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CSHA ANNUAL COMPLAINTS PERFORMANCE AND SERVICE IMPROVEMENT REPORT 
1st APRIL 2025-31st MARCH 2026
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 2025-2026
3.1 Details of the complaints and actions are summarised as follows:- 
· One complaint was received from a tenant at Invicta Close regarding hard cut back of shrubs in Bushell way that he felt was causing a security risk as windows could be forced, also unsightly pipes visible. The Association’s Building and Maintenance Surveyor was instructed to inspect the relevant area. BMS reported that work carried out was not unreasonable, there is no security risk to the windows and gas pipes are coloured and external as required by necessary regulation. The complaint was not upheld and was not escalated to Stage 2 by the complainant. As a result of this complaint, and to avoid this happening in the future, better explanations will be provided to tenants regarding work carried out in communal areas, during tenant surgery meetings.

· One appeal was received from a housing applicant who was rejected on the grounds of mobility issues and not being able to evacuate by themselves and elevated support required for independent living. They also claimed that the Equality Act was breached by the Association. The Needs and Risk Assessment signed by the applicant at interview was reviewed and found to include a statement from the applicant that they would not be able to evacuate in an emergency. During the interview it was not demonstrated that the applicant would be able to live independently as required. Reasonable adjustments had been taken during the interview process and there was no evidence that the Equality Act had been breached. The complaint was not upheld and a request to escalate the complaint to Stage 2 was received, stating breach of Housing Act 1996, Human Rights Act 1998 and Equality Act 2010. Complaints Panel was convened consisting of Chief Executive and two Board Members. Following the Stage 2 Panel, the appeal and subsequent request to escalate to Stage 2 was not upheld. The Association publishes the Lettings Policy on its website and applicants are given information in advance of the process to be accepted onto the waiting list.

· One complaint was received from a next of kin of a tenant at Ursula Lodges for permission for the family to install a doorbell with a flashing light due to deafness. The complaint was that no response had been received to the request. The Building and Maintenance Surveyor met with next of kin and tenant to discuss options and agreed solution with appropriate doorbell being installed. Complaint was upheld as a member of staff acknowledged that they had not followed up the enquiry. Staff were reminded to ensure they communicate in a timely manner.

· One complaint was received from a tenant at Bertha Hollamby Court that they were recharged for pulling the emergency cord when they could not close a window, which was not deemed to be an emergency repair. Tenant also complained that they had been threatened with eviction if the recharge was not paid and that the windows are not accessible for independent use. Glazing contractor was instructed to inspect the windows (which have a winder) and confirmed that they were operational but felt that they had been overwound. The complaint was not upheld and a request to escalate to Stage 2 was received. The Complaint Panel was convened and members of the Panel also witnessed use of lower window being operated successfully by tenant. The relevant policy detailing what is considered an emergency repair was readily available to tenants in the scheme. Stage 1 outcome was upheld. Tenant subsequently agreed a payment plan with the Association for the recharge.

· A complaint was received from a General Needs tenant that they were embarrassed by the way the Chair of the Tenant Engagement Scrutiny Panel spoke to them during a difference in opinion. The Housing Services Manager conducted interviews with witnesses and arranged a meeting with the complainant for a statement of events. Complaint was withdrawn by the tenant and no further action required. 

· An appeal was received from a housing applicant who was rejected on the grounds of an adverse landlord reference received by the Association as the applicant had carried out unauthorised electrical works. The complaint was not upheld and no request to escalate to Stage 2 was received. 

· An appeal was received from a housing applicant who was rejected on the grounds of affordability. The Housing Services Manager conducted an affordability check with the applicant and no evidence of regular income, nor evidence that applicant could meet affordability should they be offered a tenancy, was shown. Appeal was not upheld.

· A complaint was received by a tenant of Stanley Glynn Court that he was recharged for scheme front door lock replacement when he lost keys. The tenant had been informed that should the keys not be found within two days then the lock to the building door would need to be changed and all tenants in Stanley Glynn Court would be required to be issued with a new key due to compromise to the building security. The complaint was not upheld and the tenant arranged a payment plan with the Association for the recharge.

· A complaint was received from a tenant at Bertha Hollamby Court that an unauthorised car was parked over two bays in the tenant’s car park, dirt from the communal corridor was being trodden into her flat pending new carpet being laid in communal corridor, not knowing when the next tenant meeting was and the way that the Senior Sheltered Housing Manager had spoken to her and not being offered solutions. The complaint was not upheld as tenants were informed of the refurbishment works and timescales, details of meetings are displayed on communal area noticeboard and the car park control company had been contacted in relation to the unauthorised parking. Tenant requested complaint be escalated to Stage 2 and a Complaint Panel was convened and the tenant invited to attend. The outcome at Stage 1 was upheld. As a result of this complaint, staff have been reminded of the need to maintain professional boundaries and to be mindful of the way they engage with tenants.

· One complaint was received from a tenant at Lingwood that they had no hot water. The complaint was not upheld following a report received from the contractor that thermostats had been replaced and left in working order. The tenant had requested to the contractor that off peak only be applied 24 hours a day, due to the cost of on peak, which is not possible. Lingwood properties only have storage heaters and hot water cylinders, not individual gas boilers or communal heating. There was no request to escalate to Stage 2.

4.0
CONCLUSIONS

4.1
 COMPARISON
	YEAR
	NUMBER OF COMPLAINTS RECEIVED

	2025-2026
	10

	2024-2025
	9


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 2025-2026 were refused by the Association. 51 Service Requests were logged during 2025-2026; one of these resulted in a complaint being made in April 2026.
4.5
100% of the complaints received were responded to within the timescales laid down in the Complaint, Compliments and Queries Policy.

4.6
Of the 10 complaints received, six were from existing tenants 
and four were received from those who were not tenants (i.e. housing 

applicants and next of kin).
4.7
Of the 10 complaints received, seven were concluded at Stage 1 (70% of complaints received) and three were concluded at Stage 2 (30% of complaints received).

4.8
Of the 10 complaints received, one was upheld (10%) and nine were not upheld (90%). 

4.9
The Complaints, Compliments and Queries Policy is available at all of 

the Association’s schemes and is published on noticeboards. New 


tenants are provided with a summary of the policy on sign up. The 

Association provides details of how a complaint may be made in our quarterly newsletter and tenants are reminded during quarterly tenant surgeries with senior staff members. Our policy is also available to view on the Association’s website.
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 7th August 2025 and is due for annual review on 7th August 2026. Tenants and other stakeholders are consulted on changes to the policy as part of the review process. 
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