Complaints Performance

165 Stage 1 complaints received

Stage 1

-
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1 case being investigated

Housing
Ombudsman

26 Stage 2 complaints received

This quarter we have handled 97% of Stage 1 complaints within the Housing
Ombudsman timescales.

This quarter we have handled 92% of Stage 2 complaints within the Housing
Ombudsman timescales.

We have received 301 complaints so far this year, which is a 22% increase from
the same time last year. This is due to us strictly following and ensuring
complaints are being handled aligned to the Housing Ombudsman Complaint
Handling Code.

64% Stage 1 complaints have been upheld.
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Housing Ombudsman Case

CASE ONE

Findings - Maladministration for handling of repairs

» Unreasonable delay in responding to and rectifying a leak issue.

Orders

e Written apology to the tenant.

e £450 compensation for handling of repairs.
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