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Annual Complaints Performance and Service Improvement Report

To: Public document
Prepared by: James Beddard – Deputy Head of Housing and Support
Department: Housing and Support
Reporting period: 1st April 2025 – 31st March 2026
Status: For information, review and learning

Introduction

YMCA Worcestershire (YMCAW) is a small charity and registered provider offering 208 units of accommodation, supported by a small central services team. Of these units, 81 are designated as supported accommodation, while the remaining 126 serve as general needs units. The accommodation is spread across two locations: Worcester, with 43 units, and Redditch, which houses 164 units. 
Our vision is to build an inclusive future where everyone can achieve their full potential and live in secure, quality housing. We recognise that we do not always meet the standards that we aspire to, we therefore foster a culture in which complaints are encouraged, so we know when we have fallen short and we can try and improve and enhance our service offer. 
We aim to process all complaints fairly, professionally, and promptly and operate in line with the Housing Ombudsman Complaint Handling Code. We are pleased to share our complaints performance for the 2025-2026 fiscal year and outline the actions taken. As a small housing association, we do not have a customer service or complaints team, but we do have a small, dedicated team who prioritise tenant welfare and are committed to continuous improvement.
	Complaints Element
	Number
	Percentage

	Total number of complaints received
	24
	N/A

	Number of supported accommodation complaints 
	8
	33%

	Number of general needs accommodation complaints
	15
	63%

	Number of complaints received from non-residents
	1
	4%

	Number of complaints the landlord refused to accept
	0
	N/A

	Service improvements made from complaints learnings
	4
	N/A

	
	
	

	Findings of non-compliance with the code by the Ombudsman
	0
	N/A

	Complaints acknowledged within 5 days
	24
	100%

	Stage 1 complaints responded to within 10 days
	22
	92%

	Complaints resolved at stage 1
	23
	96%

	Complaints escalated to stage 2
	1
	4%

	Stage 1 complaints responded to within 20 days
	1
	100%

	Complaints Referred to Ombudsman
	0
	0%

	How many complaints have been identified as needing greater scrutiny at the time of investigation
	0
	0%

	
	
	

	Complaints about maintenance or cleaning quality
	18
	58%

	Complaints about service/process
	11

	35%

	Complaints about support provided
	0
	0%

	Complaints about staff
	2
	7%

	Other complaints
	0
	0%



Main Trends
Compared to the previous reporting period, the number of complaints received has increased from 16 to 24, a 50% increase. Part of this increase is likely to be attributed to the continued promotion of our complaints process. The complaint handling code was introduced by the ombudsman in April 2024 and our processes have followed the code thereafter. It is likely our increased robustness, structured handling of complaints and our attitude of positively welcoming complaints had an effect of increasing complaints as the 2024-2025 period went on, which has continued into the 2025-2026 reporting year. 
While the data shows a decrease in complaints in supported housing settings, down from 14 to 8, complaints in general needs accommodation has increased by 650%, up from 2 to 15. Over 


half of all complaints are regarding maintenance or cleaning, and it is clear that this increase is the biggest factor in the increase in complaints. Our general needs housing is ageing, and as that happens the number of reactive repairs required increases. As the number of repairs increases, then there is more likelihood of a resident being unhappy with the service they have received. Equally, as stock ages and more repairs are required, there is also an increased likelihood of complaints about the housing itself. The maintenance team was affected by a number of personnel issues during the year. The team was without a manager for an extended period, and there was also time when we were without an administrator. We did make service adjustments to try to negate these issues, but there was disruption to oversight and an overall lack of resources which undoubtably had a negative effect on our service. 
As was the case last year, there was also a lot of instances of residents using our complaints reporting channels to report issues with other residents or general anti-social behaviour. If there is an expression of dissatisfaction in how we have handled these issues, then we will log a report as a complaint. If this isn’t the case, we will open an anti-social case and take appropriate action in line with ASB procedures. 
Whilst it is valuable to analyse the data from these complaints, as we are a small provider and the numbers of complaints are very small, it is always useful to remember that there is always likely to be some natural variance from one year to the next. The percentage changes, especially, can look high and looked at in isolation, be an exaggerated indicator of performance. 

You Said, We Did
Following complaints regarding the condition of communal gardens at our properties, we implemented a more formal/structured approach to grounds work maintenance. This is a situation which we are monitoring on an ongoing basis. We are very aware that communal gardens are an area which can easily be neglected, especially when volumes of repairs are high and resources are stretched. 
Negative comments have also been received regarding items being left outside Knowle Close, causing it to look messy and untidy. Although appropriate action is taken when we are aware who is responsible, it has not always been possible to identify the culprit. This has been a problem for a while, and we have now moved forward with upgrades to the CCTV system. We are currently in the middle of these improvement works and we are very hopeful this will prove a deterrent for residents committing this tyle of anti-social behaviour, and also provide a valuable tool for identifying residents who leave items outside the building. 
There were also complaints related to maintenance that were related to our organisation and administration of jobs. We were therefore keen to improve our administration of our repairs and health and maintenance services and adopted/purchased a new CRM system – Job Logic - specifically for maintenance. While our use of the system is still in its infancy, we are confident that it will be a valuable tool in improving the administration of our repairs service, and helping us to track important health and safety information.  Our Maintenance Administrator has also been assisting with reactive repairs, and a priority will also be ensuring we have clear 


