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-oreword

Overthe pastyear, Housing 21 has continued to strengthen the
approach to complaints handling, ensuring that the resident
voice remains at the heart of it. Central to this has been the work
of our Resident Complaints Panel, whose insight, challenge, and
constructive feedback has beeninvaluable. Their contributions
have not only shaped individual complaint reviews and analysis
of ombudsman cases, but they have also significantly influenced
wider policy development and improvements to our resident-
facing materials such as our letter templates.

Anotherkey priority has beento support colleagues to feel
confidentintheir handling of complaints which has alsoled

to greater consistency in the quality and tone of responses.
Through targeted guidance, training, and more hands-on
assistance, colleagues across the organisation are responding
with greater clarity, empathy and more effectively. This has been
complemented by strengthened quality checks, helping ensure
that every responsereflects our standards and positive culture
around complaints.

As the Boardlooks ahead, we remain committed to embedding
resident experience at the centre of our work and using every
opportunity tolearn, improve, and deliver services that meet the
needs and expectations of residents. In helping us to do this,

we have redesigned our Complaints Satisfaction Survey which

provides valuable quantitative and qualitative feedback, enabling

us toidentify areas of dissatisfaction with our complaint handling
and proactively respondtoit.
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The Board would like to thank Richard Dell, the Resident Board
Memberresponsible forcomplaints for his active and engaged
work throughout the year. His regular interaction with the
operational Complaints Team demonstrates the importance of
residentinsight and the Boardreceives assurance that learning
is being embedded within our devolved operating model,
supporting a consistent quality of service.

The Board continues to actively support the

National Housing Federation’s "Chairs Challenge”

to ensure we remain diverse in our thinking, are

inclusive and take any actions required to support

diversity, equity and inclusionin the way services

are delivered.
Housing 21 was invited to join a webinar hosted by the Housing
Ombudsman to share learning and actions over the past year.

The Board will work positively with residents and employees to
build on that work to further enhance our performance.

Elaine Elkington, Group Board Chair, Housing 21



Afterjoining the Boardin 2024, | have been the member
responsible for complaints forjust overayear. | appreciate the
openand constructive relationships that have developed over that
time with those involved in complaints. Anew employee structure
was putinplacein2025 and that has settled very quickly into being
effective. Key to that success has beenthe time taken to assess
areas forimprovement and then the speedy development and
implementation of action plans. The tone of ourreportreflects our
desire for continuous improvement and that is shared by everyone.

The new structureis bringing support to ourlocal managers who

are usually firstresponders to complaints and who workin a highly
devolvedway. This supportis resulting inimproving consistency in
how werespond. There has also been a bigemphasis onlearning from
when things go wrong and making changes as aresult. Whilst we are
fortunate to have alow number of complaints relative to the number
of ourresidents, we are now starting to focus onremoving any
remaining barriers that could prevent someone making a complaint.
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We allrecognise that complaints are a vital
source of intelligence for an organisation.
Complaints performance now sits as anintegral
part of our comprehensive performance
reporting, both to the Board and forresidents.

Within the new Resident Experience Strategy, launchingin
2026/27,learning from complaintsis explicitly a focus of how

we improve responsive and fair service delivery, and how we
communicate and engage with residents. As a Housing 21 resident
forfouryears, | canalso see that thereis a heartfeltintentionto
placeresidents at the centre of all that we do. Ihope you find this
reportinformative and helpful.

Richard Dell, Resident Board Member responsible for complaints d
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—Xecutive summary

During 2025/26, Housing 21 continued to This reflects our progress in both quality and consistency, which has
strengthenits approach to complaint handling, been supported by enhanced training, improved quality assurance
with a clear focus on learning, consistency and checks and clearer guidance to local complaint handlers.

putting residents’ experiences at the centre of Early resolutionremains a key challenge. While performance
service improvement. remains strong, 84 per cent of complaints were resolved at

stage one, below our 90 per cent target and slightly lower
thanlast year. Learning from stage two escalationsis being
embedded into our Service Improvement Plantoreduce

Performance remains strong overall. We received 286 complaints, a
slightreduction from the previous year, alongside 859 compliments.

