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1.0 EXECUTIVE SUMMARY

The Annual Complaints Review 2025 provides a transparent overview of all complaints
received by 3CHA between August 2024 and July 2025, covering both social housing
and supported exempt accommodation. The review demonstrates continued
compliance with the Housing Ombudsman’s Complaint Handling Code and highlights
a strong culture of learning and service improvement.

2.0 1.PURPOSE

To seek Board approval for the Annual Complaints Review 2025, summarising
complaint activity, outcomes, and learning for the period 1 August 2024 to 31 July
2025, and to confirm compliance with the Housing Ombudsman’s Complaint Handling
Code.

3.0 RECOMMENDATION
The Board is asked to:
« APPROVE the Annual Complaints Review 2025 as an accurate record of
complaint activity and learning.
« ENDORSE publication of the review and self-assessment summary on the

3CHA website.

End

11


darren marajh
Inserted Text
l


M

3CHA

Annual Complaints Review

Author: Davinder Kajla

October 2025



Introduction to the annual review of complaints 2024-25

This report summarises the resident and tenant complaints received during the period
1st August 2024 to 31st July 2025.

3CHA is a Registered Provider of Social Housing, owning and managing seven Social
housing stock in the Milton Keynes area. Through our Managing Agents, we also provide
supported exempt accommodation (SEA) to more than 950 individuals. Although this
accommodation is not designated as social housing, our Complaints Policy and
Procedure apply to all 3CHA residents and tenants across all service types.

3CHA’s role as a landlord is overseen by the Board within the regulatory framework set
by the Regulator of Social Housing. We are committed to transparency and ensuring the
Board has full visibility of complaint activity and learning across all parts of the
organisation.

This is our second Annual Complaints Review and forms a core component of our wider
organisational improvements and compliance with the Housing Ombudsman’s
Complaint Handling Code.

The Housing Ombudsman’s Complaint Handling Code

3CHA’s approach to complaints is guided by the Housing Ombudsman’s Complaint
Handling Code. The Code was updated in 2024 and 2025, and 3CHA has embedded
these requirements through:

e Updated complaints procedures and internal guidance

e Clearer complaint definitions and exclusions

e Stronger central logging and governance oversight

o Better distinction between service requests, ASB reports and complaints
e Ensuring residents may contact the Ombudsman at any stage for advice
e Embedding learning from complaints into service delivery

All staff are trained in complaint handling, and reasonable adjustments are offered as
required under the Equality Act 2010.



Complaints Process

3CHA aims to deliver consistently high service standards. However, we recognise that
sometimes things go wrong, and residents may be dissatisfied with the service
received.

We welcome complaints and consider them an opportunity forimprovement. Where a
resident expresses dissatisfaction (however made), this is treated as a complaintif it
relates to:

o afailure of service delivery
e adecision believed to be unfair or unclear
e behaviour or actions of 3CHA staff, Managing Agents or contractors

We do not rely on standard letters and seek to understand the resident’s preferred
outcome wherever possible. If a service failure is identified, we will put it right,
apologise where appropriate, and improve the way we do things.

We also distinguish clearly between:
e servicerequests (e.g., repairs),
e ASBreports,
e andformal complaints,
in line with our policy.
Stage 1
When a complaint is received, the receiving officer will:
e Listen and understand the issues raised
o Agree the desired outcome with the resident
¢ Resolve the matterimmediately where possible
o Acknowledge the complaint within 5 working days
e Confirm who is handling the complaint and next steps

A full response will normally be issued within 10 working days. If the complaintis
complex or more time is needed, we will explain the reasons and provide an updated
timescale.



Timescales may also be affected if essential staff or third-party evidence is unavailable.
In such cases, this is explained to the resident.

Managers are responsible for ensuring any learning from complaints is implemented
and that reasonable adjustments are made where required.