expectations of their role, and ensure the correct balance is struck between ensuring admin is thorough and accurate and assisting with hands on tasks when required. 
Throughout the report period we were aware of complaints regarding maintenance/our assets increasing, so improving our maintenance services and assets was an area of focus. We therefore authorised the recruitment of a new full-time maintenance operative. This will help our reactive repairs, as we now have resources which we can more easily split between void works and reactive repairs. We have also ensured we have budgeted for repairs identified by a recent stock survey that was commissioned. Our plan is also to move towards a more preventative repairs service, prioritising prevention in the basis of cyclical maintenance,  rather than reactive work when repairs are needed. We also had a number of complaints related to the unreliability of our heating system at Knowle Close. This is an issue that needs urgently addressing and a long-term plan is being finalised.
We have had a number of complaints regarding reports of anti-social behaviour caused by residents at our supported accommodation site in Worcester. One neighbour has expressed dissatisfaction in how we handle anti-social behaviour exhibited by residents, and this has been handled as a complaint. We do take appropriate action against residents who exhibit anti-social behaviour, but our approach is trauma informed, and we work with residents to address issues which may result in anti-social behaviour and try to work alongside neighbours as best as we can. We are aware that the location of this site is not ideal, and lends itself to noise complaints from neighbours. The long-term goal is to find an alternative, more appropriate site for our residents.  

Complaint Handling Learnings
This is the second year in which we have been following the housing ombudsman’s complaint handling code of conduct. And although overall we have been thorough in following the guidance set out in the code, there are still areas in which we can improve. 
Although all complaints were acknowledged within the target timeframe for stage one complaints, there were two complaints for which the response was outside of the target timeframe. During the reporting period the Head of Housing and Support was on leave, and although other staff members are capable and have knowledge of the complaints handling process, responsibility for responding to complaints was largely taken on by the Housing Services Improvement Officer. Work volumes were often high, which subsequently caused two complaint responses to be sent outside of the target reporting period. The Head of Housing and Support has now returned to work, meaning there is greater resilience with regard to complaint handling. We now have a Deputy Head of Housing and Support in place who will hold primary responsibility for complaint handling, but the Head of Housing will offer support and step in to assist when necessary and other housing staff members can assist with initial investigations.
Going forward we will also endeavour to prioritise the early resolution of complaints, as required by the ombudsman. Now we have more resilience and resources, we will aim to investigate and respond to complaints as quickly as we can, ensuring complaints which can be resolved quickly 


are dealt with as soon as possible. We will also focus on thorough investigations and detailed responses, ensuring maximum clarity for the complainant when receiving our responses. 
A recent complaint has also indicated that our posters advertising our complaints process are not visible at all sites. Although we are comfortable that all residents are aware of how to make a complaint and are able to do so, we aim to further improve the consistency of the advertising of our complaints process across all sites. 
Another area in which we would like to improve is increasing our face-to-face contact with our residents, and formalising some of our resident contacts.  Moving forward, our resident meetings will be held on a regular schedule, with agendas shared and minutes and actions taken which are shared with residents. Our quarterly resident surveys will also be formally analysed, with appropriate actions taken and further feedback/clarification sought when necessary. We hope that formalising these processes will increase our feedback from residents, which will have a direct impact upon customer satisfaction and complaints reporting. 

Actions

· The Deputy Head of Housing and Support will prioritise the early resolution of complaints, when possible, with the Head and other staff members assisting when necessary. 
· Ensure consistency of the advertising of the complaint handling process across all sites. 
· Confirm expectations of the maintenance administrator’s role moving forward, ensuring good communication with residents and thorough administering of maintenance jobs. The Facilities Manager to ensure correct balance is struck between hands on repairs work and administration.
· Increase the use of Job Logic to assist in improved administration of our repairs jobs and health and safety compliance. Facilities Manager to lead on this.
· Continue the role out of formal processes for recording resident feedback. Life Coaches to be responsible for following formal processes and following up on actions. 
· Prioritise maintenance work highlighted in stock survey in order to protect assets and decrease complaints. 
· Finalise the plan to update the heating system at Knowle Close and begin implementation before winter. 
· Continue to look for alternative supported accommodation sites in Worcester City. 

Conclusion
We feel the complaints data set out in this report is an accurate reflection on where we are; both in terms of handling complaints, and the services we provide. Overall complaint numbers are low, but the complaints we do have reflect where our services have been stretched, and 


highlight areas which are a focus for improvement moving forward. Our complaint handling overall is good, but there are areas in which we can make improvements. We feel this should be possible with the extra resources now available to us and we are confident of continuing to improve our complaint handling and the services we provide for our residents. 

Board Comment 
The report has been received and approved by the board. The report has also been discussed in detail by the MRC and Deputy Head of Housing and Support. Although there have been a couple of reported instances of non-compliance, it was recognised these were resource related and the board are comfortable that the cause of the non-compliance has been addressed. The board are also confident in YMCA Worcestershire’s complaint handling and compliance with the Ombudsman’s code of conduct moving forward. 
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