We recognise that thisrelatively low number of complaints avoidable escalationsin future.

relative to the size of the organisation could indicate that Resident insight has played a central role. The Residents’
concerns may not always be raised orrecorded correctly, and Complaints Panel, customerjourney mapping and redesigned
this continues to be an area of focus for us. Satisfaction with

satisfaction surveys have provided valuable challenge and
evidence to shapeimprovements. Feedback shows growing
satisfaction with communication and tone, but also highlights
areasrequiring further focus, particularly empathy, neutrality of
Timeliness and regulatory compliance improved further. investigations and how vulnerabilities are considered.

We achieved:

100%

of stage one and stage two responses
issued within Complaint Handling
Code timescales

complaint handling rose for the second consecutive year, to 64
percent, placing Housing 21in the upper quartile of the sector
based on previous benchmarking.

97%

of complaints acknowledged
within five working days

Zero

findings of maladministration from the
Housing Ombudsman, compared to two
inthe previous year
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Learning and improvement

are becoming embedded.
Complaints have driven tangible
changes acrossrepairs,
contractor management,
communication, record keeping
and colleague training. We

have also strengthened how
vulnerabilities and reasonable
adjustments are identified and
recorded, with 99 per cent

of cases now capturing this

information, providing a stronger
foundation forfairand accessible
complaint handling.

Looking ahead, our priority for2026/27 is

to build on this progress by making it easier
forresidents toraise concerns, improving
communication throughout the complaints
journey, strengthening colleague capability,
and ensuring learning leads to visible and
lasting change. Our ambitionremains
notjustto be compliant, but to deliver a
complaints service thatis exemplary and
trusted by residents.

Housing 21 Complaints Performance and Service Improvement Report
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@ 1. Introduction
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Housing 21is aleading provider of Retirement Living and Extra Care. We help older people live well, with
dignity and autonomy, by providing support or care in quality social rent and shared ownership housing
services across England. We work in 220 local authority areas, manage more than 24,200 properties and
deliver over 48,000 hours of in-house social care each week.

Listening toresidentsis avital part of our commitment. When
residents tell us they are unhappy or that something has gone
wrong, we want them to feel heard and to know that their views
and complaints are taken seriously. Complaints are not only a way
of putting things right forresidents, but also animportant source
of learning for the organisation. They help us to understand where
services have fallen short, where processes need to improve, and
where further actionis needed to prevent the sameissues from
happening again.

Inaccordance with the Housing Ombudsman Service (HOS)
Complaint Handling Code, Housing 21 uses a two-stage
complaints process that combineslocal knowledge with
independentreview. Stage one complaints are handled locally
by colleagues who understand the scheme, theresident and the
wider circumstances of the case. If aresident remains dissatisfied
and asks for theircomplaint to be escalated, itisinvestigated

at stage two by a senior colleague who was not involvedin the
originalresponse. This approach combines the benefits of local

knowledge and relationships with ensuring complaints are handled

fairly, proportionately and robustly.

We continue to place strong emphasis onlearning from
complaints, bothlocally and nationally. Building a culture where
complaints are welcomed as feedback, rather than viewed
negatively, remains animportant part of improving the experience
of residents and strengthening accountability.

Thisreport provides an overview of Housing 21's
complaints and compliments performance for
2025/26. 1t explains how we have performed
during the year, the progress we have made in
improving complaint handling, and the priorities
that will guide our work going forward.

During 2025/26, Housing 21 received 286 complaints and 859
compliments from aresident population of around 26,000. Our
Tenant Satisfaction Measure relating to complaint handling has
improved for the second yearrunning, increasing from 60 per cent
in2024to 64 percentin2025. Thisis encouraging progress and
reflects our continued efforts to improve our complaints service,
but we know there ismore to do. Effective complaint handling
remains central to our wider ambitions around accountability,
service quality, the quality of ourhomes, and affordability.
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() 2. Ourfocus oncomplaints
during 2025/26

Inrecognising the importance of complaints both as an opportunity to make things right for residents but
also as away to improve our services, we have had several areas of focus during the past year:

2.1Support and guidance

One of our main areas of focus this year has been to build onthe Following the increased colleague support provided this year, we
foundations of good complaint handling by helping colleagues conducted asurvey for Housing 21 employees to capture levels of
across Housing 21feelmore confident, supported and skilled in understanding and confidence in the complaints process.

responding to complaints. As complaints are handled locally in our
services, some colleagues may only deal with them occasionally.
We recognised that this can make it harder to build confidence
and consistency without the right supportinplace.

