Board Response
The Board welcomes this year’s Annual Complaints Performance and Service Improvement Report. Our strategic vision is to deliver high-quality, efficient and effective services for every customer. Learning from complaints and using that insight to improve is central to achieving this.
We believe that a good home is a fundamental right. We want all our customers to settle at home, live well and realise their potential. Delivering consistent, reliable services is essential to supporting this.
In line with the Housing Ombudsman Complaint Handling Code, the Board has reviewed:
· The 2026 Complaint Handling Code Self-Assessment
· The 2025/26 Annual Complaints Performance and Service Improvement Report
· The customer-friendly version of the Annual Complaints Report
While these documents are a regulatory requirement, we value the assurance, transparency and insight they provide. We also welcome the additional scrutiny provided by the Customer Committee. It is particularly positive to hear that customers have been directly involved in shaping the customer-friendly report. We would like to thank those who contributed their time and feedback to improve it for others.
These reports give us confidence that SYHA continues to promote a positive complaints culture—one where feedback is welcomed, issues are addressed, and learning is used to drive improvement.
Although our goal is always to get things right first time, we recognise that a strong organisation does not shy away from complaints. Instead, it listens, learns and improves.
We are encouraged to see improvements in customer satisfaction, with the Tenant Satisfaction Measure, Satisfaction with the landlord's approach to handling of complaints, increasing from 39% in 2024/25 to 52% in 2025/26. While this compares positively across the sector, we recognise there is more to do and remain committed to improving further.
We are also pleased to see improved complaint response times and clearer evidence of how feedback has led to change. This includes improvements in how we manage anti-social behaviour cases and how we support customers in our Extra Care schemes.
We note that responsiveness—particularly in relation to repairs—remains a key concern for customers. Our Property Services team is focused on strengthening performance in this area, including continuing to embed Awaab’s Law requirements to ensure all  homes are safe. 
Our Member Responsible for Complaints (MRC) continues to play an important role, providing oversight through regular review of complaints data, reporting to Board, and engagement with the Customer Committee.
We have also updated our Complaints Policy and compensation approach in line with Housing Ombudsman guidance. This supports our commitment to delivering a fair, consistent and transparent service for all customers.
Looking ahead, we will continue to monitor how recent improvements impact customer experience and complaints performance. We also look forward to learning alongside our new partner, Places for People, as we strengthen our approach together.
Finally, we would like to thank all colleagues involved in handling and learning from complaints for their continued hard work and commitment. Most importantly, we thank our customers for sharing their experiences with us. Your feedback matters, it helps us improve, and it drives us to do better every day. We remain committed to listening, learning and delivering the service you deserve.

