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Annual complaints performance and service improvement report 
2025 - 26
Measuring customer complaints
This report provides an annual summary on complaints performance for the period April 2025 - March 2026 in accordance with our obligations under the Housing Ombudsman’s Complaint Handling Code. Concept Housing Association (CHA) views complaints as an important way of capturing feedback from our residents about the services we provide.
An efficient and effective complaints policy and a positive culture towards complaints are critical to ensure we listen and hear the feedback of residents and ensure their views are taken account of in the design and improvement of services, which should increase resident satisfaction and reduce service failure.
What is a complaint?
At Concept we define a complaint as: “An expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the organisation, its own staff, or those acting on its behalf, affecting an individual resident or group of residents.”
Complaint Handling Process
Early Resolution - CHA will actively promote its complaint policy and processes from initial application and at all stages throughout the life of the relationship. CHA actively encourages residents to raise any issues and concerns in the first instance with the provider who is providing services on its behalf as often they will be best placed to provide an immediate resolution to the issue.
Stage One
These complaints will be logged and allocated to a complaint handler. The complaint handler will take a person-centered approach, making direct contact with the complainant to understand the details of the complaint, impact that any service failure has had on them, and their preferred remedy.
The complaint handler will work with other teams and providers to understand how something has gone wrong and work together to find the best method of rectifying it. CHA will acknowledge all complaints within five working days and a full response will be issued within 10 working days from when the complaint was acknowledged.
CHA wants to make sure that it provides a thorough, quality response which means that on occasions it may need further time to fully investigate a complaint. Where this is the case, the complainant will be informed and receive regular updates. Any extension will be no longer than 10 working days, without good reason, and the reason will be clearly explained to the resident.  When an extension has been agreed the resident will be provided with the Housing Ombudsman Service contact details.
Stage two
Stage two Complaints are an escalation from stage one where a resident has provided further information or is dissatisfied with the initial response during the stage one investigation.
Stage two complaints will be investigated by a senior manager, collaborating with any relevant staff to ensure a robust and through response. The senior manager will not have been involved in the stage one complaint.  CHA will acknowledge the stage two complaint within five working days of receipt and will issue a formal response within 20 working days from the complaint acknowledgement date.
On occasions it may be necessary to take further time to fully investigate a complaint. Where this is the case, the customer will be informed and receive regular updates. Any extension will be no longer than 20 working days, without good reason, and the reason will be clearly explained to the resident.  When an extension has been agreed the resident will be provided with the Housing Ombudsman Service contact details.
Annual Complaints Report 2025-26
	Complaints received
	2025 - 26

	Total complaints
	83



	Complaints logged by stages
	2025 - 26

	Stage 1
	77

	Stage 2
	6

	Cases escalated to the Housing Ombudsman service
	3



	Stage 1 complaint category
	No.
	%

	Property condition/outstanding repairs
	16
	21%

	Support related 
	14
	18%

	Provider/support worker conduct 
	14
	18%

	Response to residents raising ASB
	13
	17%

	Reports of ASB from members of the community
	10
	13%

	Pest control issues
	5
	6%

	Loss of belongings
	3
	4%

	Licence termination process
	2
	3%



	Stage 2 complaint category
	No.
	%

	Provider/support worker conduct
	2
	33%

	Property condition/outstanding repairs
	2
	33%

	Service Charge dispute
	1
	17%

	Loss of belongings
	1
	17%



	Complaint outcomes
	Stage 1
	Stage 2

	Upheld or partially upheld
	51%
	66% 

	Not Upheld
	49%
	33%

	Total
	77
	6



Complaints Performance
	Stage 1 responses
	Responses issued within 10 working days
	Responses issued outside of 10 working days

	77
	91%
	9%



	Stage 2 responses
	Responses issued within 20 working days
	Responses issued outside of 20 working days

