
Feldon Housing
Annual Complaints Performance and Improvement Report
Reporting Year: March 2024- February 2025

1. Introduction
· This report sets out Feldon Housing’s performance in handling complaints over the past year. It demonstrates our compliance with the Housing Ombudsman’s Complaints Handling Code 2024 and outlines how we use complaints to improve our services.
· At Feldon Housing, we view complaints as a valuable source of feedback. We are committed to handling complaints fairly, promptly, and transparently, and to using the insights gained to continuously improve our services and strengthen trust with our residents.
· Feldon Housing did not receive any complaints for consideration under our complaints policy.  As a small registered provider of social housing with just 8 properties in the same location we are in regular contact with all our tenants and are able to resolve service requests quickly and in a personalised way and before issues have become a complaint.

2. Compliance with the Housing Ombudsman’s Complaints Handling Code
· The Housing Ombudsman has published a statutory Complaints Handling Code.  This sets out how registered providers of social housing must approach complaints and learn from them.
· The Code requires Feldon Housing to assess itself every year against the Code and to report where it is non-compliant.  Feldon Housing carried out a self-assessment in June 2025 and the Feldon Housing Board have reviewed and approved the self-assessment.  If you would like a copy of the full self-assessment, please contact us at info@feldonhousing.co.uk or by calling our office on 01608 686626.
· Feldon Housing has a Member Responsible for Complaints, Sadek Ahmed.  Sadek is a Board Member who has no day to involvement in the delivery of services to Feldon Housing tenants.  


Sadek has made the following statement about the recent self-assessment:
“I have fully reviewed the self-assessment and am able to confirm that overall, Feldon Housing is compliant with the Code.  As a small landlord, I am satisfied that we approach complaints handling in a way which is proportionate to our size”
Sadek Ahmed, non-Executive Director, Feldon Housing and Member Responsible for Complaints

4. Service Requests and Complaints Volumes and Outcomes
	Metric
Service requests received
	Number

	Total complaints received
	                0

	Complaints upheld at Stage 1
	                0

	Complaints not upheld at Stage 1
	                0

	Complaints escalated to Stage 2
	                0

	Complaints upheld at Stage 2
	                0

	Complaints referred to Housing Ombudsman
	                0

	Determinations upheld by Housing Ombudsman
	                0

	Determinations not upheld
	                0



5. Complaint Categories and Themes
Breakdown of complaints by issue type:
· Repairs and maintenance			None received			
· Anti-social behaviour			None received		
· Estate management				None received
· Rent and service charges			None received
· Communication and customer service	None received
· Other (please specify)			None received	
Include:
· Volume per category
· Trends and any spikes in specific themes
· Underlying causes (if known)

6. Timeliness of Responses
	Stage
	Target Response Time
	Average Time Taken
	% Met Target

	Stage 1
	10 working days
	[Insert average]
	[Insert %]

	Stage 2
	20 working days
	[Insert average]
	[Insert %]


Narrative:
· Reasons for delays (if applicable)
· Actions taken to improve timeliness

7. Learning from Complaints
· Examples of service improvements resulting from complaints
· Changes to policies, procedures, or staff training
· How learning is communicated to tenants and staff
· Role of the Board in reviewing and acting on complaints data

8. Tenant Engagement and Accessibility
· How tenants are informed about how to complain
· Support offered for vulnerable residents
· Reasonable adjustments made to support complainants
· Feedback received from residents about the complaints process

9. Monitoring and Oversight
· Role of the Member Responsible for Complaints
· Frequency and content of reporting to the Board
· Oversight of complaint trends and actions

10. Planned Improvements for the Coming Year
· Service or policy changes based on complaint trends
· Actions to improve response rates or customer satisfaction
· Planned engagement activities or surveys

11. Conclusion
· Summary of key insights
· Organisational commitment to continued learning and improvement

12. Appendix
· Self-assessment against the Housing Ombudsman’s Complaint Handling Code (optional)
· Summary of individual Housing Ombudsman determinations (optional)
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