« 83 percentof colleagues said they understood the
stage one process.

« 71percent of colleagues agreed that they felt confidentin

explaining complaint outcomes to residents.

In response, our Strengthened Complamts Team « 7 percent of colleagues felt that they didn’t have the right

has provided more hands-on support across templates to be able to handle complaints well.

the Qrgamsa‘uon. This hasincluded trammg The survey results also highlighted areas for continued
sessions, clearertemplate letters, quality improvement, with 42 per cent of respondents feeling that
checks beforeresponses are sent, and more learning is consistently recorded and followed up. Work is being

active support around meeting deadlines putinplace thisyearto strengthen the tracking and monitoring of
' change resulting from complaints learning, and to better share this

Together, these changes are helping us to improve the quality across the organisation.
and consistency of complaint handling and to provide a better
experience forresidents.



2.2 Enhanced performance reporting

Atthe end of last year, we introduced a new target to achieve 90 per
centof complaints beingresolved at stage one and not progressing
to stage two. We have been tracking this alongside our existing
targets of having no findings of maladministration from the HOS and
100 per cent of acknowledgement letters and complaint responses
sentwithinthe Complaint Handling Code timescales. We have also
revised ourreporting schedule, introducing more regular focused
reporting to seniorleadership and to Board with quarterly and
monthly performancereports. The combination of these targets and
animprovedreporting schedule has provided Housing 21withmore
transparency around complaints, helping to hold us to account and
regularly monitor how our performance is changing overtime.

2.3 Communication and follow through

We know it'simportant not only torespond to complaintsina
timely and robust manner, but also to follow through with our
commitmentsin ordertorebuild trust and relationships with
ourresidents. Thishasbeenakey area of focusin 2025/26, and
continues to be forthe year ahead. We have been strengthening
the way we track actions arising from complaints, giving greater
oversight to make sure those actions are completed and not lost
once theresponse hasbeenissued. Thisis helping toimprove
accountability, support better communication between teams,
and ensure a betterand more consistent service forresidents,
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To support this, we have strengthened the way we track actions
arising from complaints, giving greater oversight to make sure
those actions are completed and not lost once the response has
beenissued. This has helpedimprove accountability, supported
better communication betweenteams, and ensured a better and
more consistent service forresidents.

We have also reviewed the way we gather feedback from
residents aftera complaint has been handled by redesigning
our Complaint Satisfaction Survey.

The new survey for2026/27 uses clearerand
simplerlanguage, making it easier forresidents
tounderstand and complete. It has also been
designedto help us quickly identify areas of
dissatisfaction, so that when aresident tellsus
they remainunhappy, we canreview this sooner
andrespond more promptly.

2.4 Keepingresident voices central

Inlastyear'sreport, we set out our commitment to strengthen the
role of residentinsightin shaping the way we handle complaints
andimprove services. During 2025/26, we have continued to build
onthat commitment by involving residents more directlyinthe
review and development of our complaints approach.




Akey part of this has been the ongoing work of the Residents’
Complaints Panel, which has provided valuable challenge and
feedbackthroughout the year. The panelhas beeninvolvedin
reviewing complaint cases, helping us to understand how our
responses are experienced by residentsin practice and where there
may be opportunities toimprove. Theirinput has also supported
reviews of policies, guidance, andresident-facing materials, helping
us to make sure these are clearer, fairer and easier to understand.
Alongside this, resident feedback has helped inform wider
discussions about what agood complaints experience should look
and feel like.

This year, we also carried out customer journey mapping

to betterunderstand the resident experience from start to
finish whenraising a concern or complaint. This work brought
togetherinsight from arange of sources, including complaints,
feedback, themes from cases, operational experience and
resident panelinput. By looking at the full journey in this way, we
were able to identify where communication could be clearer,
where processes could be simpler, and where residents may
experience frustration oruncertainty.

