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	Agenda item: 7.5

	SYHA GROUP BOARD MEETING
 10 JUNE 2026

	ANNUAL COMPLAINTS PERFORMANCE AND IMPROVEMENT REPORT 




	1. REPORT OWNER & DATE

	Anna Whiteland, Customer Complaints Lead, who can be contacted on 0114 290 8358 or a.whiteland@syha.co.uk if members would like to discuss this item before the meeting. 
Date of Report: 27 May 2026

	2. STRATEGIC THEME TO WHICH THE REPORT RELATES (check at least one)

	Homes
	
	Customers
	x

	Governance
	x
	Performance
	x

	Report status: For Approval

	3. [bookmark: _Hlk171881592]RECOMMENDATIONS

	3.1. The Board is asked to APPROVE this report, which sets out the annual details of our compliance with the Housing Ombudsman Complaint Handling Code, including the following compliance documentation:
· Annual Complaints Performance and Improvement report 2025/26 – which is the main body of this report. 
· A customer friendly version of the Annual Complaints Performance and Improvement report 2025/26 – which is available in Appendix 1. 
· The Annual Self-Assessment of compliance with the Complaint Handling Code – which is available in Appendix 2.  
3.2. The Board is asked to provide a response to these documents that will be published on our website, as this is required as part of our compliance with the Housing Ombudsman Complaint Handling Code.  

	4. EXECUTIVE SUMMARY

	4.1. This is the fourth full financial year the current Complaints Policy and process has been in place. This report covers complaints performance for SYHA and its subsidiaries, Alliance Housing, and is presented in line with the requirements of the Housing Ombudsman Complaint Handling Code 2024 which was in place from 1 April 2024. 
4.2. The Main Report, Self-Assessment, and Customer-Friendly version all demonstrate full compliance. In line with Code requirements, these documents are subject to Governing Body approval, will be published on the website, and include a formal Board response. The customer-friendly version has been produced for the second year and has been reviewed with customers to improve accessibility and transparency.
4.3. A total of 316 stage 1 complaints were received, representing a 4% reduction from the previous year, with demand peaking during the winter months. Stage 2 escalations increased to 41, a 41% rise year-on-year, with peaks in February and March. 85% of stage 2 complaints related to Property Services. Overall complaint volumes remain broadly in line with the sector, with 63.6 complaints per 1,000 homes at stage 1, pending updated benchmarking data for 2025/26.
4.4. Property Services continues to account for the majority of complaints (84%, up from 78%), reflecting the volume and complexity of repairs, maintenance, and contractor activity, with a similar pattern seen at stage 2. The primary root causes remain responsiveness, customer care and service, and quality of housing, consistent with last year, although issues relating to responsiveness have increased.
4.5. Performance against timescales has improved across both stages, including a 23% improvement in stage 1 responses issued within 10 working days. Customer satisfaction presents a mixed but positive position: Tenant Satisfaction Measure TP09 has improved significantly to 53% (up 13% year-on-year), while transactional satisfaction remains above target at 76%, despite a slight decrease.
4.6. A range of improvements has been implemented during the year to strengthen complaint handling, including enhancements to IT systems and the integration of Property Services complaints handling within the Customer Experience Department. Service learning continues to be embedded, with examples including targeted engagement with extra care schemes and policy changes such as updates to CCTV, Complaints, and Compensation policies.
4.7. Analysis of diversity data shows overall alignment between complainants and the wider tenant population. However, Black African and Black Caribbean customers are currently overrepresented in complaints, and this will be explored further during 2026/27.
4.8. There were no Housing Ombudsman determinations received during the year. One investigation was initiated, with four cases awaiting outcomes. Resolution times are expected to improve in line with the Ombudsman’s new Business Plan targets.
4.9. Complaints in social housing continue to have a high profile, with prominence in the media through campaigns by the Housing Ombudsman Service, HOS, to raise awareness, and the implementation of Awaab’s Law.

	5. MAIN REPORT

	5.1. Compliance with the Housing Ombudsman Complaint Handling Code
5.2. Under the Housing Ombudsman’s Complaint Handling Code, landlords are required to complete a set of annual compliance activities to ensure transparency, scrutiny and continuous improvement. 
5.3. Each year the organisation must undertake a formal Self-Assessment against the Code – evidencing how its complaints handling meets each requirement and identifying any gaps or actions for improvement.
5.4. The self-assessment forms part of a wider Annual Complaints Performance and Service improvement report, which includes analysis of complaint volumes, themes, learning and service improvements. 
5.5. Both the report and the self-assessment must be reviewed and approved by the governing body – Board – and then published on the organisation’s website, alongside a formal Board response that sets out its view, challenge and assurance. 
5.6. This report makes up the Annual Complaints Performance and Service Improvement report and also includes a ‘customer friendly version’ of this report (available in Appendix 1) and a Self-Assessment document (available in Appendix 2).
5.7. Customer Friendly Report
5.8. This is the second year in which a customer-friendly version of this report has been produced, with the aim of improving accessibility and readability for a wider audience. This approach was first introduced on a trial basis last year.
5.9. The initiative was positively received by the Housing Ombudsman, who welcomed the move to present information in a more accessible and user-friendly format. In light of this feedback, the approach has been continued for the current reporting year.
5.10. To ensure the report remains relevant and useful to customers, we utilised the launch of a new online customer forum to gather feedback from involved customers. Participants were invited to review last year’s version and provide suggestions for improvements to this year’s publication.
5.11. Feedback highlighted that customers valued the report’s openness, transparency and clear explanation of how complaints are handled. They also welcomed the inclusion of messages from senior leaders. Suggestions for improvement focused on enhancing accessibility, including the introduction of a contents page, clearer visual diagrams and the inclusion of customer case studies.
5.12. This feedback has been incorporated into this year’s report. We will work closely with the Marketing team to ensure the final publication maximises accessibility, including consideration of formats that can be easily translated.
5.13. The customer‑friendly report was presented to Customer Committee prior to Board approval. Feedback was received and changes were made as a result. One recommendation, to include a graph, was not taken forward as this level of detail is already available in this published report, and customers told us they did not want too much detail. This information remains available for those who wish to explore the data further.
5.14. Self-Assessment Document
5.15. The Housing Ombudsman’s Complaints Handling Code (2024) requires that we submit an annual self-assessment to demonstrate our compliance against the code. The self-assessment document can be seen in Appendix 2. 
5.16. This self-assessment confirms full compliance with all elements of the code, with no areas of non-compliance identified. Recent updates to the Complaints Policy and Compensation Policy further strengthen alignment with regulatory expectations, improve clarity, and support fair and consistent outcomes. 
5.17. Key priorities for continuous improvement include strengthening staff training and consistency in approach, embedding recent policy changes, addressing system limitations, improving contractor engagement, and supporting understanding of service requests and customer vulnerability.
5.18. The self‑assessment was presented to Customer Committee for approval ahead of Board consideration and received approval.
5.19. Main report
5.20. The remainder of this report sets out our annual qualitative and quantitative analysis, alongside the improvements SYHA has made in response to the learning and insight gained from complaints received.
Our Complaints Performance 
5.21. 2025/26 is the third year of collecting data for the Tenant Satisfaction Measures (TSMs).  Three of the twenty-two measures relate to complaints.  They are:
· CH02. Complaints relative to the size of the landlord 
· CH03. Complaints responded to within Complaint Handling Code timescales
· [bookmark: _Hlk167177775]TP09. Satisfaction with the landlord’s approach to the handling of complaints 
The results of these Tenant Satisfaction Measures (TSMs) are embedded throughout this report and reflected across the relevant sections.
5.22. The sections below show complaint volumes, performance and satisfaction data.  It should be noted that the TSM data only includes complaints when they come from someone living in a SYHA asset, and some of our complaints come from customers who do not live in our assets but do receive services from us. The difference in numbers is small so comparison with TSM data is still useful. 
Complaint – Stage 1 volumes
5.23. The graph below shows the volume of complaints in 2025/26 and comparisons over the past five years.   
[image: ]