Stage 2
If a resident is dissatisfied with the Stage 1 outcome, they may request escalation.
The receiving officer will:

e Logthe complaint as a Stage 2 case

e Seektounderstand the remaining concerns

e Acknowledge the escalation within 5 working days

A Director not previously involved in the investigation will carry out a full review and
issue a response within 20 working days, unless the complexity requires an extension,
which will be communicated.

Residents may contact the Housing Ombudsman at any stage for advice; however, the
Ombudsman will only consider cases once the 3CHA process has been completed.

Complaints Activity and Performance 2024-25

During the reporting year, 5 complaints were recorded:
e 4 complaints from Supported Exempt Accommodation residents
e 1 formal complaint from 3CHA’s Social Housing Portfolio

e« 1 additional issue in Milton Keynes was treated as a service request, not a formal
complaint

Complaint stages
e 4 complaints were managed at Stage 1
e 1 complaint progressed to Stage 2
e 3 complaints were withdrawn by residents following resolution

One resident contacted the Housing Ombudsman; no investigation or determination
was made.



Complaints Category

Category Number %
Property condition / maintenance 3 60%
Anti-social behaviour 1 20%
Gas & heating 1 20%
Electrical faults (service request only) 1| —
Outcomes and Findings
Outcome Number %
Upheld 4 80%
Partially upheld 1 20%
Not upheld 0 0%

Response Timescales — Stage 1

The Stage 1 target response time is 10 working days.

Of the four Stage 1 complaints:

e 2(50%) metthe required timeframe

e 2 (50%) exceeded the timeframe due to:

o complex multi-agency involvement

o delaysinreceiving information from Managing Agents or contractors
o technicalinvestigations (pest control and connectivity issues)

The Stage 2 complaint also exceeded the 20-day timescale due to extended resident
communication and involvement of external agencies.

Property condition & maintenance

Issues included leaks affecting electrics, rat infestations, communal cleaning

concerns, and delayed repairs. These cases highlight:

Improved contractor management
More consistent resident updates

Greater visibility via Arthur Online

The need for stronger Managing Agent oversight




Anti-social behaviour

One complaint related to a resident blocking access to heating. The matter was
resolved, and the complaint was withdrawn.

Heating and electrical issues (Social Housing)

A heating complaint was upheld and resolved quickly but raised concerns about out-of-
hours contractor responsiveness.

A separate electrical issue was treated as a service request but generated useful
learning regarding follow-up checks and communication.

Communication

A small number of complaints showed that dissatisfaction often stemmed more from
lack of timely updates than the underlying issue. Improvements implemented in 2025
include:

¢ Monthly Managing Agent KPI performance meetings
e Clearer escalation ownership

e Regular case audits via Arthur

Housing Ombudsman Cases

One resident contacted the Housing Ombudsman for advice. After issuing a final Stage
2 response and signposting the resident, no determination was made.

Tenant Perception on Complaint Handling

The Tenant Satisfaction Measures (TSMs) relate to our Social Hosuing homes in Milton
Keynes. In November 2025, we undertook the annual TSM survey in line with RSH
guidance.

We received five responses from seven tenants, giving a 71.4% response rate.
Tenants were asked:

“How satisfied are you with the way 3CHA handles complaints?”

The average score was:

9.8 out of 10

(range: 9-10)

This reflects strong confidence in 3CHA’s responsiveness and fairness.



Qualitative feedback highlighted:
e Positive experiences with communication
e Approachability of staff
e Satisfaction with responsiveness
e Suggestions for more thorough post-repair checks before closing jobs

Two tenants reported raising issues in the last year that were not formally logged as
complaints, reinforcing the importance of continuing to clarify:

e what constitutes a complaint
e howtoraise one
e how 3CHA distinguishes between complaints, repairs and ASB cases

Non-responding tenants will be engaged during routine tenancy visits to strengthen
future survey returns.

Self-Assessment Against the Housing Ombudsman’s Complaints Code

3CHA completed its annual self-assessment in November 2025, following updates to
the Code and the approval of our updated Complaints Policy.