This additional residentinsight has given us a much stronger
evidence base forimprovement and has directly informed the
development of ournew Service Improvement Plan. The plan
includes actions to improve resident information, strengthen
communication, redesign key parts of the complaints process and
make it easier forresidents toraise concerns andreceive timely
responses. Thisreflects our wideraimnotjust tolistento residents,
but to make sure their experiences actively shape the way our
services develop.
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2.5 Recording and monitoring vulnerabilities

As anolderperson’s housing provider, ensuring vulnerabilities are
takeninto account through our services and complainthandlingis
akey priority. We are also aware that the number and complexity of
vulnerableresidentsisincreasing, andwe need to ensure that this does
notresultinany barriers for anyone who wants to make acomplaint. As
such, we have placedincreased emphasis this year ontherecording
and managing of vulnerabilities within the complaints process, and on
identifying where reasonable adjustments are needed.

2.6 Systemimprovements

Last year, we committed to exploring a new case management
module within our existing housing system to help us bring
residentinformation together more effectively and strengthen
ourreporting and insight. However, we received news from our
systems supplier that thiswas no longer a viable option.

Instead, we have been focusing this year onimproving and
enhancing the systems we already use. We have successfully
upgraded our current system to a newer, more user-friendly version,
making it easier for colleagues to manage complaintinformation.
We have also begun making betteruse of an existing
reporting toolthat helps us analyse informationmore
effectively. Thisisreducing the amount of manual
work involved in producing complaints data and
isimproving how easily we can see performance,
themes andtrends. Thiswill continue tobe akey area
of development forusintheyearahead.
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3. Performance
April 2025 - March 2026

3.1Tenant Satisfaction Measures and benchmarking

Complaint handling satisfaction

The annual Tenant Satisfaction Measures (TSM) include a question on satisfaction with complaint handling. The 2025 satisfactionlevel was
64 percent, anincrease of four per cent from the previous year and shows arise for the second consecutive year. Whilst benchmarking
for2025/26 isnot yet available, our previous results have put us in the upper quartile for complaints satisfaction and we have continued

toimprove on these satisfaction scores thisyear. d
TSM satisfaction with complaint handling (tp09)

80% Where schemes have achieved a

70% 64% lower satisfaction score, action plans

60% 60% are developed by the local teams.

00 48% Following aninternal TSM audit this year,
50% governance of these action plansis
40% 35% 36% being strengthened to provide more
30% accountability, consistency and visibility
20% of progress.

10%

0% !

2023/2024 2024/2025 2025/2026
M Housing21 M Sectormedian (LCRA)



Complaint numbers

The number of complaints we receive
eachyearper1,000 homesremains below
the sectoraverage. While this may in part
reflect positive performance, we also
recognise that lower complaint volumes
canindicate that concerns are not always
beingraised orrecorded correctly. This
creates a potential risk around visibility,
learning and compliance with the
Complaint Handling Code.

6.5per1,000

in2023/2024

12.7 per1,000

in2024/2025

1.9 per1,000

in2025/2026
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Housing 21
Stageone
complaints per
1,000 homes
(2024/2025)
0 10 20

During 2025/26, our Complaints Team
carried out a detailed review of this area.
Thisincluded analysing complaint data,
reviewing systemusage, visiting schemes,
and speaking with colleagues to better
understand how concerns are identified,
recorded andrespondedtoinpractice.
We also completed aninternal complaints
audit to provide further assurance and
identify any gaps orinconsistencies.

This work gave us confidence in many
aspects of our customer service, but it

also highlighted some areas where the
distinction between service requests,
complaints and anti-social behaviour (ASB)
concerns was not always clear forresidents
oremployees. It also showed that there

Sectorlower

Sectorupper
quartile

Sectormedian

quartile

30 40 50 60 70 80

ismore we cando to ensure residents
understand how toraise concerns and what
they can expect fromuswhenthey do.

As aresult, we are taking forward a
number of actions through our Service
Improvement Planto address these
challenges. These include furtherwork to
raise awareness of the difference between
service requests, complaintsand ASB
concerns, as well asreviewing resident-
facing materials to make sure they are clear
and accessible.



