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Next Steps

1. Executive Summary

1.1 Annual Complaints Performance and Service Improvement Report 2025/26
The report provides an overview of complaint handling performance between 1 April 2025 and
31 March 2026. This report is being reviewed by tenants who have their own page for listing
their identified priorities.

12 Key highlights include:

190 Stage 1 complaints received.

54 Stage 2 reviews requested.

No complaints were refused.

71.58% of complaints were resolved at Stage 1, an improvement from 50% in the
previous year.

Complaint volumes equate to approximately 25 complaints per 1,000 homes.
61.13% of Stage 1 complaints were fully or partially upheld.

53.70% of Stage 2 complaints were fully or partially upheld.

Compliments to the service have increased.

13 Key complaint themes identified were:
o Failure to follow policy.
o Delays in taking action.
e Poor communication and customer service.

14 The report also highlights:
o Repairs and Neighbourhood ASB Service as the highest complaint-generating service
areas.
Improvements made in response to Anti-Social Behaviour complaints.
Enhanced contractor oversight relating to repairs.
Recruitment to key vacancies.
Creation of tenant review groups to strengthen scrutiny and co-regulation.

15 The report further outlines learning from Housing Ombudsman determinations, including

actions taken in response to maladministration findings and service improvements delivered
as aresult.
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Complaint Handling Code Self-Assessment 2025/26

The self-assessment has been completed against the Housing Ombudsman Complaint
Handling Code 2024. The assessment demonstrates compliance across the key requirements
of the Code, including:
e Complaint definitions.
Accessibility.
Exclusions.
Complaint handling practices.
Stage 1 and Stage 2 processes.
Governance and oversight.
Learning and continuous improvement.
Remedies and putting things right.

The assessment evidences:

A dedicated complaints team.

A two-stage complaints process.

Accessible routes for making complaints.

Effective arrangements for recognising vulnerability and reasonable adjustments.
Appropriate oversight arrangements through senior leadership, Housing Advisory
Board and the Member Responsible for Complaints.

The assessment also identifies several areas for continuous improvement, including:
Further embedding learning from complaints.

Improving complaint trend analysis.

Strengthening performance reporting.

Enhancing understanding of reasonable adjustments and vulnerability.

Continued implementation of recommendations arising from the Housemark review.

The self-assessment concludes that Housing Services is compliant with the requirements of
the Complaint Handling Code.

Revised Housing Complaints Policy
The Complaints Policy has been comprehensively reviewed with tenants.

During 2025/26 the Housing Ombudsman review all local authority Housing Complaints
Policies. Bury received the feedback from this review in March 2026. The Housing
Ombudsman made 17 recommendations for improvement. These were reviewed with tenants
along with ensuring the policy meets the Housing Ombudsman Complaint handling Code.

The revised policy strengthens several areas, including:

Clear complaint definition aligned to the Ombudsman Code.
Distinction between service requests and complaints.

Early resolution arrangements.

Accessibility and reasonable adjustments.

Stage 1 and Stage 2 process requirements.

Timescales and extensions.

Complaint closure arrangements.

Learning from complaints.

Governance and performance reporting.
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« Fair and reasonable exclusions.

3.3  The policy reflects current operational arrangements and formalises improvements already
introduced across Housing Services.