Volume of complaints – by year
5.24. Complaint volumes in 2025–26 remained broadly in line with the previous year, with a modest 4% reduction following the peak experienced in 2024–25. 
Raising Awareness - Customers
5.25. 2024 was the first year all landlords were required to publish:
· a self-assessment against the Housing Ombudsman’s complaint handling code,
· an Annual Complaints Performance and Service Improvement Report, 
· and a response to the report from the governing body, the Board
5.26. Raising awareness of complaints remains a key part of strengthening our complaints culture. Over the past year, we have increased opportunities for open dialogue and engagement, including using our online customer forum to review and discuss the annual complaints report, and undertaking proactive visits to Extra Care schemes to speak directly with residents. These activities have helped improve understanding of how to raise concerns, encourage early resolution, and reinforce a positive, transparent approach to complaints
5.27. In 2025/26, the Housing Ombudsman Service (HOS) has continued to build on its work to promote its service and raise awareness. The quality of housing, and how landlords listen to and work with their customers, continues to attract media attention. The implementation of Awaab’s Law has maintained a strong focus on housing standards, service delivery, and customers’ rights to complain. On 3 February 2026, new guidance on compensation was published, which comes into effect from 1 April 2026.  
Raising awareness – employees
5.28. We continue to raise awareness of our complaints policy, process and the role of the HOS. All employees should and must know what to do when they hear dissatisfaction and the actions they must take. 
5.29. Greater awareness supports a consistent approach to recording and responding to complaints and minimises the risk for complaints to be hidden and/or under-reported.
5.30. There is work happening to further embed this: 
· a LiveWell complaints improvement project, including further training for managers 
· Having a clear objective relating to complaints for all employees. 
· A quarterly internal newsletter to give feedback to all employees on customer voice, with a strong focus on complaints. 
· Internal working groups that cover complaints with key services. 

Volume of complaints - by month


5.31. The graph above shows the number of complaints recorded by month compared with the two previous years. Volumes remained relatively stable across most months, indicating a consistent level of demand throughout the year. Complaints increased from September onwards, with the highest levels recorded in February (35) and January (32). While March saw a reduction to 27 complaints, the overall pattern shows a gradual build‑up towards year end rather than sharp, isolated spikes.

In 2025–26, there was greater month‑to‑month stability, with fewer pronounced peaks than those seen in 2024–25.  This would suggest that complaint drivers and customer behaviour have remained broadly unchanged.
Volumes of complaints – by quarter 

 
5.32. When tracked by quarter, complaints in 2025–26 show a steady upward trend across the year, with higher volumes recorded in Q4 (January–March). This reflects a typical seasonal increase during the winter months and follows a similar pattern to that seen in 2023–24.
5.33. Complaint volumes were lower in Q1 compared with previous years, and this continued into Q2, which is typical for this time of year. This period historically sees fewer complaints, likely influenced by improved weather conditions and the impact of the summer holiday period.
Complaint Reviews - Stage 2 Volumes
5.34. The Complaints Policy contains two stages.  Stage 1, responding to a complaint, and stage 2, reviewing the response if a customer remains dissatisfied. 
5.35. This year 41 complaints went to a stage 2 review, an increase from 29 recorded in 2024/25 and 19 2023/24.  This represents a 41% increase when compared with 2024/25.
5.36. This means 87% of complaints were resolved at stage 1, 275 complaints.


5.37. The mode average of reviews per month is three, consistent with 2024/25.  The outliers with high volumes were February (6) and March (7) reflecting the wider seasonal increase seen towards year end.
5.38. 85% of complaints that went to review related to Property Services. This is expected, as the service accounts for 84% of all complaints. Key themes included delays in completing repairs, recurring Damp, Mould and Condensation (DMC) cases where root causes were not effectively identified, concerns about the quality of workmanship, and disagreements with decisions not to replace certain components.
5.39. Issues relating to responsiveness and communication featured prominently across reviews.
5.40. Customers typically requested a review because:
· They remained dissatisfied with the Stage One outcome
· They felt issues had gone on too long without resolution
· Compensation offered was seen as insufficient or not reflective of the impact experienced
· Decisions not to replace or upgrade items were disputed
· Perceived service failure, particularly in cases involving long‑standing or recurring issues

Exclusions
5.41. Our Complaints Policy describes when a complaint will be excluded from our complaints process, point 32.
5.42. In 2025/26, 48 potential complaints were excluded this is an increase on 2024/25 where 9 potential complaints were excluded.  This increase can be attributed to better records, a more consistent approach and increased awareness and recording of service requests. 
5.43. As described in the Complaints policy there are certain reasons why a complaint may be excluded, most exclusions relate to service requests or decisions taken by other organisations which South Yorkshire Housing Association has no control over.  The graph below shows a breakdown of the reasons for exclusion