3.2 Compliments

We always welcome and value
compliments about ouremployees and
services, and this year we received a total
of 859 compliments from ourresidents. Of
these 80 percent were about employees/
teams, 17 percent about our services, and
three per cent about our contractors.

Compliments by topic

B Ouremployees/ teams - 80%
B Ourservices -17%

Our contractors - 3%
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Atotal of 153 schemesreceived compliments
in2025/26 without any complaints being
raised. This could indicatein some cases that
residents know how to access our feedback
process, butdon’t need to engage with the
complaints process due to experiencing
high levels of satisfaction.

Although our focus this yearhas been
on strengthening complaint handling
and learning from concernsraised, we
recognise that compliments also provide
valuable insightinto what matters most
toresidents and where colleagues are
delivering excellent service. We want to
make better use of this positive feedback
infuture, both to celebrate good practice
and to share learning more widely across
the organisation. This will be an area of
greaterfocus forusinthe comingyear.
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3.3 Complaints

Inthe year2025/26, we received 286 complaints, comparedto Complaints not accepted

297in2024/25. The table below shows our performance against The Complaints Handling Code allows us to reject a complaint if it
targets, comparedto the previous financial year. Whilst our overall doesnot meet the requirements of our policy. Intotal, 18 complaints
performance remains strong and shows improvements, we have were not accepted during the year (comparedto 21 last year). The
seenasmallincrease incomplaints escalating to stage two. We table below shows that the most common reason was that it was a
remainfocused onlearning from these cases toreduce avoidable first time service request. The second most common reason was that
escalationsin future, withquality of complainthandlingandenhanced it was a service whichwasn’t Housing 21's responsibility orhad already
learning forming key components of our Service Improvement Plan. been considered under the Complaints Policy (both stages).

Performance Number of
Reason given complaints not

Measure Target 25/26 accepted

Per centage of complaints 100%  97%  97% Firsttime service request 5
acknowledged within five working days
Complaints occurred over 12 months ago 2
Per centage of stage one complaints 100% 100%  94%
respondedtowithintimescale* o Non-Housing 21 resident 2
Per centage of stage two complaints 100% 100%  98% Service notHousing 21'sresponsibility 4
respondedto withintimescale* A
Resident advocate no consent 1
Number of maladministration findings 0 0 2
fromHOS w Already considered underthe complaints 4
policy (both stages)
Percentage of stage one/two 90% 84% 86%
complaints not escalating to stage two v

B Improved M Declined No change

*Including compliant extensions as per the Complaint Handling Code
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3.4 Vulnerabilities and reasonable
adjustments

With anincreased focus this year on better capturing
vulnerabilities and reasonable adjustments, 99 per cent of
casesrecorded captured whether the complainant had any
vulnerabilities to be aware of, and 99 per cent captured whether
any reasonable adjustments were needed (thisis not directly
comparable tolastyear, due to the field only beingintroduced
inthe system part way through the financial year). This indicates
good uptake of the new record keeping, but we recognise

that thereis stillwork to be done to improve our handling of
vulnerabilities further.

Analysis shows that 19 per cent of complaint cases
had avulnerability recorded against them this
financial year, comparedto 27 percentinthe time
the fieldwasintroduced last year.In 2024/25, four
percent(nine cases) hadreasonable adjustments
recorded as being needed. Thishasincreased
slightly this year to five per cent (15 cases).

Almost allrecorded vulnerabilities related to physical and mental
health. While these are the most common types of vulnerability
within ourresident demographic, improving colleagues’ awareness
and understanding of vulnerability willremain a key focus over the T
comingyear. This will be particularly important in helping colleagues -~ .
recognise and make reasonable adjustments for vulnerabilities that =

extend beyond age and health alone, such asin circumstances of
domestic violence or financial vulnerability.
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3.5 Compensation

During the year, compensation was offered in 59 per cent of This year we have reviewed and updated our Compensation Policy
complaints cases, comparedto 58 per centlastyear. The average toreflect the latest ombudsman’s guidance and provide more
compensation awardedwas £624.73 per complaint. clarity to colleagues about levels of appropriate compensationin

Care-related complaints continued to have the highest amount ~ differentcircumstances.

of compensation offered, with the total breakdown shown in the
graph below.