	6
	50%
	50%



A revised complaint handling structure was implemented to improve ownership, accountability and operational efficiency. Complaints administration is now managed independently from complaint investigation activities, with Managers responsible for Stage 1 investigations and Heads of Service responsible for Stage 2 investigations. This clear separation of duties has strengthened accountability and ensured appropriate seniority and oversight at each stage of the complaints process. Together with supporting process improvements and staff training, these changes have driven a significant and sustained improvement in complaint response times since early 2026.
Compensation 
Compensation of £3950 has been paid in 5 cases during 2025/26.  Concept takes account of the guidance issued by the Housing Ombudsman when deciding on the appropriate remedy, including the level of compensation payment that should be made. 
Compliments
We have been recording compliments for the duration of the 2025/26.  During the period 16 compliments have been received.
Housing Ombudsman Service 
Concept Housing has received one determination from the Housing Ombudsman Service following engagement by a resident. The complaint related to excessive energy bills and an alleged failure to respond appropriately to reports of damp and mould.
Following its investigation, the Housing Ombudsman Service found no maladministration in relation to the resident's concerns regarding excessive energy bills. However, it determined that there had been a service failure in relation to the handling of the resident's report of damp and mould.
As part of Concept Housing's Stage 2 complaint response, an offer of £100 compensation had already been made to the resident. The Housing Ombudsman Service concluded that this amount should be paid and ordered an additional £100 compensation payment in recognition of the service failure identified.
Concept Housing has contacted the resident, who has since moved out of the property, to arrange payment of the compensation. To date, no response has been received.
Two further residents have referred complaints to the Housing Ombudsman Service following receipt of Stage 2 complaint responses. Both cases are currently under assessment and are awaiting allocation to an adjudicator
Lessons learnt:
Some residents reported that contacting our Customer Service team by phone could be frustrating due to lengthy recorded messages.
So we simplified our phone system by reducing the number of menu options and shortening recorded messages, helping residents get through to the right person faster.
Some residents told us that language barriers made it difficult to access information on our website.
So we improved our website to support translation across all pages, helping residents access information in their preferred language and improving accessibility for everyone.
Some residents told us they wanted more opportunities to influence decisions and improvements across our services.
So we appointed a dedicated Resident Engagement Coordinator to increase resident involvement, gather valuable feedback, and ensure residents play a key role in shaping our services.
Learning from our complaint analysis showed that some service failures were caused by training and knowledge gaps.
So we delivered a series of training sessions with our managing agent partners to strengthen knowledge, improve service delivery, and ensure residents receive a more consistent and high-quality service.
A review of our operating model identified opportunities to strengthen resident-facing and oversight services.
So we enhanced our team structure by recruiting additional staff in Customer Services, Resident Engagement, and Resident & Support Coordination roles, improving accessibility, strengthening resident and Managing Agent relationships, and providing more dedicated support oversight. 


A complaint regarding lost belongings highlighted that our approach to managing items left in properties could be clearer and more consistent.
Using the learning from this complaint, we developed and implemented a Tort (Uncollected Belongings) Policy. We also provided guidance to colleagues to ensure belongings are handled consistently, reducing the risk of items being lost or disposed of incorrectly and improving the experience for residents.

Complaint themes
Complaints volumes have reduced during the reporting period, broadly in line with changes in stock levels. This reduction also reflects the continued focus placed on service improvement through close partnership working with managing agents and support providers. 
The highest volume of complaints received during the year related to property conditions and repairs. In response, CHA has continued to strengthen its performance management arrangements with providers, placing a greater focus on repair completion times, property standards and resident outcomes. Provider performance is closely monitored, with corrective actions implemented where standards fall short. CHA is also exploring mechanisms to enable repairs to be completed directly and costs recovered from providers where contractual obligations are not met, helping to ensure residents experience safe and well-maintained accommodation.

The second highest volume of complaints related to the delivery of support services. To address this, CHA has enhanced its oversight of support provision through regular performance monitoring, quality assurance activity and targeted audits. Where complaints identify concerns regarding support delivery, reactive audits are undertaken to assess compliance with expected standards, identify learning opportunities and drive service improvements. Findings are used to inform provider development plans and improve outcomes for residents.

The third highest volume of complaints related to the conduct and behaviour of support workers and managing agent staff. Where complaints are upheld and poor conduct is identified, CHA works with providers to implement targeted improvement actions, which may include additional supervision, training, formal performance management measures or Action Improvement Plans (AIPs). This approach helps to ensure professional standards are maintained and that residents are treated with dignity, respect and professionalism at all times.