5.44. The Housing Ombudsman Guidance is that ‘Landlords must recognise the difference between a service request and a complaint. This must be set out in their complaints policy. A service request is a request from a resident to the landlord requiring action to be taken to put something right. Service requests are not complaints, but must be recorded, monitored and reviewed regularly’. 
5.45. All exclusions are recorded by the Customer Experience Team and the reasons why a complaint has been excluded communicated to the complainant.  We will review service request quarterly to monitor any hotspots.
Complaints relative to the size of the landlord
5.46. Performance for 2025/26 (Low-Cost Rental Accommodation) is 63.6 complaints per 1,000 homes at Stage 1 and 8.3 reviews per 1,000 homes at Stage 2. Based on 2024/25 TSM benchmark data, our Stage 1 performance is above the landlord median of 53.5 but remains within the upper quartile range (72.2), while Stage 2 performance is aligned with the landlord median of 8.3 and below the upper quartile of 13.6, indicating broadly comparable performance to the sector. We are waiting for HouseMark and the RSH to share aggregated year-end data to compare with other social landlords for this financial year. 
Response Times 
5.47. SYHA’s target is to respond to 90% of complaints within 10 working days (14 calendar days) or by a mutually agreed extended deadline.  If more time is needed to respond to a complaint it is referred to as an extension.  In our IT Housing Management System - Cx, that we use to record and manage complaints, this is known as ‘hold’. The Complaint Handling Code offers guidance on the use of extensions and valid reasons.  
5.48. The Customer Experience team has worked closely with complaint owners to make sure good practice is followed to reduce the need for an extension. For example, taking prompt action when a complaint is assigned, talking with the customer at the first opportunity to gain a clearer understanding of the issue/s and agreeing the actions to resolve. 
5.49. Due to reporting issues, from 1 April 2024, the Customer Experience Team have monitored the use of extensions.  Currently extensions are tracked outside of Cx to ensure they comply with the Complaint Handling Code, and we have a robust record. To support compliance, we have introduced the requirement that all extensions must be signed off by a Head of Service or Director.
5.50. As part of the Cx improvement work, a new approach to managing extensions within Cx is currently being piloted to assess its effectiveness and impact on reporting. We anticipate clearer tracking during 2026/27. 



5.51. This table offers an overview of performance excluding and including extension time.  Note, the number of responses is not the same figure as the number of complaints/reviews received in the year. Some responses will be from complaints/review received in 2024/25.
	Response Times
	Number of responses
	% of total

	Complaint Response (stage 1)
	312
	 

	Completed on time (10 working days)
	269
	86%

	Completed on time inc. extensions
	301
	96%

	Completed late
	11
	4%

	Review (stage 2)
	34
	 

	Completed on time (20 working days)
	27
	79%

	Completed on time inc. extensions
	34
	100%

	Completed late
	0
	0%



Complaint Response – Stage 1
5.52. The graph illustrates the performance of complaints responded to within a 10-working day timeframe.  The Complaint Handling Code is prescriptive about how extensions should be used, communicated and recorded, and the table shows response time performance with and without extensions. Including extensions 96% of stage 1 complaints were responded to in time. As described in 5.28 Response Times, all extensions are agreed by a director and recorded by the Customer Experience Team.
5.53. Comparing performance with the previous year, there has been a 15‑percentage‑point improvement in responses within the 10‑working‑day timeframe. When we include the 32 complaints which used an extension, overall performance increases from 81% to 96%, representing an 18.5% improvement. This improvement can be attributed to the positive impact of the Maintenance Pilot (July–November) and to maintenance complaints being managed by the Customer Experience Department from December onwards, which has supported more timely and effective responses.
5.54. The Customer Experience Team continue to keep a close eye on the use of extensions to ensure they are used correctly and not overused. Performance is reported monthly to key business areas and the member responsible for complaints, and quarterly to the Executive Leadership Team.  
Complaint Review – Stage 2
5.55. Of the Complaints that progressed to Stage 2, 34 were responded to within 2025/26. All responses were issued within the required 20 working days, or within an agreed extension of no more than a further 20 working days, in line with the Complaint Handling Code. The difference between the number of reviews received and those responded to reflects the timing of cases progressing across reporting period.
Satisfaction
Tenant Satisfaction Perception Measure 
5.56. TP09 measures satisfaction with the landlord’s approach to handling complaints through the Tenant Satisfaction Measures survey. Customers are first asked whether they have made a complaint in the previous 12 months and, of those who had, 52% reported being satisfied. This provides a perception‑based measure and differs from the satisfaction feedback we also collect through our transactional complaints survey, which captures satisfaction immediately after a complaint has been handled (see 5.59 Transactional complaint handling satisfaction data).
5.57. TP09 is the lowest scoring perception measure question, a trend that is seen across the sector. In 2024/25, 39% of SYHA customers said they were satisfied compared with the national average of 35.5% satisfaction, low-cost accommodation. We have seen a marked improvement in our satisfaction this year, representing a 13% point increase, which can be attributed to our Complaint Handling improvement work.  Currently we are unable to benchmark data for 2025/26.
5.58. We continue to see a difference in the number of customers who state they have made a complaint compared with our records, suggesting some discrepancy between what customers may view as a complaint. As quarterly data is received it is analysed and indicates some customers have reported ASB to SYHA and may perceive this as a complaint, and customers who have previously made a complaint, but it was not in the reporting year 2025/26. Contact is made with these customers to gain a better understanding of what may be happening and to remind people of the different ways they can make a complaint. 
Transactional Complaint Handling Satisfaction Data
5.59. Once a complaint has been responded to, we invite the customer to complete a survey and share how satisfied they are with how we handled their complaint.  Every complainant is invited to complete the survey by phone or email. The survey was completed by 105 people, 30% of all those who received a response to a complaint in 2025/26.
5.60. The first question customers are asked is, ‘Overall, how satisfied were you with the way your complaint was handled?’ Overall satisfaction with how we handled complaints was 76%.  The table below shows satisfaction data over the past five years. 


5.61. Customer are given the opportunity to share more detail about their experience by answering the following questions:  
· did we understand the issue?
· did we treat the resident with respect throughout the process?
· did we keep them informed of the progress of their complaint?
· how easy was it to make a complaint?
· the speed of our response?
· satisfaction with the overall outcome?
5.62. Performance across the six questions is shown in the graph below.



