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Complaints Panel
Meeting Notes
Date: 26 August 2026 	Time: 2:00pm

Housing 21 Lead: Complaints Lead

Housing 21 Representatives:
· Resident Engagement Lead
Resident Representatives:
ID, DD, TL, MR, RD, JY, DB, SM

Date of Next Meeting: 21 October 2026 Time: 2:00pm

Key Messages from the Panel
· Residents want complaints information to be simpler, more accessible and more relevant to residents.
· Communication and visibility remain central to resident confidence in the complaints process.
· Residents would benefit from clearer guidance about what happens when a complaint is raised.
· Complaint data should be used to identify trends, root causes and opportunities for service improvement.
· Compliments are a valuable source of learning and should continue to be reported alongside complaints.
· Accessibility and consistency of communication remain important areas for improvement.

1. Welcome and Introductions
The Chair welcomed attendees to the meeting and introductions were completed. 

2. Review of Previous Meeting Minutes and Actions
An update was provided on actions from the previous meeting. Completed actions included:
· The complaints handling process guide and flowchart were produced and circulated to panel members.
· Information explaining challenges relating to complaint acknowledgements was incorporated into the process guide.
· Feedback on the complaints process guide was included as an agenda item.
· Complaints survey wording was reviewed and amended to use more neutral language.
· Compliments reporting continued as a standing agenda item. 
The review of alternative survey formats for digitally excluded residents remains ongoing whilst options are explored with the Research Team. 
No amendments were raised to the previous meeting notes. 

3. Resident-Friendly Complaints Reporting
The panel reviewed Housing 21's published Annual Complaints Report and discussed how complaints information could be communicated more effectively to residents. 
Feedback from Members
Members raised several observations and suggestions:
· The current report feels more suited to the Ombudsman, regulator and Board than to residents.
· The report is lengthy and may not be widely read by residents.
· Consideration should be given to producing a shorter resident-facing summary alongside the full report.
· Housing 21 could gather evidence of resident interest by inviting residents to request copies of the report.
· Understanding readership levels may become increasingly important in light of forthcoming STAIRs requirements.
· A dedicated "What's Changed This Year" section would help regular readers identify key developments.
· Residents would value more information about complaint trends, lessons learned, root causes and service improvements.
· Comparisons with previous years and complaint resolution performance would provide a fuller picture of performance. 

Communication and Accessibility
Discussion also highlighted wider concerns regarding resident communications:
· Some residents receive newsletters electronically whilst others rely on printed copies or noticeboards.
· Concerns were raised regarding inconsistency in newsletter distribution across schemes.
· Members reported accessibility issues with noticeboards, particularly for wheelchair users.
· Members felt residents can experience differing levels of communication depending on their scheme.
· Positive feedback was shared regarding local resident engagement activity and "You Said, We Did" updates. 

4. Housing 21 Complaints Process
The Complaints Lead presented the complaints process guide that had been circulated with the agenda and invited feedback from panel members. 
Feedback from Members
Members welcomed the transparency of the document and felt it provided a clearer understanding of how complaints move through the organisation. 
Areas identified for further development included:
· Greater clarity around ownership and responsibilities at each stage of the process.
· Inclusion of timescales and clearer escalation arrangements.
· Better visibility of how missed deadlines and delayed actions are monitored.
· Clearer information about complaint tracking and follow-up actions.
· Information explaining how safeguarding concerns are identified and escalated.
· Better explanation of communication expectations throughout the complaint journey.
· Inclusion of document version control information. 

Supporting Information for Residents
Members suggested that residents would benefit from:
· A resident-facing version of the complaints process.
· A frequently asked questions (FAQ) document.
· A simple visual flowchart explaining the complaints journey.
· A complaints information leaflet that could be provided when a complaint is raised.
· Review and improvement of the complaints information available on Housing 21's website. 
Discussion also highlighted ongoing concerns regarding action tracking, communication during investigations and ensuring residents feel informed throughout the complaints process. Members felt regular updates and clear ownership could improve resident confidence in complaint handling. 

5. Complaint Themes
The Complaints Lead presented complaint theme data for the current financial year. 

Key Points Discussed
Members noted that Housing 21's complaint profile differs from many other housing providers, with proportionately fewer complaints relating to repairs and a higher proportion relating to housing services. Discussion considered whether Housing 21's devolved model contributes to these differences. 
Members also highlighted:
· Interest in understanding complaints that are submitted directly to the central complaints team.
· Concerns regarding the size of the "Other" category and whether issues within it require further analysis.
· The value of drilling further into complaint themes to identify root causes and opportunities for service improvement.
· The importance of understanding both recurring complaint trends and less common complaint types. 

Future Use of Complaint Data
Members discussed how complaint data could be used more effectively within future panel meetings.
Suggestions included:
· Quarterly high-level reporting on complaint themes and trends.
· An annual deeper dive into complaint performance and learning.
· Using complaint trends to identify suitable case studies for panel review.
· Exploring both high-volume themes and unusual complaint types to identify learning opportunities. 

6. Compliments Reporting
The Compliments Lead provided an overview of compliments received and sought feedback on how compliments information should be used within future meetings. 
Feedback from Members
Members strongly welcomed the continued inclusion of compliments data and felt compliments provide valuable insight into what Housing 21 is doing well. Discussion highlighted that:
· Compliments are an important source of organisational learning.
· Positive feedback should receive similar visibility to complaints.
· Housing 21 should actively share examples of good practice and positive resident experiences.
· Compliments reporting helps provide a more balanced picture of resident feedback. 
Housing 21 provided an overview of ongoing work to develop broader resident voice reporting, bringing together insights from complaints, compliments, resident surveys, engagement activity and resident groups. Members welcomed this work and its potential to strengthen resident feedback arrangements. 

7. Actions Agreed
	Action
	Owner

	Review existing complaints information available to residents and consider development of a resident-facing FAQ document.
	Complaints Lead 

	Explore development of a resident-facing complaints flowchart and simplified process guide.
	Complaints Lead

	Locate and review the previously drafted complaints leaflet.
	Complaints Lead

	Update the complaints process guide to include clearer ownership, responsibilities and timescales.
	Complaints Lead

	Consider quarterly complaint theme reporting with an annual detailed review.
	Complaints Lead
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