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In the last quarter we received 42 formal complaints (20 Housing, 5 Care & 17
Independent Living) up from 38 the previous quarter.

The refreshed version of the ‘Making a Complaint’ guide is now in all our Houses &
Homes which compliments the complaint’s poster, to support & provide further
accessibility of our feedback routes for residents, their families and visitors.

Two ‘Complaints Drop-in’ sessions were held in February 2026 for frontline
managers to discuss complaints and seek help & guidance on managing
complaints effectively locally but sadly uptake & interest was very low. These will
now be re-launched in Spring 2026 inviting all frontline managers to participate.

The complaint investigation record was launched in November 2025 allowing every
element of a complaint investigation to be documented by complaint investigators,
including colleagues interviewed, evidence reviewed and lessons learnt extracted,
an update on the performance of these important records is covered later in the
report.

A new complaint handling initiative in assigning stage 1 complaints for investigation
and resolution to CHMs and SHMs was agreed and will be launched in April 2026
promoting ownership and accountability. We have also agreed that all service level
complaints & compliments will be logged on safety culture from April 2026
removing the need for manual records in all our services, improving accountability
and local ownership.
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BACKGROUND

Total number of complaints received.

The total number of complaints by service type is provided in the graph below.
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The graph below highlights the top themes were identified from complaints received since
January 2026. There may be multiple themes from a single complaint due to the complaint

being related to a number of items.
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KEY INFORMATION

Ombudsman Update

At the time of writing this report, we are aware of four cases which have exhausted the
internal complaints process that have been referred to the Housing Ombudsman (HOS)

No determinations or information requests were received from the Local Government
and Social Care Ombudsman in this quarter at the time of writing this report.
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The Housing Ombudsman in this quarter have published a report on compensation calling
for ‘single vision of fair compensation’ across the sector.

In that report, they published new compensation guidance setting out the key principles for
a fair approach to compensation, make clear expectations and to encourage consistency.
This guidance will be effective from April 2026

The report looked at landlords’ not applying their own compensation policies correctly.
Including a landlord who failed to offer compensation despite a resident and her 4-year-old
child living in damp and mould for 3 years.

The Ombudsman is also encouraging landlords to offer compensation at an earlier stage,
rather than doing so at the stage 2 complaint stage or when the complaint is referred to
the Housing Ombudsman.

Equally the report also visited the difference between the orders from the Ombudsman
and the landlords offer. The full report can be found here: 'Single vision of fair
compensation’ across the sector

Also, this quarter the Housing Ombudsman published a report on ‘The importance of
meaningful apologies in complaint handling’ which focused on the use of apologies as
a remedy.

Their guidance on apologies has been refreshed too and shows how landlords can build
better apologies that provide more meaningful outcomes. Sometimes, an apology can be
enough to remedy the situation.

The report shares several cases where an apology was important and while the landlord
often apologised during its own complaint process, it could have been stronger. One case
involves a resident experiencing overheating for more than 3 years because of faulty
windows. In another case, a resident was unable to leave her home because of a

faulty step, and a further case involves a mother sleeping on a sofa with her child because
of the impact of antisocial behaviour. The report can be found here: Importance of
meaningful apologies in complaint handling

This is good timing for ALS as we are currently putting together a dedicated guidance
document on ‘Customer Remedies’ for all colleagues which will also reflect the guidance
from the Housing Ombudsman on the importance of meaningful apologies in complaint
handling. This guidance is expected to be published later this spring.

Complaint Review

The world of complaints remains busy, but now more than ever before, complaints provide
opportunities to all of us to listen, learn, and act together.