5.63. Customer satisfaction remains broadly stable across all survey questions, maintaining a consistently high level of satisfaction. Being treated with respect continues to be the strongest area in 2025/26 at 87%. Improvements have also been seen in both ease of making a complaint and speed of our response, with satisfaction for the later increasing to 80% in 2025/26, compared to 76% in 2024/25. This improvement is particularly noteworthy given the increase in complaint volumes and reflects the work undertaken to centralise complaints and improvements to the handling of complaints.
5.64. Satisfaction with the overall outcome of complaints was 70% in 2025/26, representing an improvement compared to 2023/24 (67%), although slightly lower than the previous year. This is an area we will continue to monitor to further improve the consistency of complaint outcomes.
5.65. Satisfaction relating to understanding the issue and being kept informed has declined slightly over time. While these reductions are small, this is an area we will continue to monitor. Ongoing training and support for complaint owners continues to be important in strengthening clarity, decision‑making, and customer confidence in the outcomes provided. 
Improving Complaint Handling Performance
5.66. In 2025/26 to facilitate improving complaint handling performance, we have:
· shared details of live complaints and reviews to ensure complaint volumes and performance is clear,
· made complaint data and performance more visible to managers and complaint owners by sharing a monthly email containing themes, learning and areas for improvement,
· continued to work with and support the Member Responsible for Complaints (MRC) by having a monthly meeting to review performance data and insight,  
· The MRC has spent time in the Customer Experience Department listening to complaint calls from the initial contact, responding to the complaint and the follow up Complaint Handling Satisfaction survey.  
· The Complaints Working Group meets every 6 weeks, it draws together key business areas and people to review performance data and themes to drive change,
· Monthly audits of complaint acknowledgments and complaint responses to ensure they comply with the Complaint Handling Code and to identify areas of improvement,  
· Continued to monitor extensions and the signing off extensions, 
· Continued to record and track:
· exclusions, 
· extensions, 
· and actions from complaints and reviews. 
· Successfully carried out a 6-month pilot to provide additional resources for handling complaints in Property Services and following this successful pilot and workforce planning, Property Services complaints are now handled by Customer Experience, improving consistency and handling quality. 
· Visited Extra Care Schemes and Auckley residents, having wider conversations with customers and resolving issues before they turn into complaints.
· The CET is working closely with LiveWell to raise awareness of complaints awareness among both staff and customers, ensuring that complaints are consistently identified, recorded and managed.
· Made improvements to the Cx Complaint case to improve case management and more accurate reporting, this went live on the 01 April 2026, and we will continue to monitor this.
Complaints Data and Insight
Complaints by Service Area
5.67. The graph below shows the number of complaints received by the service area in 2025/26.  

5.68. Complaint volumes decreased marginally across Customer Connect, Development and Landlord Services during the year. LiveWell complaint volumes remained stable in line with 2024/25. Property Services, however, recorded a modest increase, with complaints rising by 5.5%.
5.69. 84% of all complaints relate to Property Services & Maintenance (including HMT and contractors).  This service area continues to receive a higher volume of complaints, a pattern reflected in the housing sector. It mirrors 2024/25, when 78% of all complaints received related to Property Services & Maintenance. 
5.70. Although the volume of complaints within LiveWell has stabilised during the year, overall levels remain lower than those recorded in previous years. The Customer Experience Team (CET) is working closely with the Quality and Impact Manager to raise awareness among both staff and customers, ensuring that complaints are consistently identified, recorded and managed.
5.71. 
	
	No. of complaints

	Service Area
	2022/23
	2023/24
	2024/25
	2025/26

	Customer Connect
	5 
	  7 
	9
	6

	Development
	1
	           7
	5
	2

	Landlord Services
	23 
	26 
	39
	25

	Leasehold & Service Charge*
	-
	-
	4
	0

	LiveWell
	23
	21
	17
	17

	Property Services
	235
	200
	255
	266

	                              Total
	287
	        261
	329
	316


      *Prior to April 2024, part of Landlord Services
Reviews by Service Area
5.72. The graph below shows the number of reviews received by the service area in 2025/26.  

5.73. Of the 41 Stage 2 reviews, 35 related to Property Services, maintenance, and contractor issues, accounting for 85% of all reviews. This represents an increase compared to previous years; in 2024/25, 78% (21 of 29) of Stage 2 reviews fell into this category. However, as in previous years, this trend mirrors the proportion of complaints received at Stage 1, where 84% were also related to Property Services, maintenance, and contractors.
5.74. Property Services is the area with the most reviews, of the 266 complaints recorded for Property Services, only 35 of these went to review.  87% were resolved at stage 1, 231 complaints.  This represents a slight decrease compared to the previous year, when 92% of Property Services complaints were resolved at Stage 1
Complaints by Contractor 
5.75. The graph below shows the breakdown of complaints for Property Services and maintenance services by team or contractor and month by month. 



5.76. The following table gives a brief description of the works carried out by the above contractors. 
	Ashley and McDonough
	Day-to-day repairs and out-of-hours repairs (for heating and hot water)   
Gas servicing   
Planned works (SIP)  

	Burngreave Building Company (BBC)  
	Day-to-day repairs and out-of-hours repairs (for properties outside of the SCR).   
Void works  

	Home Maintenance Team (HMT)  
	Day-to-day repairs  
Void works   
Planned works (SIP)  
Cyclical maintenance  

	NEAT 
	Estate Maintenance e.g. gardening and cleaning works 
Void Works 

	Others (any other 3rd party contractor used by SYHA) 
	Examples of work completed are: 
Asbestos surveys 
Fixed electrical tests 
Painting and decorating on DMC cases 
Damp works 
Legionella testing 
Fire works (alarms, emergency lighting) 

	Property Services 
	Day-to day Inspections and ordering works 
Disrepair 
DMC cases
Void inspections and ordering 
Asset Management work 
Stock condition surveys 
Planned works 
Fire Risk Assessments 



Property Services
5.77. Property Services and Maintenance receive the highest volume of complaints, see 5.67 complaints by service area.  It is an area where most customers receive a service from SYHA and matches previous years’ data.  In 2025/26, 84% of all complaints received were in this business area, in 2024/25 the figure was 78%.
5.78. Property Services and Maintenance have seen a 5% increase in complaints at stage 1. Some key themes coming through are around longer wait times for repairs to be completed, poor communication around updates and the customer having to chase for information. 
5.79. This year, there has been a focus more on urgent issues like damp, mould and condensation. This has sometimes meant that more routine repairs have taken longer. We have also seen problems such as leaking roofs being repaired reactively instead of through planned programmes.
5.80. To address this, Property Services are increasing budgets and planning for improvement work in areas that need it, for example Auckley in Doncaster.  We are working closely with our contractors to improve communication and delivery. Our aim is to complete repairs faster, keep customers better informed, and reduce the need for customers to chase us.
5.81. The total increase year-on-year for all business areas is 10%, see 5.5 Volume of complaint – by year.  There is no one factor unique to this area that explains the increase. As mentioned in 5.25 Raising Awareness, housing remains in the spotlight. Greater awareness of our Complaints Policy may be encouraging more customers to let us know when we get something wrong.
Contractors
5.82. As some of our contractors carry out more work than others for SYHA, it is important to look at the number of complaints per 100 orders raised. The graph below shows the comparison to the last three years. 