Improvements made include:
e Clearer guidance for staff and Managing Agents
e Better use of Lapwing for case tracking
e Stronger emphasis on learning from complaints
e Regular monitoring through the Executive Team and Board
e Publication of the self-assessment on our website (Jan 26)
Other Methods of Feedback Collection
Complaints and feedback were received through:
¢ Monthly resident satisfaction calls and surveys
o Webform submissions
o Emails to feedback@3CHA.co.uk
e Managing Agent reports

o Findings raised during property inspections



Residents in SEA receive complaints information at sign-up, and posters are displayed
in communal areas. Social Housing tenants receive the complaints procedure in their
tenant newsletter and electronically.

Conclusion and Areas for Improvement

We take complaints seriously and aim to maintain a culture of respect, openness and
learning across the organisation. Complaints offer insight into residents’ experiences
and help us improve our services.

Areas for improvementin 2025-26 include:
e Ensuring all staff and Managing Agents clearly identify and record complaints
e Improving contractor response times and follow-up checks
e Enhancing communication with residents regarding timescales and updates
e Strengthening distinction between ASB, repairs and formal complaints
e Embedding end-to-end case management via Lapwing/P4P
e Following up on TSM feedback, particularly around quality assurance of repairs

As residents become more confident in raising concerns directly with 3SCHA, we
anticipate aninitialincrease in Stage 1 complaints next year. This will support better
learning and improved regulatory assurance.

We expect our management of, and learning from, complaints to continue to improve
during the next reporting year.
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Board Response to 3CHA Annual Review of Complaints 2024-25

3CHA continues to recognise the value of complaints as a vital source of learning and
assurance. As the Board Member Responsible for Complaints (MRC), 3CHA’s
management of complaints provides me with direct insight into the experiences,
expectations, and perceptions of our residents.

I welcome this year’s Annual Complaints Review 2024-25, and | am satisfied that it offers
a clear, comprehensive and transparent account of the complaints we received, our
performance against the Housing Ombudsman’s Complaint Handling Code, and the
improvements made and planned.

I note the progress 3CHA has made in:

o strengthening the distinction between service requests, ASB reports and
formal complaints

e improving central logging and oversight through Lapwing
e ensuring residents can contact the Housing Ombudsman at any stage

e increasing Managing Agent oversight through monthly KPl and performance
meetings

e embedding the updated Complaints Policy and training across the
organisation

| am especially encouraged by the results from the Tenant Satisfaction Measures for our
Social Housing stock in Milton Keynes, where residents reported an average score of 9.8
out of 10 for satisfaction with the way 3CHA handles complaints. This reflects positively
on the improvements made to communication, ownership, and the timeliness of
responses.

The Annual Review highlights several recurring themes, including property condition and
maintenance, delays in communication, and the need for more robust contractor follow-



up. | am pleased to see that 3CHA has already taken steps to strengthen these areas,
particularly through enhanced Managing Agent oversight and improved use of Lapwing to
monitor cases and performance.

Although complaint volumes remain low, | agree that this may not fully reflect the issues
residents experience within supported accommodation. | therefore welcome the actions
proposed to:

e improve residents’ understanding of what constitutes a complaint

ensure more service issues are formally captured at Stage 1

broaden opportunities for feedback beyond the TSM survey

e embed more consistent complaint handling across Managing Agents
Looking forward, | will expect to see continued focus on:

e betteridentification and recording of complaints

e improved contractor performance and follow-up

e stronger evidence of learning and service change

¢ ongoing oversight of Managing Agent handling of residents’ concerns

e clear communication updates to residents throughout the process

| am grateful to residents who have raised concerns, as well as those who shared their
views through the TSM survey. Their feedback remains essential to shaping how 3CHA
delivers services.

Finally, | would like to thank staff for their professionalism and commitment in managing
complaints fairly and constructively. As MRC, | will continue to champion complaint
transparency, ensure robust oversight, and promote a culture where resident feedback
drives continuous improvement across 3CHA.

Yours sincerely,

(arn /”«/‘mf

lain Murray

Board Member Responsible for Complaints (MRC)
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