Main complaint reasons across the quarter (from the 42 complaints) the top 3 complaint
reasons are:



https://www.housing-ombudsman.org.uk/2026/02/03/single-vision-of-fair-compensation-across-the-sector/
https://www.housing-ombudsman.org.uk/2026/02/03/single-vision-of-fair-compensation-across-the-sector/
https://www.housing-ombudsman.org.uk/2026/02/26/importance-of-meaningful-apologies-in-complaint-handling/
https://www.housing-ombudsman.org.uk/2026/02/26/importance-of-meaningful-apologies-in-complaint-handling/
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o Food -10(23.81% of complaints in the quarter)

-Fleet Street, Beaminster — quality of food received in recent weeks

-Poplar Lodge, Bembridge — No cook on duty and cold take-away delivered

-Lorton Street, Cockermouth x 4 — No Housekeeper at a weekend to provide lunches
(reoccurring problem, self-serve tea more than once)

-Phil Mead, Coventry — Quality of preparation and presentation of meals provided since
launch of Apetito

-Marsh House, Crosby — Quality of food provided

-Westall House, Horsted Keynes — Quality of food presentation and choice since launch
of Apetito

-Speedwell Court, Southampton — Quality of food presentation & choice available since
launch of Apetito

o Other -7 (16.67% of complaints in the quarter)

-Ing Royde, Halifax — staff member bringing pet to work

-Burnham Court, Malmesbury x 3 — Unauthorised access to flat

-Privett Farmhouse, Gosport — Feeding wildlife

-Brows Lodge, Formby — Not been offered ground floor flat when became available
-The Firs, Nottingham — Internet connection

¢ Maintenance - 5 (11.90% of complaints in the quarter)

-Ing Royde, Halifax — delayed repair to toilet and heating system

-Hope Bank View, Sunderland — when are new carpets going to be fitted
-Hampton House, Solihull x 2 — small lift out of use

-The Firs, Nottingham — Low water pressure

No damp and mould reports through the complaints route in this quarter which is important
as Awaab’s law officially took effect from 27 October 2025, where emergency hazards
should be investigated and make safe within 24hrs of the first report and with damp &
mould to investigate within 10 working days of being notified and made safe within a
further 5 working days after the investigation.

The 42 complaints received this quarter, contribute to a total of 149 complaints during the
period April 2025-March 2026, and represent just over 28% of the annual total indicating a
modest increase rather than a disproportionate spike.

In this quarter, a total of 8 complaints were escalated to Stage 2 of complaints procedure.
In this quarter, a total of 18 stage 1 complaints were extended for the following reasons:

4 x had to reassigned due to sickness absence

1 x had to reassigned as ROM had already engaged with complainant prior to the
complaint

1 x complaint reassigned at complainant’s request

2 x due to complexities of investigation

5 x due to complaint investigator annual leave

5 x due to Easter bank holidays
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Three Stage 2 complaints were also extended in this quarter:

1 x due to sickness absence
1 x due to Easter bank holidays
1 x due to annual leave

We have completed complaint lessons learnt calls within 10 working days of the closure of
the complaint this quarter on upheld or partially upheld complaints, except on four
occasions due to attendee availability due to scheduled commitments and annual leave,
whilst delayed, the calls did still take place.

We now book these calls at the complaint assignment to prevent delays later in the
process.

In this quarter, we have received 21 completed complaint investigation records (7
complaints are still open as the time of writing report from the total of 42 complaints) and
we are working with complaint investigators to provide the outstanding completed
documents. A reminder in ensuring this document has been issued via the weekly digest
as a reminder, and we are now tracking receipt of these documents and chasing where
required.

How do we compare to the national sector picture in terms of the Top 3 complaint
reasons?

The top 3 complaint reasons (taken from Housing Ombudsman data) are:

1. Property condition/Repairs and maintenance — Heating & hot water failures,
leaks and structural defects, damp & mould and pest infestation

2. Complaint handling and customer service delivery — poor communication, lack
of updates or record-keeping, delayed responses

3. ASB (Anti Social Behaviour) — Noise & harassment or nuisance behaviour

Given our size with 1,181 residents, the overall volume of complaints is not unexpected,
considering the greater awareness of complaint routes and regulatory expectations during
2025. The sector continues to see increases in complaint reporting against this backdrop.

Continued focus on early resolution, clear communication and learning from complaints
will continue to be in 2026, to maintain resident trust and improved service delivery.

Future Initiatives

From spring 2026, we will offer bitesize training on effective complaint handling for all
colleagues, sitting alongside a refresh of the e-learning on complaint handling which is
planned for later in 2026. As highlighted earlier in this report, we will also launch a new
remedies approach built on the principles of the revised guidance from the Housing
Ombudsman this spring.

