience or 
show empathy 

We reviewed Stage 1 
responses, introduced quality 
checks, and used feedback to 
identify training needs 

We will continue to embed 
quality assurance and deliver 
ongoing training to improve 
tone and personalised 
responses 

You told us agreed actions 
were not always followed 
through 

We improved recording and 
tracking of actions and 
strengthened follow-up 
processes 

We will continue to monitor 
completion of actions and 
improve oversight to ensure 
commitments are met 

You told us you had to 
repeat information and that 
records were inconsistent 

We strengthened complaint 
recording and ensured better 
use of systems to capture all 
interactions 

We will continue to improve 
data quality and system use to 
provide a more seamless 
customer experience  

You told us cleaning and 
grounds maintenance 
standards need 
improvement 

We identified this as a priority 
area through feedback and 
performance reporting 

We will focus on improving 
service standards in these 
areas as part of our 2026–27 
priorities 

You told us you wanted 
improvements in how ASB is 
handled 

We increased use of mediation 
and ASB prevention specialists 
and improved signposting to 
support services 

We will continue to develop 
early intervention approaches 
and strengthen partnerships to 
support long-term resolutions  

Learning from Complaints: You Said, We Did, We Will….. 
 

The table below provides a summary of customer feedback, (you said), the actions taken (we did) and the 

further improvements we have planned (we will). It shows how what customer are telling us is driving change 

and we are improving services. 

Where to find us 
Hundred Houses Society, 

51 Scotland Road, Cambridge CB4 1QW 

  

0300 303 5770 

info@hhs.org.uk 


