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	To: 
	Board of Trustees

	Prepared by:	 
	Ariana Mirbagheri, PA to CEO & Governance Coordinator


	Data provided by:	 
	Tom Jackson, Director of Operations

	Date:	
	18 May 2026

	Subject:	
	Annual Complaints Performance and Assurance Report

	Status
	For Information/Assurance



1.	Purpose of Report
1.1	This report provides the Board with an overview of complaint handling performance for the financial year 1 April 2025 to 31 March 2026, including comparison with 2024/25 data to assess trends, compliance, and operational effectiveness.
1.2 	This report presents an organisation-wide overview of complaints; however, during the financial period from April 2025 to March 2026, all complaints received related solely to Housing services.
1.3	The report aims to:
· Demonstrate year-on-year changes in complaint volumes, themes, and service area distribution. 
· Provide assurance of compliance with the Housing Ombudsman Complaint Handling Code and internal policy requirements. 
· Highlight strengths, including effective Stage 1 resolution and timely responses, alongside areas for improvement already being addressed. 
· Support Board oversight and decision-making in relation to the recently approved Compliments, Complaints and Feedback Policy, ongoing system enhancements, and targeted service improvements. 
1.4	Key findings show an increase in complaints in 2025/26 (14) compared with the full previous year (8), likely reflecting improved recording processes. Despite the increase, all complaints across both years were resolved at Stage 1, with 93% of 2025/26 responses issued within policy timescales, demonstrating effective frontline complaint handling and strong management oversight.
2.	Overview of Complaint Volume (2024/25 vs 2025/26)
2024/25 (Full Year)
· Total complaints: 8
· All resolved at Stage 1
· Categories: 
· Quality of service: 4
· Staff: 2
· Miscellaneous: 2
· Service areas: 
· Housing & Support: 6
· Nurseries: 1
· Community and Youth Services: 1
· Escalations: 0 
2025/26 (Year to Date 1st April 2025 to 10th February 2026)
· Total complaints: 14
· Categories: 
· Quality of Support: 6
· Repairs: 4
· Rent: 1
· Miscellaneous: 3
· Service areas:
· Housing & Support: 11 
· Nurseries: 0
· Community & Youth: 0
· Escalations to Stage 2 or Ombudsman: 0

	Area of Comparison
	2024/25
	2025/26 
	Change / Notes

	Total complaints
	8
	14
	Increase in complaints received of 75% 

	Escalations to Housing Ombudsman / Regulator
	0
	0
	Performance maintained

	Stage 1 response compliance
	80%
	93%
	Strong performance; one justified delay

	Dominant complaint themes
	Quality of service
	Quality of support; repairs
	Shift toward operational/maintenance issues

	Service areas most affected
	Housing & Support
	Housing & Support 
	More concentrated distribution of case clusters in housing

	Compliments recorded
	1 (YTD only)
	Not specified
	System limitations affected recording both years



3.	Key Observations
Increase in Complaint Volume
3.1	The increase in complaints is notable but is likely linked to improved complaint logging and system use.
3.2	The organisation recognises historic recording challenges and is implementing measures to improve accuracy and completeness.
Complaint Themes and Service Improvements
3.3	Complaint trends in 2025/26 show increased concerns relating to support quality and repairs in housing. In response, a full review of the housing service model was completed during 2025/26, with a new operating model introduced from 1 April 2026 focused on support quality, resident outcomes, strengthened quality assurance, and quarterly resident satisfaction surveys.
Service Area Concentration
3.4	Housing accounted for 100% of complaints in 2025/26, with The Orchard (43%) and Magdelene Court (21%) representing almost two-thirds of all complaints, broadly reflecting scheme size. The remaining 36% of complaints were distributed across the other schemes at comparatively low levels individually and, as such, have not been reported separately.
Good Practice in Resolution
3.5	All complaints across both reporting periods were resolved at Stage 1, demonstrating effective frontline resolution.
Response Time Performance
3.6	In 2025/26, 93% of complaints were resolved within policy timescales, improving on the previous year. The single late response was due to unavoidable staff absence.
4.	Tenant Satisfaction Measures (TSM) 
4.1	Tenant feedback provides important context alongside operational complaint data.
4.2	The 2024/25 TSM results show that 84% of YMCA Heart of England tenants are satisfied with the organisation’s approach to complaint handling.
4.3	While complaints increased from 8 in 2024/25 to 11 year-to-date in 2025/26, high satisfaction levels suggest this reflects improved recording practices rather than reduced service quality or trust.
4.4	The strong TSM results align with 100% Stage 1 resolution rates and 93% compliance with response timescales in 2025/26, demonstrating effective and timely complaint handling.
5. 	Housing Ombudsman
5.1	The Housing Ombudsman oversees complaint handling within social housing to ensure residents receive fair and timely responses.
5.2	This is supported through the statutory Complaint Handling Code, introduced in April 2024, which sets requirements around accessibility, timescales, definitions, and early resolution.
5.3	Landlords are required to complete an annual self-assessment against the Code, approved by the governing body and published alongside complaints performance reporting.
5.4	The annual self-assessment, complaint performance report, and Board comments must be published each year to demonstrate assurance and compliance.
6. 	Recommendations
6.1	Note the increase in complaint volumes, likely linked to improved recording processes rather than declining service quality, alongside the strong performance in Stage 1 resolution, positive Tenant Satisfaction Measure results, and the continued implementation of system and reporting improvements to strengthen oversight and service delivery.
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