Complaint Lessons Learnt

In this quarter, we have logged 26 lessons learnt following complaints being partially or
fully upheld which resulted in 27 actions. Of which, 15 of those actions have been




Abbeyj‘eld

completed and 12 are currently outstanding. In recent weeks, there have been 9 lessons
learnt that have been shared more widely, these are:

1. Residents to be encouraged to use pendants & not make phone call with issues
OOH. Possible from SHMs picking up phones in the past. Re-iteration made via
digest post for resident meeting agenda item

Adding safeguarding referrals to Nourish on the relevant interaction

Adding CQC notifications to Nourish on the relevant interaction

Bristol Stool Chart available and visible on Nourish — reminder shared.

Smoking Policy has been reviewed and shared

Shower Seat checks implemented and added to a couple audits already in place
Link added to tablets for accident and incident portal

Reminder to all operational managers to ensure all staff know the correct
procedure for reporting sickness and their unscheduled non-attendance at work
Weekly Digest post to share best practice in changing key safe codes for
emergency service access
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We will continue to build on our complaint lessons learnt approach by reviewing agreed
actions and outputs every quarter, to highlight more effectively where change has been
delivered because of complaints.

Compliments

All the houses and care homes have been busy receiving compliments about all the
amazing work they do on the front line, and we like to shout about it.

We launched ‘Compliment of the Month’ in the Weekly Digest to share the wonderful
compliments being received. Alongside this, we also add mentions to the
Thanks/Recognise Someone function on the Connect home page and announce the
‘Compliment of the Month’ winner in most All Staff Briefing’s.

In this quarter we received 52 compliments achieving the KPI for the second time in
2025/26 which is very encouraging.

Compliment of the Month winners have been:

e January — Halcyon House, Formby
e February — The Firs, Nottingham
e March — Speedwell Court, Southampton

Challenges & Concerns

e We need to embed completion of the complaint investigation record, so complaint
investigators complete this on every complaint.

e As reported last quarter, we are starting to see more ASB (Anti Social Behaviour)
reports entering the complaints process. It was identified in October 2024, that
ASB training for frontline managers was needed alongside the review of the ASB
process to ensure all reports are logged, tracked and handled effectively but the
training has so far not been developed. That said, an ASB working group has been
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formed now and a review of the ASB process is underway, once agreed and
confirmed, training for frontline colleagues will be developed.

CUSTOMER/STAKEHOLDER IMPACT AND VOICE

Residents Panel

Collaboration with the residents panel continued this quarter with the panel reviewing a
further 4 redacted complaints to be reassured on our complaint handling performance but
to also gather feedback on what works well and where improvements they feel could also
be made, this is in addition to sharing complaint performance information and outputs from
our complaint’s lessons learnt approach too.

Complaint Handling satisfaction

Whilst surveys have been issued for complaints received in this quarter, the response rate
continues to be very disappointing — despite recent changes to the survey approach, by
including the option to complete the satisfaction survey within the complaint response, we
did trial a telephone-based survey, which had limited success, however, we are working
collaboratively with the Quality team by sharing complaint data with them, so during their
audit work, they can engage with residents who have travelled through the complaints
process to capture feedback alongside working with the Resident Engagement Manager in
establishing some workshops with residents to understand any barriers to completing the
satisfaction survey issued at the same time as the complaint response.

We are also exploring an option to survey our residents by SMS for this survey to
hopefully boost participation numbers.

We have also now received the comments from residents who have participated in the
annual housing customer satisfaction survey, and whilst the majority of these appear to
indicate gaps in how the complaint was handled at a service level, we are reviewing these
fully and will follow up directly with residents where they have requested contact to discuss
their feedback further.

FINANCIAL IMPLICATIONS

We have awarded a financial gesture in 23 complaint cases totalling £8060.70 since
January 2025, covering a variety of issues including loss of heating and hot water
payments and damage following water leaks making the highest number of compensation
payments.

LINK TO CORPORATE PLAN

The content of this paper supports our work to ensure we continue to deliver Great
services by delivering an excellent customer experience.