Root Causes
5.83. Complaints are categorised by a root cause which helps analysis and learning.  As some complaints have multiple elements the root cause for the main issue is selected. 

5.84. In 2025/26 the top three root causes are:
· Responsiveness, 103 complaints, 33%
· Customer Care & Customer Service, 97 complaints, 31%
· Quality of Housing, 66 complaints 21%
5.85. The overall pattern of complaint root cause remains consistent with 2024/25; however, complaints relating to Responsiveness have increased as a proportion of total complaints compared to last year. 
5.86. Customers frequently reported lengthy repair times and a lack of proactive communication regarding repair progress, appointment scheduling, and key updates. As a result, customers often felt compelled to chase for information. This absence of clear and timely communication directly contributed to frustration and repeat dissatisfaction. Although the specific issues raised varied, the underlying causes were consistent, with delays and communication breakdowns resulting in prolonged dissatisfaction. 
Diversity and Complaints 

5.87. Our housing management system allows reporting of age, gender, race, faith and belief, sexual orientation and disability.  We use this data to compare the diversity characteristics of people who made a complaint in 2025/26 with all our current tenancy holders. 
5.88. There are data set gaps, for example a large percentage of ‘unknown’ customer disabilities. This makes it harder to meaningfully analyse this data. To improve this, we launched a data collection campaign in 2025 that piloted contacting tenants to check accuracy of their information. This continues to be rolled out across 2026, and we hope this will significantly improve our diversity data. 
Race and ethnicity
5.89. The table below shows data on race and ethnicity.  The complainant profile for 2025/26 is broadly aligned with the overall customer profile.  White British customers make up the largest proportion of our customers and, correspondingly, account for the highest proportion of complaints. However, Black African and Black Caribbean customers are over‑represented in complaints relative to their share of the tenant population and we will explore this further in 2026/27. While larger percentage variations are observed in some other ethnic categories, the low volume of complaints limits the significance of these differences. 
	Race
	Number of Customers who made a complaint
	% of customers who made a complaint
	% of all SYHA Tenants

	Any other Ethnic group
	3
	0.93%
	0.38%

	Asian / Asian British: Chinese
	 
	 
	0.11%

	Asian/Asian British:  Any Other Asian Background
	4
	1.25%
	1.36%

	Asian/Asian British: Bangladeshi
	2
	0.62%
	0.68%

	Asian/Asian British: Indian
	 
	 
	0.19%

	Asian/Asian British: Pakistani
	4
	1.25%
	2.34%

	Black:  Any Other Black / African / Caribbean background
	2
	0.62%
	0.63%

	Black: African
	17
	5.30%
	3.05%

	Black: Caribbean
	10
	3.12%
	1.16%

	Did not answer the question
	4
	1.25%
	0.92%

	Mixed: White & Asian
	 
	 
	0.08%

	Mixed: White & Black Caribbean
	 
	 
	0.03%

	Other Ethnic Group: Arab
	 
	 
	0.47%

	Other Ethnic Group: Other
	2
	0.62%
	1.77%

	Other White: Any other mixed/Multiple
	2
	0.62%
	0.19%

	Other White: Mixed / Multiple
	6
	1.87%
	1.08%

	Other White: White and Asian
	 
	 
	0.30%

	Other White: White and Black African
	 
	 
	0.24%

	Other White: White and Black Caribbean
	10
	3.12%
	0.90%

	Prefer not to say
	 
	 
	0.30%

	Refused
	 
	 
	0.03%

	Unknown
	38
	11.84%
	16.50%

	White: British
	207
	64.49%
	65.08%

	White: Gypsy/ Irish Traveller
	 
	 
	0.05%

	White: Irish
	 
	 
	0.28%

	White: Other
	10
	3.12%
	1.87%



Disability
5.90. Data shows that 28.04% of complaints come from customers who have a disability recorded.  This is higher than all SYHA tenants, but this may be explained by better conversations and better records when someone makes a complaint. Whenever someone makes a complaint, we use this as an opportunity to talk to them about any disabilities and vulnerabilities they may have and update our records. The data collection exercise will help to reduce the number of ‘Unknowns’.
	Disability
	Number of Customers who made a complaint
	% of customers who made a complaint
	% of all SYHA Tenants

	Disabled
	90
	28.04%
	11.08%

	Not Disabled
	12
	3.74%
	3.54%

	Unknown
	219
	68.22%
	85.38%



Age
5.91. When looking at the age data, Customers aged 35–44 and 45–54 account for a higher proportion of complaints than their representation within the tenant population, indicating over‑representation among complainants. Customers aged 55–64 and 65 and over are under‑represented in complaints relative to their share of tenants. Complaints from customers aged 16–24 and 25–34 are broadly proportionate to their population size
	Age Band
	Number of Customers who made a complaint
	% of customers who made a complaint
	% of all SYHA Tenants

	<16
	0
	0.00%
	0.13%

	16-24
	6
	1.87%
	1.61%

	25-34
	41
	12.77%
	11.57%

	35-44
	86
	26.79%
	18.83%

	45-54
	66
	20.56%
	17.42%

	55-64
	58
	18.07%
	19.53%

	>=65
	51
	15.89%
	25.06%

	Unknown
	13
	4.05%
	5.85%



Gender
5.92. When looking at Gender Data we can see that female customers are reporting complaints proportional to their known customer population size. Male customers are currently reporting lower which we will monitor.
	Gender
	Number of Customers who made a complaint
	% of customers who made a complaint
	% of all SYHA Tenants

