
Complaints Performance & Service Improvements Annual Report
This report covers the year 1 April 2025 to 31 March 2026


Complaints Received 
Stage One 
· During this period, 85 Stage One complaints were received. None refused.
· Complaints were from 35 individuals. 
· All acknowledged within 5 days. 
· All responded to within 10 days.
Compliant with our policy and the Complaint Handling Code in force at the time.

Stage Two 
· During this period, 0 Stage Two complaints were received, and 2 Stage One complaints were escalated to Stage Two. None refused.
· All acknowledged within 5 days. 
· All responded to within 20 days.
Compliant with our policy and the Complaint Handling Code in force at the time.

Housing Ombudsman
· There were no findings of non-compliance with this Code by the Ombudsman.

Analysis of Complaints Received
Complaints received related to:
· Antisocial behaviour, noise, police visits – 61 
· Support – 13 
· Property-related issues – 4
· Other – 6
· Repairs/Maintenance – 1 

Complaints were received from:
· Resident: 11 people made 14 complaints 
· Neighbour / Member of public: 11 people made 56 complaints 
· Professional: 5 people made 5 complaints 
· Family / friend of resident: 4 people made 6 complaints 
· MP: 3 people made 3 complaints 
· Not stated: 1

Area:
· Derbyshire / Nottinghamshire: 64. One neighbour submitted 33 complaints about one Derventio property; another neighbour to the same property submitted 9 complaints (41 on one issue).
· Derby: 10
· Staffordshire: 5 
· Swindon: 5
· Warwick: 1

It is our view that the complaints are within the parameters that would be expected due to the nature of our service, which is to accommodate and support people who are homeless or at risk of homelessness. Each person accommodated will have at least one need for support. 

It is also in the nature of our service that we have to ask some people to leave, and it is only to be expected that this can sometimes lead to dissatisfaction.

Outcomes and Notes
In this period, 41 complaints were received from 2 people living near one particular property. These were always about asb, specifically noise from banging doors. We invited the neighbours to meet with us, the local authority and the police. The neighbour who lived next door to our property was given monitoring equipment (although this was an initial complaint, and this would not usually be issued at this stage). The findings from this investigation were that the noise was within the range of noise to be expected when living in a terraced house. 

We also had one difficult complaint from a family member, the ex-partner of a female resident who was the victim of domestic abuse, specifically coercive controlling behaviour. The man complained that we had put in a safeguarding concern to the local authority, about the female resident in our property, and her children, demanding to know the name of the member of staff who put in the concern. The complainant would perhaps not consider the complaint resolved; we stated that we were not able to give him any information. He then put in a second complaint, alleging that we had not protected his ex-partner sufficiently in a complex situation during which police were called to her property. Again, our response was that we were unable to give him any information.

Outcomes were:
· Resolved Stage One: 44
· Escalated to Stage Two: 2 (both about noise). Both resolved.

Service Improvements 
All complaints were considered along with feedback received through the satisfaction survey. As a result, the following improvements were made:
· Changes to furniture and furnishings provided in Derventio properties.
· Information given to new residents on people who may visit property. This is done at the initial support plan meeting, so as not to overload people at sign-up, when there is already a lot of paperwork. 
