NORWICH

HOUSING SOCIETY

Annual Complaints Performance and Service Improvement Report: 2023/24

Introduction:

This report provides an update on the Society’s complaints performance for financial
year 2023/24 and sets out the changes we have made because of the learnings from
complaints.

Our purpose is to improve the lives of our residents by providing safe, secure, warm
affordable homes and cohesive communities.

Complaints help us do this by providing a way of learning from issues raised and
giving us an opportunity to resolve issues in a fair and reasonable way to the
satisfaction of our residents.

Throughout the year we have worked closely with our Tenant Advisory Group and
tenant representative on the Board to make improvements to our services, policies
and procedures.

This report covers:

e an update on the recent changes to the Housing Ombudsman Code

e our self-assessment against that code

e a summary and overview of the complaints we have received

e performance information on responding to complaints

e the learning from complaints and the improvements we plan to make in the
coming year.

The Society has made good progress in key performance areas which is reflected in
very positive feedback from the Tenant Satisfaction Survey carried out in 2023/24
where general resident satisfaction overall was 94.2%.

In the coming year we will be guided by our 5-year strategic plan (2024 to 2029)
which clearly shows our commitment to providing quality homes and achieving high
levels of satisfaction.



Housing Ombudsman Code:

The Social Housing (Regulation) Act 2023 empowered the Housing Ombudsman to
issue a Code of Practice about the procedures members of the scheme should have
in place for considering complaints. The Code became effective from 1 April 2024.

It also placed a duty on the Housing Ombudsman to monitor social housing
providers’ compliance with the Code.

The Code clarifies the definition of a complaint, how complaints can be reported, the
process that should be followed and the governance structure around complaints.

It also requires the Society to produce this Annual Complaints Performance and
Service Improvement Report and evidence compliance with the Code.

Code Self-Assessment:

A detailed self-assessment against the Complaint Handling Code can be found on
our website’s publications page.

In summary, this shows that our Complaints Policy and how we deal with complaints
is compliant with the Code.

Summary of Complaints Received:

During the year, the Society received 6 complaints of which five were Stage 1
complaints and one was Stage 2.

There were no complaints that were escalated to the Housing Ombudsman following
Stage 2 of the Complaints Procedure.

The tables below show the number of complaints and break down the complaints by
operational area:

Stage 1 Complaints Recorded (2023/24)

Operational Area Number of Percentage of
Complaints Complaints

Anti-social Behaviour 1 20%

Responsive Repairs 1 20%

Heating 2 40%

Tenancy Management 1 20%




Stage 2 Complaints Recorded (2023/24)

Operational Area Number of Percentage of
Complaints | Complaints
Rent and Service Charge 1 100%

Complaint Handling Performance:

The tables below show the performance data:

Response to Stage 1 Complaints (2023/24)

Number of Responded to within | Resolved/Closed
Complaints 10 days
5 100% 100%

Response to Stage 2 Complaints (2023/24)

Number of
Complaints

Responded to
within 20 days

Resolved/Closed

1

100%

100%

Learning from Complaints and Planned Service Improvements:

The Society reports to the Operations Sub Committee six times a year and to the
Board once a year on lessons learned from complaints and what improvements will
be implemented to improve the Society’s service, policies and procedures.

The Tenant Advisory Group have input into service improvements four times a year
at structured meetings through reviewing service contracts and help shape our

policies and procedures.




The tables below set out the improvement plan for 2024/25:

Operational Area

Learning from Complaints

Planned Service

Improvements

Rent and Service Charge

The information
provided in the annual
rent and service
charge review letter is
not detailed enough.
The service charge
schedule requires a
clearer and more
comprehensive
breakdown of costs.
Where schemes
experience significant
increases in service
charge costs, there
needs to be a clear
explanation on why
there has been a large
uplift and how it has
been calculated.

Consultation meetings
will be held at each
scheme prior to the
implementation of the
new rents and service
charges setting out the
reasons for any
increases. Tenants will
be given the
opportunity to raise
questions.

The Tenant Advisory
Group will be
consulted on the
wording and layout of
the rent and service
charge review letters
prior to them being
distributed.

Tenancy Management

There needs to be
clear information in the
Tenancy Agreement
regarding sheds and
storage facilities.

The Tenancy
Agreement and Tenant
Handbook will be
updated to include
information on sheds
and storage facilities.

Strategic Objectives for 2024/25:

During the coming year the Society will focus on the following:

e ensure that we continue to meet the timescales for complaint resolution,
aiming to have 100% of Stage 1 responses within 10 days and Stage 2

responses within 20 days

e continue to work with residents on the Tenant Advisory Group to help improve
our approach to complaints management

e increase customer satisfaction by focusing on effective resolution
e continue to learn lessons from complaints to drive organisational

improvement.