	Unknown
	95
	29.60%
	26.95%

	Male
	40
	12.46%
	27.82%

	Female
	186
	57.94%
	45.24%



Sexual Orientation
5.93. The data on sexual orientation shows a similar correlation between the number of customers and complaints in most categories. Both Heterosexual/Straight and Gay/Lesbian groups report more complaints than the customer base.  Again, improved customer data will support better analysis and insight.  
	 Sexual Orientation
	Number of Customers who made a complaint
	% of customers who made a complaint
	% of all SYHA Tenants

	Bisexual
	1
	0.31%
	0.52%

	Did not answer the question
	1
	0.31%
	0.33%

	Gay/ Lesbian
	4
	1.25%
	0.81%

	Heterosexual/ Straight
	229
	71.34%
	61.72%

	In other way
	 
	 
	0.06%

	Prefer not to say
	11
	3.43%
	6.44%

	Prefer to self-describe
	 
	 
	0.02%

	Unknown
	75
	23.36%
	30.05%

	unsure / Don't know
	 
	 
	0.05%



Faith and Belief 
5.94. Data on Faith or Belief shows a similar correlation between the number of customers and complaints in all categories.  We will continue to monitor these groups as better data is collected to see if there are any emerging trends.
	Faith and Belief
	Number of Customers who made a complaint
	% of customers who made a complaint
	% of all SYHA Tenants

	Buddhism
	 
	 
	0.13%

	Catholic
	1
	0.31%
	0.79%

	Christianity (all denominations)
	69
	21.50%
	22.06%

	Church of England
	4
	1.25%
	2.69%

	Did not answer the question
	1
	0.31%
	0.22%

	Hinduism
	 
	 
	0.06%

	Islam
	22
	6.85%
	6.63%

	No Faith or Belief
	131
	40.81%
	29.78%

	Other Faith or Belief
	5
	1.56%
	1.19%

	Prefer not to Say
	11
	3.43%
	4.38%

	Rastafarianism
	 
	 
	0.02%

	Sikhism
	 
	 
	0.02%

	Unknown
	77
	23.99%
	32.04%



Housing Ombudsman and SYHA
Compliance with the Housing Ombudsman Complaint Handling Code
5.95. The Housing Ombudsman Complaint Handling Code has been statutory since 1 April 2024, requiring all social landlords to comply with its provisions and apply best‑practice standards in complaint handling.

5.96. As set out earlier in this report, SYHA has confirmed compliance with the Code through this main report, the customer friendly report, and the annual self‑assessment, while also identifying areas for continuous improvement and further strengthening. The following section outlines our interaction with the Housing Ombudsman and complaint‑related activity during the year.

Housing Ombudsman investigations 

5.97. During 2025/26, one investigation was started by the Housing Ombudsman and zero decisions were received. 
5.98. We are waiting for decisions on 4 cases, with evidence submitted to the Housing Ombudsman over the 2024/25 and 2025/26 period.  The Housing Ombudsman has published their Business Plan for 2026-27 which has introduced new case targets, 80% of cases will be resolved within 12 months and no case will exceed 18 months. We expect to receive decisions on these cases over the coming months.
5.99. Findings from the Housing Ombudsman are shared with the relevant Director and Head of Service, and our Complaints Working Group so any learning and actions can be agreed and tracked.
5.100. The Housing Ombudsman published a Performance Report for SYHA during 2024/25. This report related to three cases that the Ombudsman completed during that period. In all three cases, the Ombudsman found maladministration. We reported on these cases in last years annual report and continue to focus on learning from them.
5.101. Our Customer Committee receive regular updates about our contact with the Housing Ombudsman. We discuss complaint information with the committee to understand and agree what information they would find most helpful to receive, for example this year the committee has requested to hear directly from contractors. 
Service Improvements & Learning from Complaints
5.102. Using learning from complaints is central to improve services for customers. Here are some examples of how learning has been used in 2025/26 and some of our plans for 2026/27: 
5.103. Extra Care Scheme Visits
· Following complaints from Extra Care schemes about heating during the winter, we visited two schemes to have more in-depth conversations. These were led by our CEO Larry Gold and were well attended. As well as working to resolving heating issues, the conversations allowed residents to raise other issues which have been proactively dealt with and helped reduce further complaints. 
5.104. Damp Mould and Condensation (DMC)
· Following the introduction of Awaab’s Law we have changed how we manage DMC cases, with new processes and IT changes implemented. 
· Staff awareness has been strengthened to improve the identification and reporting of DMC cases.
· Learning from complaints during the year has highlighted the importance of clearly communicating the DMC process to customers. While website information has been improved to explain the process, complaints have shown that we need to better communicate that investigations can involve a process of elimination and may take time.
5.105. Fencing
· Complaints received during the year have highlighted that customers want clearer and more consistent communication about responsibility for fencing repairs and expected timescales. 
· In response to this learning, we are considering how best to improve communication with customers, including how we explain the fencing programme, prioritisation, and updates for those waiting for works.
5.106. Pest Control
· In response to complaints about pest issues, we have updated our website to clearly explain when we will take action, customer responsibilities, treatment responsibilities, and advice on preventing pests.
5.107. Decant Policy
· In response to a complaint about a customer’s experience during a ‘decant’, we are reviewing and improving the Decant Policy to ensure customers receive clearer information and consistent communication if they need to move home temporarily. 

5.108. Major Incident Guidelines
· Following complaints about heating issues at Extra Care schemes, where escalation should have happened sooner, we have updated and re‑circulated our major incident guidelines to ensure staff are clearer about when issues should be treated as major incidents and escalated promptly.
5.109. Anti-social Behaviour (ASB)
Following customer insight about ASB, we have continued our ASB Improvement plans to ensure;
· Clearer information on the website for our customers, including Case studies as recommended by our Scrutiny Panel. 
· Mandatory risk assessments to understand the impact of ASB and identify customer vulnerabilities
· Clarity on the support and advice given by our Neighbourhoods team
5.110. Neighbourhoods and Estates
We learned that some information about neighbourhood and estates issues was not clear for customers, and so we have:
· Improved information for customers on our website, including clearer guidance about personal CCTV use. 
· We have updated our Neighbourhood & Estates policies.  
· Provided clearer information to customers on the estate services that SYHA provide, including communal cleaning and grounds maintenance, trees management and fly tipping. 
5.111. Updated Complaints Policy & Compensation Policy
· We have updated our Complaints Policy and Compensation Policy following feedback and new guidance from the Housing Ombudsman and customer insight. This ensures we remain compliant and will give customers greater clarity over the process. New compensation guidelines will ensure we make decisions that are fair and consistent. 
· The new guidelines were advised by the Tenant Participation Advisory Service (Tpas) and also include compensation requirements for new Heat Network regulations. 
5.112. Customer Data & Record Keeping
Experience from complaint handling has reinforced that knowing our customers well and maintaining accurate records is key to complaint resolution, and this has driven the following improvements to customer data and record keeping.
· Monitoring customer ‘callback’ requests for volume and length of time they are open and raising with teams where necessary.  
· Continued the data collection campaign to improve customer data and the services that can be provided with this knowledge. 
· Launched the Vulnerability Policy to give staff clearer guidance on what to check, what questions to ask and how to better consider individual circumstances.  
· Raised staff awareness through our monthly complaint email about the importance of good record keeping. 
· Planned improvements to the Cx system to track actions arising from complaints to ensure they are completed and reduce the risk of stage 2 escalations. 