Total compensation offered by complaint theme

Asset management .

Finance

Housing
Employees
Repairs

Other

Care

0 5,000 10,000 15000 20,000 25,000 30,000 35000 40,000 45000 50,000

B Total Amount (f)
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3.6 Housing Ombudsman cases and inquiries

During 2025/26 we received and submitted 11 case requests (nine Retirement
Living and two Extra Care). Over this period, we acknowledged and actioned 19
inquiries (17 for Retirement Living and two for Extra Care).

Aninquiryis usually acheck from the Housing Ombudsman when a
complainant contacts the service as to whether the landlord’s complaints
process has beencompleted. This cantheninstigate the processif not

and close the ombudsmaninquiry down. A case can be actioned by the
ombudsman when both stages of the complaint procedure have been
completed and they are satisfied that the complaint falls within their

- g jurisdiction. Caserequests have a target timescale of three weeks forus to
ﬁ_,_, submit. However, the timescale for the ombudsman to process andreview a
= : caseislonger, so determinations can oftenrelate to a previous financial year.
Our targetis zero cases at fault of maladministration.

To date, four case requests considered by the Housing Ombudsman have
resultedin1lindividual determination outcomes. We received five findings of
no maladministration, four of reasonable redress, one finding of service failure
and one case found to be outside jurisdiction. There have been no findings of
maladministration so far.

Ourimprovementin outcomes has also beenrecognised externally. During
the year, Housing 21 co-hosted a webinar with the Housing Ombudsman to
share learning from our complaints journey and the progress made inreducing
maladministration findings. This provided an opportunity toreflect on the
steps takento strengthen complaint handling and to contribute to wider
sectorlearning.
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@ 4.Learninglessons

4.1 Complaints Satisfaction Survey

Amonthly ‘satisfaction with complaint handling’ survey s The survey has highlighted that some of ourlowest areas of
undertaken, withresponses collected via both telephone and satisfactionrelate to the neutrality of investigations (49 per cent
emailtowiden accessibility. The following satisfaction results satisfied), how well we accounted for vulnerabilities (40 per cent
record to quarter three (ending December2025), due to the time- satisfied) and the empathy of our approach (51 per cent satisfied).

lagindata collection. These early results show a generalincrease
inresident satisfaction since last year, suggesting that our service
improvements are making a positive difference forresidents.

A deeperdiveinto the qualitative feedback gathered through
both our survey and TSM survey identified some lack of trustinthe
thoroughness and fairness of ourinvestigations. It also identified
inconsistent levels of communication and differencesin tone,
clarity, and empathyin ourresponses. Overall, this analysis shows
there are still opportunities to improve consistency and quality in
how complaints are handled and resolved.

™60%

satisfaction with our overall approach
(comparedto 44 percentin24/25)

™74%

satisfied that we keptintouch
throughout (compared to 60
percentin24/25)

™69%

satisfied that our response had the right
tone (compared to 58 percentin 24/25)
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Areas toimprove: Analysis of qualitative feedback from residents who have made a complaint

40

Complaint Listen and take Communication Delay/ lack ASB handling Vulnerabilities
investigationand seriously and empathy of action
accountability

By building this feedbackinto our customer journey mapping and Service Improvement Plan, we have developed key actions for the
year ahead to strengthen our communication with residents and further enhance our support resources for complaint handlers.



4.2 Utilising ombudsmanresources

Thereports andresources published by the Housing Ombudsman
Service provide anideal opportunity forus to learnlessons from
across the sectorand ensure they are implemented in the context
of Housing 21. The following are examples of how we have used
these learnings and recommendations this year:

Repairing trust (repairs and maintenance)

« Introduction of a Repairs Transactional Survey to collect and
analyseresident feedback about ourrepairs services and inform
our contract management.

« Inrespondingto the requirements of Awaab’s Law we
developedbespoke training toraise awareness aswellas to be
able to successfully categorise and respond to any instances
of damp and mould using a new hazards reporting platform.
Supporting guidance wasissued to allrelevant employees.

The instancesreported are triaged to ensure correct
categorisation and examples are used to learnlessons and to
continue toraise knowledge in this area.

