Annual Housing Complaints Performance and Service
Improvement Report 2024-25

(Governing Body Response)

We have seen a rise in the number of complaints compared to the previous year, mainly regarding
repairs, and damp and mould. Despite the rise in complaints the response times have improved
from the previous year.

In the 2024-25 period, and in the spirit of the Council’s open and transparent way of working, we
self-referred to the Housing Regulator for our performance against the new consumer standards.
This was because we recognised weakness in our compliance data and in our tenant engagement
activities.

Following the C3 regulatory judgement we are making significant changes to how we provide
landlord services, including a restructure that introduces new roles to ensure better outcomes for
tenants. We will be employing a Head of Housing Technical Services who will be overseeing repairs
and compliance. The responsibility of this person will be to ensure that all repairs are carried out in
a timely manner and to a satisfactory standard; ensuring we promote clear timescales and improve
our communication with tenants.

We are recruiting to a Head of Housing Improvement and Strategy whose responsibility will include
complaints and the customer experience, ensuring that we embed the tenants voice in how we
manage, respond, and learn from the complaints we receive.

We are also employing a Senior Property Condition Manager to oversee damp and mould
complaints and it will be their responsibility to implement the new standards that have been set by
the Government through the introduction of Aawab’s Law.

We have agreed a £250 million Housing Asset Management Strategy to be implemented over the
next 5 years to improve our housing stock.

We have launched a series of in-person community events called Let’s Talk Housing to begin a
dialogue with our tenants, to understand how they feel about our services, how we can improve,
and as an opportunity to talk to colleagues from all departments about their tenancies.

We are aware that we need to involve tenants more in all aspects of Housing and we have been
working with the Tenant Participation Advisory Service to help us design future opportunities. We
have also started including tenant representatives from our Sheltered Housing schemes in our
complaints review process.



The Housing Improvement Board — including tenant representatives — was set up in November
2024. This Board robustly scrutinises all aspects of Housing, and complaints is on the improvement
plan that the Board oversees.

Neighbourhood Housing Officers have begun the Behind Every Door project, our programme
designed to visit all tenants, hear their views and capture any concerns as we move towards a
prevention-based way of working. Our front-line colleagues are receiving training in trauma-
informed working.

We are implementing a new Housing IT system later in 2025 which will improve record keeping of
complaints, and provide us with more data, allowing tenant feedback to drive training and
performance.

The improvements we make to the structure, the training of colleagues, new IT systems, and the
increased scrutiny and oversight from tenants and the Housing Improvement Board will hopefully

see significant improvements in future complaints performance reports.

Councillor Janine Howarth
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