Conclusion
5.113. In conclusion, we are proud of our performance during the year, particularly the improvement in our TSM satisfaction results. We are pleased to be able to clearly demonstrate learning from complaints and service delivery, and we remain committed to building on this progress as we continue to improve services for customers and drive continuous improvement.

	6. RISK MANAGEMENT

	Risk Level
	High

	6.1. Any increase in complaint volumes places additional pressure on resources and may impact complaint‑handling performance. In 2025/26, while overall volumes did not increase across the year, there were significantly higher volumes during the winter months. Although performance levels were maintained or improved, further increases in complaint volumes and/or staff attrition could result in resources becoming more stretched.
6.2. Any reduction in performance would have a negative on customers and impact on SYHAs reputation.  Poor complaint handling could lead to an increase in investigations by HOS and compensation payments.  
6.3. An increase in Stage 2 complaint reviews is placing pressure on resources across the business. While we have been able to sustain the rise observed in the latter half of the year, we should remain mindful that any continued increase could lead to further strain on resources.
6.4. Where actions arising from complaints are not tracked through to completion, there is an increased risk of issues remaining unresolved, leading to escalation to Stage 2 and potential referral to the Housing Ombudsman.
6.5. A Complaints Working Group runs regularly to draw together key people from across SYHA to support a culture of learning from complaints and tackling areas of poor performance. 
6.6. A close working relationship with the Member Responsible for Complaints ensures complaint handling is regularly monitored and performance shared with the Board. 

	7. BUDGETARY, FINANCIAL AND VFM IMPLICATIONS 

	7.1. There is a regulatory expectation that complaints handling is appropriately resourced. While overall complaint volumes have remained stable, seasonal surges and an increase in review requests place additional pressure on existing capacity. To maintain compliance and service standards, this may require consideration of additional resources where demand continues to grow.
7.2. The updated Compensation Policy aligns with the latest Housing Ombudsman guidance, providing clearer and more consistent parameters for awards. As a result, compensation spend may increase. In addition, any rise in complaints driven by service issues, or in repeat handling due to poor complaint resolution, can further increase compensation costs—reinforcing the importance of getting things right first time and learning from complaints.

	8. ASSURANCE STATEMENT

	8.1. The breadth of data provided in this report gives assurance that we understand our performance and where improvements are needed.
8.2. Further assurance is provided through feedback from the Housing Ombudsman this year, which recommended improvements to our Complaints Policy. Work has been undertaken to update this, alongside a review of our compensation policy which was supported by Tpas as an extension of last years Complaints Audit. 

	9. HEALTH AND SAFETY

	9.1. There are no health and safety implications of this report.

	10. CUSTOMER ENGAGEMENT

	10.1. Complaint performance data including themes and trends is shared with the Member Responsible for Complaints (MRC), who is also a tenant. 
10.2. The Customer Complaints Lead holds a monthly meeting with the MRC to review data and performance.  
10.3. We have increased our focus of customer engagement in 2025/26, including regular reporting to our customer committee and the continued provision of a customer friendly version of this report, which has been improved through direct customer engagement.  

	11. IMPACT ON OUR CUSTOMERS

	11.1. Maintaining high levels of complaint handling performance:
· provides customers with reassurance that when something goes wrong our complaints policy and process is robust and followed,
· demonstrates our complaints process is accessible and fair for customers, 
· gives customers confidence the SYHA are listening and keen to rebuild and strengthen relationships,
· drives learning from complaints, improving services for our customers.

	12. IMPACT ON OUR PEOPLE

	12.1. This report supports and reinforces the positive complaints culture within SYHA, as recognised in the previous TPAS audit.
12.2. Our ongoing commitment to analysing and reviewing complaints data helps us identify areas for improvement, supporting continuous improvement and ensuring compliance with the Housing Ombudsman Complaint Handling Code.
12.3. We continue to support staff by sharing learning and information about complaints through SharePoint and wider communications. This includes guidance resources, regular internal newsletters, regular meetings, and practical support for colleagues handling complaints, including advice and templates.

	13. EQUALITY AND DIVERSITY

	13.1. Information about complaints and diversity is referenced in section 5.87.  Further work will be carried out to improve customer data and how this is recorded through our data collection campaign.
13.2. Quarterly data regarding complaints and customer diversity is shared with the Diversity and Belonging Steering Group. 
13.3. Our new Vulnerability Policy has been launched and supports all customer experience by allowing us to gather useful information about customer needs and offer reasonable adjustments and tailored services as required. This supports a positive complaints culture and process. 

	14. ENVIRONMENTAL / SUSTAINABILITY IMPACT

	Impact Level
	Neutral

	14.1. There are no environmental or sustainability impacts related to this report.

	15. NEXT STEPS / ACTION REQUIRED

	15.1. Following approval of this report, the full set of compliance documents will be published on our website, and the annual submission will be made to the Housing Ombudsman ahead of the September deadline. 
15.2. This will include the Board’s response to this report and the supporting documents. 
15.3. The customer‑friendly version of the report will be reviewed by Marketing and, taking into account customer feedback, will be published in the most accessible format possible. 
15.4. We will continue to monitor performance and feedback, using this to inform ongoing improvements to our complaints handling approach.

