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1.0
INTRODUCTION


1.1 In accordance with the Association’s Complaints and Compliments Policy, an annual audit of complaints must be carried out. It is also to ensure that any policies or procedures that may give rise to a complaint do not have an adverse affect on a tenant or service user.  
1.2
It is also a requirement of the Housing Ombudsman that an annual complaints performance and service improvement report is submitted, and available on the Association’s website.

2.0     DEFINITION OF A COMPLAINT
2.1      A complaint is defined by the Housing Ombudsman Service, 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 Tenant or group of Tenants.
3.0
DETAILS OF COMPLAINTS RECEIVED DURING 2024-20245
3.1 Details of the complaints are summarised as follows:- 
· One complaint was received from a Tenant at Bushell Way (BUS), regarding being recharged for a repair deemed to be their responsibility. The complaint was upheld as following the investigation the contractor confirmed that the repair was the Association’s responsibility. The recharge was revoked.

· One complaint was received from a Tenant’s Next of Kin (NoK) at BUS, that the Housing Services Manager (HSM) had given misinformation to end a tenancy and the shower base in the property was too high. The complaint was not upheld following investigation as HSM had given correct information as no Lasting Power of Attorney was in place for the Tenant and therefore the next of kin was not permitted to end a tenancy on behalf of the Tenant. The Tenant’s support plans were also checked regarding the shower tray and showed the NoK had signed on behalf of the Tenant and stated there were no issues moving around the flat and no mention of shower. Complainant further instructed the Association that she wanted no further communication with anyone from CSHA.

· One complaint was received from a Tenant at Blackmore House (BLA) that radiation was being produced by the shower, there was mould in the bedroom, inadequate glazing in windows and a request to move. The complaint regarding radiation and windows had been previously addressed in 2022 and is therefore not covered under the Complaint, Compliment and Queries Policy and Procedure to raise again. At that time the complaint was not upheld and there was no request to escalate to stage 2. In regard to mould in bedroom, Tenant had been advised by Building and Maintenance Surveyor (BMS) three months earlier that she must adequately ventilate and heat the flat, which she had failed to do, and to use bleach solution to clean mould which is due to condensation. BSM revisited two days before the complaint was received, and cleaned mould as Tenant had failed to do so. The window was found to be sealed shut by a blind being taped around it and no attempt to ventilate had been made. The Tenant was again informed of actions she must take to mitigate condensation and subsequent mould. The Tenant was provided with the Internal Transfer Policy, however was not actioned by the Tenant to be considered for a move. The complaint not upheld as the Tenant had not acted as advised.
· One complaint was received from a Tenant at Bertha Hollamby Court (BHC) regarding lift breaking down over previous two years and her inability to therefore go out. The complaint was received following SHM reminding Tenant of responsibility to sign in their visitors, who had not done so. The complaint was not upheld as each time the lift was out of service a repair was raised and lift taken back into service. The contractor had not stated it was beyond economical repair. Tenants had also been consulted and informed of lift replacement to take place during 2025-2026.

· One petition was received from 16 Tenants at Lingwood (LIN) that permission for a fish tank in the communal lounge was rescinded. The complaint was partially upheld, as the Association does not allow donated and/or non PAT tested items in communal areas, and the Sheltered Housing Manager (SHM) on site is responsible for contents of communal lounge. Miscommunication between staff members and Tenants was acknowledged. 

· One complaint was received from the NoK of a Tenant at LIN, that they had not been informed of the Tenant’s hospitalisation. Incident record and SHM file notes reviewed and the Tenant had requested that NoK not be informed on more than one occasion. SHM email response to enquiry reviewed and response given had been appropriate and correct. The complaint not upheld as there was no failure of service delivery and response by SHM and HSM was correct. The procedure to not contact NoK at Tenant request has been reviewed and in future emergency contacts will be informed of all incidents of falls, hospitalisation or welfare concerns, even if the Tenant does not want contact to be made.

· One complaint was received from a Tenant at Ursula Lodges (URL) that she could not have a duplicate suited key, following new lock installation. The complaint was upheld due to miscommunication by staff, as Tenant were permitted to purchase an additional spare key to their flat door, and SHM had not followed the correct process in place. A letter was also prepared by HSM to all Tenants confirming the process to obtain a spare key and its permitted use. 

· One complaint was received from a Bromley local Councillor, addressed to the Chief Executive (CE) that an anonymous Tenant of Stanley Glynn Court (SGC) had complained that the communal kitchen is locked out of hours, that the SHM is not being allowed to cook food in the communal kitchen, the second hand book exchange has been removed from communal lounge and a request for details of the Association’s governing body to be contacted to improve Tenants’ living conditions. The CE contacted the Councillor by phone, as the complaint had been anonymous and the complainant could not be written to. CE explained that kitchen is communal area, Tenants have access to their own kitchen facilities and that there are food hygiene constraints for cooking in communal kitchens. The second hand books were removed from the communal lounge following bed bug infestation within the scheme and that books will be replaced by the Association by purchasing new ones. CE confirmed that CSHA’s governing body is its Board and that all Tenants have access to the Board email address, which is displayed at all schemes on the Board Member poster. CE reaffirmed the Association is responsible for the management upkeep and decisions affecting communal areas and it’s offering is to provide independent living and the concerns raised are communal areas which are managed by staff. The complaint was not upheld as Tenants had been informed of the reasons for actions taken.

· One complaint was received from a housing applicant, whose application was rejected due to not meeting the criteria to apply for housing. The complaint was not upheld as the applicant had not been able to demonstrate she had lived or worked in a qualifying area for the last two years continually, as laid down in the Lettings Policy.
4.0
CONCLUSIONS

4.1
In 2023-2024 nine complaints were received compared to eight received in 2023-2024.  
4.2
None of the complaints were as a result of the incorrect use of a policy or procedure.

4.3
No complaints have been referred to the Housing Ombudsman service.
4.4
No complaints received during 2024-2025 were refused by the Association.

5.0
SERVICE USER VIEWS OF THE COMPLAINT, COMPLIMENTS AND QUERIES PROCEDURE

5.1
The Complaints, Compliments and Queries Policy was last reviewed and consulted on 2nd November 2024 and is due for annual review on 2nd November 2025. Tenants and other stakeholders are consulted on changes to the policy as part of the review process. 
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