A ANNUAL COMPLAINTS AND SERVICE

LTHA

1. INTRODUCTION

IMPROVEMENT REPORT

1 APRIL 2025 TO 31 MARCH 2026

The Social Housing (Regulation) Act 2023 placed a statutory requirement on
registered providers to demonstrate compliance with the Housing Ombudsman
Complaints Handling Code. To demonstrate compliance, landlords are required to
submit evidence of this to the Housing Ombudsman annually, or whenever there is a
significant change made to the organisation.

To evidence compliance Leeds Jewish Housing Association submits the following
documents to the Housing Ombudsman:

e this annual complaints and service improvement/ performance report along
with;

e a self-assessment completed by the landlord against the Code.

e updated Complaints Policy reflecting any changes to the Code.

2. ROLES

The Board of Management has overall responsibility for complaints. To manage the
this the Board have appointed Adam Pearce as the Board Member Responsible for
Complaints (MRC). Harjinder Sandhu (Director of Finance & Resources) is the
Executive Lead for complaints.

This report was prepared by Chris Lord, Complaints Officer and reviewed by both the
Executive Lead and Member Responsible for Complaints.

3. SUMMARY OF COMPLAINTS

A total of 51 complaints were received and investigated in the last 12 months of
which.

Stage 1 Stage 2 Stage 3 Total
Complaints Complaints Complaints to
HOS
32 15 2 49

Summary of complaints by category covering the period 1 April 2025 to 31 March 2026
are detailed below. (TSM figures based on LCRA stock of 475 on 31 March 2026)




Repairs

Customer Care

Policies &
Procedures

Actual
Complaints at
Stage 1

(All tenures)

21

32

Actual
Complaints at
Stage 2

(All tenures)

Actual
Complaints at
Stage 3

All tenures

No. of Stage 1
complaints rec’d
per 1000 homes
(TSM CHO1)
Rented homes
only

2.1

4.2

274

12.6

14.7

44.2

23.2

No. of Stage 1
complaints
responded to
within the
Complaint
Handling Code
Y%

(TSM CHO02)
Rented homes

No. of Stage 2
complaints rec’d
per 1000 homes
(TSM CHO1)
Rented homes
only

100%

0.0

100%

100%

100%

100%

10.5

100%

4.2

100%

18.9

100%

12.6

100%

onli

No. of Stage 2
complaints
responded to
within the
Complaint
Handling Code
%

(TSM CHO02)
Rented homes
only

100%

100%

100%

100%

100%

100%

100%

100%




4. THEMES AND TRENDS OF COMPLAINTS

Due to the relatively low number of complaints received by the Association it can be
difficult to identify trends or patterns. However, the main themes seen when reviewing
the complaints received are seen within the following complaint categories:

Repairs
e Lack of communication / keeping the resident informed when following up on
outstanding repairs / defects.

Customer Care
e Conduct of LJHA contractors (responsive repairs, cleaning), responses to
complaints of ASB by LJHA.

Policies & Procedures
e Service Charges — calculation of service charges, level of service charges,
Section 20 consultation, Section 22 information requests, interpretation of the
Landlord & Leaseholder obligations as defined within a resident’s lease.

5. LEARNINGS FROM COMPLAINTS

Learning from the outcome of the complaints we receive promotes a positive
complaints culture with LJHA. Implementing these lessons demonstrates to our
residents our willingness to respond to the issues they have taken the time to bring
to our attention.

The learning outcomes summarised below have been either implemented during the
last 12 months or have been identified as a future action.

Communication — a recurring issue in several complaints is LJHA failure to either
acknowledge or respond to customer enquires within the published response times
of our Communications Charter. Managers have used their team meetings to remind
colleagues of the Communications Charter and our service commitments. All
communication (written & verbal) should be clear and unambiguous.

Contract management — in response to some of the specific issues identified
involving the delivery of the previous cleaning service, we have reviewed our internal
management responsibilities, reviewed the KPIs and strengthened our monitoring,
created a dedicated cleaning email inbox, introduced a standard agenda to the
quarterly contract meetings.

ASB case management — the complaint identified the need to improve our
communication & increase our contact with those residents who are experiencing
ASB as part of our case management processes & LJHAs commitment to taking a
victim-centred approach.

ASB Policy — at the next scheduled review, update policy to outline our obligations
towards shared owners & leaseholders & the remedies available to LJHA to tackle
ASB.