Attitudes, respect andrights

« Furtherembedding of our Reasonable Adjustments Policy,
including increased focus on capturing and responding
to vulnerabilities and needs forreasonable adjustmentsin
complaint handling.
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We continue to prioritise a human-centric approach to service
delivery through our commitment to our devolved model of
service delivery, withregular face to face contact and welfare
checks. We have introduced annual People and Property Visits,
providing dedicated one-to-one time with residents and
theirhome to check property compliance, damp and mould,
proactively spotrepairs, and conduct wellbeing checks and
signposting to our support services.

We are currently looking at more nuanced ways to capture
resident vulnerabilities, to enable us to effectively respond
to them. Thisincludes areview and redesign of our Resident
Information Form, including the expansion of how we record
vulnerabilities to be more accurate and comprehensive
suchas through the ability torecord multiple and temporary
vulnerabilities. The re-designed form will also capture
communicationrequirements and preferences, giving us

a betterunderstanding of where alternative formats and
languages are needed to provide better tailored communication
forresidents.

We have introduced specialist support roles with expertise
inareas such as complaints, ASB, tenancy sustainment

and complexneeds. These centralisedroles are providing
additional support and advice to ourlocal teams, ensuring

that our frontline colleagues are confident in their handling of
increasingly complex needs and vulnerabilities in line with latest
good practice.

20
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Knowledge and information management Learning from severe maladministration

« We have developed androlled out data literacy training, focusing In addition to utilising good practice from the spotlight reports,
onusing data to drive decision making and understanding the this year we have begun disseminating the findings of the learning
importance of good data quality. Sessions runmonthly and are from severe maladministrationreportsinto bitesize colleague
adaptedtorole typesacross the organisation. summaries onourintranet. These are also shared with our policy

team, to bereferred to when policies are due forreview and
renewal to ensure we are incorporating good practice into our
services where possible.

« We have continued with the implementation of our Data
Strategy. Key activities this year have included developing
anInformation Asset Register and analysis of the data quality
and systems behind our key performance data. Both of these
activities have helpedustoincrease assurance that we know our
services andresidents well and are effectively using this data to
inform business planning.

« We have conducted data cleansing activities on both ourrepairs
data and the datawe hold about ourresidents, helpingus to
identify gaps andimprove the accuracy of our reporting and
evidence-based decision making.
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4.3 Identifying improvements from complaints

Theidentification, recording and following up onlessons learnt Of the 286 complaints we received this year, the majority
is central to our complaints process. This also includes thematic continue to berelated to employees (30 per cent), repairs
analysis of the subject of our complaints to spot patterns and trends. (29 percent) and housing services (19 per cent).

The chart below shows the subjects of our complaints, compared
to previous years.

Complaints subject by year
30%

25%

20% d
15%

10%

11l i

oo .l -

Employees Repairs Housing services Other Finance Care Majorworks

B 2025/2026 M 202472025 WM 202372024



Analysis of the sub-themes of the complaints found that the
most commonissue in employee complaints was around attitude
and behaviour, recorded as the key issue in 80 per cent of these
cases. Forrepairs complaints, the most common causes were
issues with ongoing repairs, such as timeliness and delays to
works (41 per cent). Damp and mould was anissue in six per cent
of cases, and heating and hot water failuresin 11 per cent. For
housing service complaints, the most commonissue was in

the usage and maintenance of communal areas (22 per cent),
followed by how ASBreports are handled (19 per cent).

Whilst repairs continue to be one of the predominant themes
forcomplaints, the number of complaints about repairs canbe
consideredlow when compared to the number of works orders
raised. In Extra Care, there were just 26 complaints from over
32,935 work orders (0.8 per1,000), while Retirement Living saw 56
complaints from 45, 747 work orders (1.2 per1,000).

Lessons learnt are captured when complaints are closed, and
thematic analysis of these lessons has highlighted the following
most common areas identified forimprovement:

1. Communication with residents: this was the most frequently
raised area forimprovement, highlighting aneed for clearer and
more timely communication, improving updates about repairs
and changesin service delivery such as employee absences,
and improving empathy and consistency in handling complex
oremotional situations.

