 Annual complaints and service improvement report 2025/6; 

This is our annual complaints report, covering April 2025 – March 2026. It provides information about the number of complaints received and their nature and our responses. We strive to meet high standards, and when we fall short we focus on listening, learning and improving – so we can do better next time
Our complaints process complies with the Housing Ombudsman Service Complaints handling code, which became mandatory for Social Housing providers from 1 April 2024. Our residents may contact the Ombudsman if they remain unsatisfied after completing our 2 stage complaints process. We reviewed our complaints policy in 2024 and will be updating this in 2026. You can read our policy on our website. 
This is how we performed last year in relation to complaints from our housing residents or their advocates.  
Stage 1 complaints 
Complaint volume; 24
Resolved within target timescales; 97%
Supported; 21
Not supported; 3
No complaints were not accepted or withdrawn by complainants 
Stage 2 complaints; 
Complaint volume; 3
Resolved within target timescales; 100%
Supported; 3
Not supported; 0
Complaints relating to housing services from neighbours
Stage 1 complaints;
Complaint volume; 10
Resolved within target timescales; 100%
Supported; 9
Not supported; 1
Stage 2 complaints;
Complaint volume; 2
Resolved within target timescales; 100%
Supported; 1
Not supported; 1

We operate other services within YMCADLG, but follow the same complaints policy across our organisation. These are the complaints we received in our therapeutic service, advice and central services teams in 2025/6; 
Stage 1 complaints;
Complaint volume; 4
Resolved within timescales; 100%
Supported; 2
Not supported; 2
Stage 2 complaints;
Complaints volume; 3
Resolved within target timescales 100%
Supported; 1
Not Supported; 2
Key themes;
Complaints were made about a range of things, including;
Service delivery, lack of communication, delay in support and maintenance, and staff turnover 
You said – and we did; 
You said we needed to have better consistency in our warnings process so we have made improvements here and will consult residents on other key policy updates in the future
You said making a complaint wasn’t clear, so we created posters and audited they were on display, and included the complaint QR code in other communications and surveys 
You said staff turnover and training had an impact on services so we are launching a Housing Improvement plan project which will consider training and our processes across our housing service.
Service Improvements; 
In our annual survey of residents, you told us we could improve our handling of complaints. In response to this we introduced complaints clinics for our staff team. We are pleased to see an improvement in resident feedback this year in the survey. 
We will be updating our policy and procedures to make improvements to complaints handling in 2026. 
We delivered year 1 of our youth voice strategy and revised our residents meeting structure to focus on the things that matter to residents and ensure we’re making improvements and responding to feedback.  
We have started operating a housing improvement plan project, which will be working to improve our processes which complaints tell us we need to focus on. 
Board response; 
Complaints continue to be an important performance measure, helping us ensure residents views are heard, taken seriously and used to drive ongoing improvement. 
The Board promoted a culture where raising concerns is encouraged, recognising that complaints help us learn and improve. We have identified our key priorities for 2025/6 In relation to complaints and feedback, as set out in this report. 
We are keen to hear whenever we could have done better or when something has not met expectations, so that we can address issues and put things right. 

Trustee Board  