	16. APPENDICES

	Appendix 1
	Customer Friendly Annual Complaints Performance and Service Improvement Report

	Appendix 2
	Complaint Handling Code Self-Assessment 2026

	
	




Total per month 25-26	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	21	16	30	23	24	22	29	26	26	32	35	27	Total per month 24-25	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	33	24	15	31	33	36	27	35	26	30	23	16	Total per month 23-24	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	24	25	24	15	16	21	28	13	13	29	22	30	Total per month 26-27	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	



2025/26	Quarter 1	Quarter 2	Quarter 3	Quarter 4	70	69	83	94	Quarter 1	Quarter 2	Quarter 3	Quarter 4	2024/25	Quarter 1	Quarter 2	Quarter 3	Quarter 4	83	105	88	69	Quarter 1	Quarter 2	Quarter 3	Quarter 4	2023/24	Quarter 1	Quarter 2	Quarter 3	Quarter 4	86	61	68	81	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	Quarter 1	Quarter 2	Quarter 3	Quarter 4	2024/25	Quarter 1	Quarter 2	Quarter 3	Quarter 4	2025/26	Quarter 1	Quarter 2	Quarter 3	Quarter 4	April - Sept 18 	Quarter 1	Quarter 2	Quarter 3	Quarter 4	



Reviews received per month

Total  reviews per Month 25-26	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	1	3	2	1	3	3	4	3	3	4	6	7	Total reviews per month 24-25	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	3	6	0	1	1	3	3	4	0	3	3	2	Total reviews per month 23-24	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	1	1	3	2	0	1	2	1	1	3	1	3	Complaints only	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	Complaint 	&	 Compensation Both	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	Compensation only	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	Total  reviews per Month 26-27	Apr	May	Jun	July	Aug	Sept	Oct	Nov	Dec 	Jan	Feb	Mar	



Reason for Exclusion

Service Request	Third Party	ASB	Legal proceedings or Insurance	Historic	Anonymous or not advocate	HR Issue	24	8	7	4	2	2	1	


Complaints Response stage 1 (excluding extensions)

10 working days response %	
2021/22	2022/23	2023/24	2024/25	2025/26	0.63	0.78	0.67	0.7	0.86	1 week response %	
2021/22	2022/23	2023/24	2024/25	2025/26	2 week response % year to date	2021/22	2022/23	2023/24	2024/25	2025/26	1 week response % year to date	2021/22	2022/23	2023/24	2024/25	2025/26	Target 90%	2020/21	2021/22	2022/23	2023/24	2024/25	0.9	0.9	0.9	0.9	0.9	Target 50%	2020/21	2021/22	2022/23	2023/24	2024/25	



Overall Satisfaction - YTD %	
2021/22	2022/23	2023/24	2024/25	2025/26	Overall satisfaction %	
2021/22	2022/23	2023/24	2024/25	2025/26	0.64	0.52	0.8	0.81	0.76	Overall satisfaction target 75%	2021/22	2022/23	2023/24	2024/25	2025/26	0.75	0.75	0.75	0.75	0.75	Response Rate %	
2021/22	2022/23	2023/24	2024/25	2025/26	0.35	0.46	0.42	0.39	0.3	



Complaint satisfaction survey responses 

2023/24	
Understanding the issue	Treated with respect 	Being kept informed 	Ease of making complaint	Speed of our response 	Overall outcome 	0.7	0.87	0.77	0.84	0.73	0.67	2024/25	
Understanding the issue	Treated with respect 	Being kept informed 	Ease of making complaint	Speed of our response 	Overall outcome 	0.69	0.84	0.76	0.81	0.76	0.74	2025/26	
Understanding the issue	Treated with respect 	Being kept informed 	Ease of making complaint	Speed of our response 	Overall outcome 	0.68	0.87	0.75	0.82	0.8	0.7	



Complaints by service area

Customer Connect	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	2	1	1	1	Development 	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	2	Landlord Services	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	2	3	3	4	2	3	4	1	2	1	Leasehold 	&	 Service Charge	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	LiveWell	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	2	4	1	3	2	2	2	Property Services	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	17	12	24	17	17	17	26	23	21	32	34	26	



Reviews by service area

Customer Connect	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Development 	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	Landlord Services	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	1	2	1	Leasehold 	&	 Service Charge	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	LiveWell	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	Property Services 	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	2	2	1	2	3	2	3	2	4	6	7	



Volume of complaints by contractor

Ashley and MacDonough	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	1	1	1	1	4	6	9	2	BBC	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	2	1	1	1	2	5	2	2	1	1	2	1	Other 	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	1	1	1	1	1	2	1	1	HMT	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	1	2	1	2	1	5	2	1	2	NEAT	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	2	2	1	Property Services	
Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	12	5	19	14	14	12	21	14	12	22	22	20	



Number of complaints per 100 orders 

2021/22	Ordrers 	
BBC	HMT	Ashley and McDonough 	Others 	2021/22	Complaints 	
BBC	HMT	Ashley and McDonough 	Others 	2022/23	Orders 	
BBC	HMT	Ashley and McDonough 	Others 	2022/23	Complaints	
BBC	HMT	Ashley and McDonough 	Others 	2023/24	
BBC	HMT	Ashley and McDonough 	Others 	0.42	0.21	0.77	0.2	2024/25	
BBC	HMT	Ashley and McDonough 	Others 	0.64	0.23	0.59	0.18	2025/26	
BBC	HMT	Ashley and McDonough 	Others 	0.51	0.18	0.54	0.13	2021/22	
BBC	HMT	Ashley and McDonough 	Others 	0.7	0.05	0	0.03	2022/23	
BBC	HMT	Ashley and McDonough 	Others 	0.48973880597014929	0.11411182959300113	1.3215859030837005	0.28694404591104733	



Root cause of complaints recorded

Estate 	&	 N'hood Maint	
2021/22	2022/23	2023/24	2024/25	2025/26	7	6	12	11	4	Staff Behaviour	
2021/22	2022/23	2023/24	2024/25	2025/26	14	19	18	25	19	Other	
2021/22	2022/23	2023/24	2024/25	2025/26	12	10	Quality of Work	
2021/22	2022/23	2023/24	2024/25	2025/26	24	37	34	33	27	Quality of Housing	
2021/22	2022/23	2023/24	2024/25	2025/26	31	35	53	70	66	Customer Care	
2021/22	2022/23	2023/24	2024/25	2025/26	79	77	58	109	97	Responsiveness	
2021/22	2022/23	2023/24	2024/25	2025/26	117	112	76	81	103	
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