2. Repairs and contractor management: lessonsin this area
focused onrepairs work needing closer quality checks,
improving coordination with contractors, recognising repeated
issues earlierand more prompt escalation of concerns.
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3. Record keeping and documentation: learning here highlighted
aneedformore accurate recording andlogging of issues,
especially for ASB and repairs, ensuring information on systems
isupdatedregularly.

4. Joint working and handovers: lessons learnt focused on the need
forbetter collaboration between colleagues within Housing 21,
including strengthening processes around employee absence
cover, internal handovers and continuity plans.

5. Upholding customer service standards: thisincluded the
visibility and approachability of employeesin schemes,
providing private spaces for conversations, usage of master
keys and key-safe processes, and ensuring dignity and respect
in difficult situations.

Thisyear, lessons learnt from complaints have led to further
training for colleagues on areas including:

« Access andkey management

« Complaint handling and unreasonable behaviour

« ASB

 Allocations

» Pestcontrol

« Building safety

« Managing communal facilities

» RespectandInclusion Charterand Housing 21values
« Repairs management and communication

Inaddition to individual training and support, we also identified a
number of wider, organisational learnings from our complaints.
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Some examples of policy and process New Resident Experience Strategy

gapsidentifiedand reviewed this year are: This financial year sees the launch of our

- Areview of the master key and key-safe Learning in practice new Resident Experience Strategy, which
has been co-producedwithresidents
andisrootedinthelearningwe have
gathered from feedback and complaints.
The strategyis structured around four key
priorities:

procedures.

« Improved processes and guidance for
planned and unplanned access.

« Improving service continuity plans for
buddy cover arrangements, handovers,

« Quality and consistenc
and prolonged absences. Q y y

, « Communicationand engagement
« Enhanced processes for checking 9a9

contractorrepairs on completionand
communication around unexpected
issues ordelays.

« Knowing ourresidents
o Living well

Together, these provide afocused
framework forimproving services,
strengthening relationships with our
residents, and personalising support.

» Review of the Pest Policy to improve
Clarity.

« Review of the Unacceptable Behaviour
Policy to ensure inclusivity and reduce
risk of unintended escalation.

« Strengthened ourjoint working protocol
and contract management toimprove
collaborationwith third party providers
and ensureissues canberaised,
discussed and addressed promptly.




5. What next?
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Ourfocusfor2026/2/

Overall, we have made considerable improvements to our complaints service over the last year, but we know
we have further to go. We aim to develop a complaints service thatis not only compliant with regulatory
requirements, but exemplary within the sector, and our performance targets reflect this ambition.

During 2026/27, we will continue to build on the improvements made
this yearandfocus onthe areas that we believe will make the biggest
difference toresidents’ experience of raising a concern orcomplaint.

Ourkey priorities for the year ahead are:

Making it easier to understand how to raise a concern

We will continue to improve the information we provide to
residents so thatitis clearerwhen somethingis a service

request, acomplaint, oranothertype of concern. This willinclude
reviewing resident-facing materials, improving accessibility, and
making sure residents know what to expect fromus at each stage
of the process.

Improving communication throughout the complaints process

We wantresidents to feel betterinformed and supported
whilst their complaint is being investigated. We will continue to
strengthen our communication throughout the process, improve
the quality of our letters and guidance, and build on the work
already started to make complaint handling more consistent and
easierto follow forbothresidents and colleagues.

Strengthening training and support for complaint handlers

As complaints are handled locally, itisimportant that colleagues

feelconfident and well equipped torespond. Inthe coming
year, we will further develop our training and support resources
sothat colleagues are better able toinvestigate complaints,
communicate clearly and deliver fair, high-quality responses.

Making better use of data, insight and reporting

We will continue to improve how we collect and analyse our
complaints data. Thisincludes further development of our

reporting, improving data quality, and reducing manual processes

where possible. Combined, these activities will help usto more

easily identify themes and trends, and more proactively spot any

emerging areas of concern for the organisation.

Embedding learning and following actions through to completion

We want to make sure that learning from complaintsleads to
visible and lasting change. During 2026/27, we will continue to
strengthen how actions are recorded, tracked and monitored,
while also building on how we share learning across the
organisation at both alocal and national level.
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