Record keeping — that all resident & contractor contact such as emails & phone
calls are logged on SASSHA to ensure that colleagues have access to all the
information to resolve a resident enquiry.

Satisfaction with complaints handling

LJHA introduced a feedback survey on the complaints process in January 2026. The
first survey was sent out on 11 February 2026. As of 31 March 2026, a total of 3
surveys had been sent out. Two of which have been returned. In summary, based on
the two responses received to date, the residents are ‘Neither satisfied nor dissatisfied’
with the complaints process.

6. RESIDENT SCRUTINY WORK

At LJHA we have a Resident Consultative Group (RCG) along with hot topic groups
and tenant representatives to ensure there is a high level of resident involvement. We
have reviewed our service charge handbook in consultation with the Resident
Consultative Group and Tenant Representatives & Disability Advocates Group.

LJHA are developing an easy read version of our complaints policy, which we will be
consulting with interested residents on.

7. HOUSING OMBUDSMAN RULINGS AND FINDINGS

Detailed below are the cases on which the Housing Ombudsman has made rulings
and findings or determinations between 1 April 2025 - 31 March 2026.

HOS Case 202412625 (COM61)

Number

Date of 25.02.26

determination

Complaint Repairs

category

Nature of LJHAs handling of reports of leaks in the communal areas of
complaint Burton House & the handling of the resident’s complaint.
Determination | HOS found no maladministration

8. COMPLAINTS NOT ACCEPTED

There were no complaints received during this period which were not accepted to be
investigated.

9. HOUSING OMBUDSMAN DETERMINATIONS
LJHA had 1 HOS finding between 1 April 2025 and 31 March 2026.

No other relevant reports about the landlord were published.



10. GOVERNING BODYS RESPONSE TO ANNUAL PERFORMANCE REPORT

The Board of Management has reviewed and scrutinised the Annual Complaints
Performance and Service Improvement Report for 2025/26, the Complaint Handling
Code Self-Assessment and the supporting evidence presented by officers.

The Board recognises that an effective and accessible complaints process is central
to accountability, service quality and resident confidence. It has considered the 51
complaints recorded during the year, the principal themes arising from them,
complaint handling performance, the service improvements identified and the
outcome of Housing Ombudsman activity.

The Board notes the improvements made during the year, including the appointment
of a dedicated Complaints Officer, the introduction of a dedicated complaints email
address, strengthened complaint monitoring and the review of the Complaints Policy.
It also notes that communication, contractor performance, ASB case management,
service charges and record keeping remain important areas for continued learning
and improvement.

The Board notes that the Housing Ombudsman made one determination during the
reporting period and found no maladministration. It also notes the 17
recommendations arising from the Ombudsman's policy review and the action taken
to incorporate these into the revised policy and supporting arrangements.

The Board approves the annual report, self-assessment and revised Complaints
Policy. The Board remains committed to a positive complaint handling culture,
transparent reporting and using resident feedback to improve services.

11. GOVERNING BODY MEMBER RESPONSIBLE FOR COMPLAINTS’
RESPONSE TO ANNUAL PERFORMANCE REPORT

As the Board's Member Responsible for Complaints, | have the Annual Complaints
Performance and Service Improvement Report, the Complaint Handling Code Self-
Assessment and the supporting evidence provided by officers.

| have considered complaint volumes, categories and outcomes, response-time
performance, themes and trends, Housing Ombudsman activity, learning outcomes
and the actions taken to improve services. | have also considered the governance
arrangements through which complaints information is presented to the Board.

| welcome the progress made through the appointment of a dedicated Complaints
Officer, the dedicated complaints email address, improved monitoring arrangements
and the comprehensive review of the Complaints Policy. | am satisfied that the
Association has responded to the 17 recommendations made by the Housing
Ombudsman in its February 2026 policy review.



| expect management to maintain clear actions, ownership and milestones, and to
report progress regularly so that the Board can assess whether the changes are
delivering timely and fair outcomes for residents.

| am satisfied that the self-assessment is an accurate reflection of the Association's
stated arrangements. | will continue to work with the Board, Executive Lead and
Complaints Officer to ensure complaint handling remains under effective scrutiny
and learning is translated into measurable service improvement.

Adam Pearce

Member Responsible for Complaints
Leeds Jewish Housing Association



