
Housing Complaints Performance 
Statistics 2024/25

Housing Complaints 2024/25

Total Complaints Received 251

Complaints Acknowledged within timescales (5 working days) 91%

Source of Complaints

Tenants 73%

Almshouses 1%

Leaseholders 22%

Other 4%

Compensation Paid Following Complaint Investigation £6,684*

*figure at year end - this figure is subject to change depending on whether complainants

choose to accept compensation offered.



Stage 1 Complaints 2024/25

Stage 1 Complaints Received 189

Source of Stage 1 Complaints 

Tenants 141 

Almshouses 2 

Leaseholders 39 

Other 7

Stage 1 Complaints responded to within 10 working days or within

the extended deadline (10 working days)

100%

78% in 10 working

days

22% in extended

timescale

Stage 1 Complaints Upheld 75%

Stage 1 Complaints Partially Upheld 19%

Stage 1 Complaints Not Upheld 6%

Stage 1 Compensation Paid £2,345



Stage 2 Complaints 2024/25

Stage 2 Complaints Received 62

Source of Stage 2 Complaints 

Tenants 43 

Leaseholders 17 

Other 2

Stage 2 Complaints responded to within 20 working days or within

the extended deadline (20 working days)

98%

91% in 20 working

days

7% in extended

timescale

2% outside of

extended timescale

Stage 2 Complaints Upheld 73%

Stage 2 Complaints Partially Upheld 14%

Stage 2 Complaints Not Upheld 13%

Stage 2 Compensation Paid £4,339



Top 10 Reasons for Complaints: 

1. Repairs & Maintenance (51)

2. Leaks & Water Ingress (31)

3. Lift Outages (29)

4. Communications & Customer Service (20)

5. Heating & Hot Water (19)

6. Damp & Mould (17)

7. Sta� Conduct (17)

8. Contractor Conduct (15)

9. Windows Project (9)

10. ASB Procedure (4)

In 2024/25, 5848 repair jobs were raised by the Property Services Team. 

186 of the complaints received were allocated to the Property Services Team to investigate. 

Complaints about Repairs: 182

Complaints about Housing Management: 42 

https://www.housing-ombudsman.org.uk/centre-for-learning/fact-sheets/investigation/?Font=100&Class=font-size1#:~:text=An%20investigation%20can%20be%20a%20long%2C%20complex%20process,Scheme%20is%20set%20out%20in%20our%20investigation%20guidance.
https://www.housing-ombudsman.org.uk/centre-for-learning/fact-sheets/investigation/?Font=100&Class=font-size1#:~:text=An%20investigation%20can%20be%20a%20long%2C%20complex%20process,Scheme%20is%20set%20out%20in%20our%20investigation%20guidance.
https://www.housing-ombudsman.org.uk/centre-for-learning/fact-sheets/investigation/?Font=100&Class=font-size1#:~:text=An%20investigation%20can%20be%20a%20long%2C%20complex%20process,Scheme%20is%20set%20out%20in%20our%20investigation%20guidance.
https://www.housing-ombudsman.org.uk/centre-for-learning/fact-sheets/investigation/?Font=100&Class=font-size1#:~:text=An%20investigation%20can%20be%20a%20long%2C%20complex%20process,Scheme%20is%20set%20out%20in%20our%20investigation%20guidance.


Complaint 1:

The findings received in 2024/25 do not necessarily relate to cases that were referred to the 

Ombudsman in 2024/25. This is due to the complexity and length of time taken to investigate 

some cases. 

The Housing Ombudsman’s average timescale for investigating a complaint is approximately 

6 months. Some more complex cases take longer to investigate. More information on the 

Housing Ombudsman’s investigation process is available via the following link: Investigation 

process explained | Fact sheet | Housing Ombudsman

Summary of HOS Findings: 

Maladministration was found in the Landlord’s handling of a leak. 
There were failures in complaint handling, but the landlord o�ered redress for these 
failures (HOS found redress to be satisfactory)

Complaint 2: 

Maladministration found in the Landlord’s repairs to heating system & ventilation unit 
Maladministration found in complaint handling. Whilst the complaint was acknowledged 
within the timescales, it was not formally escalated as a complaint in time. 
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Findings Received in 2024/25

11

1

3

Maladministration 

Ombudsman 2024/25

Outside of Housing Ombudsman Jurisdiction 

£3,075

Cases referred to Housing Ombudsman in 2024/25

No Maladministration 

Compensation Paid Following Housing Ombudsman Finding 

Housing Ombudsman Performance Statistics: 



Maladministration found in the Landlord’s handling of damp & mould and wet room 
adaptation. 
Maladministration found in relation to the Landlord’s handling of the wet room 
installation. 
Service failure found in relation to the Landlord’s complaint handling. 

Alongside case-specific findings and orders, the landlord also issued the following 

recommendations to the Landlord: 

Review its sta� training in relation to the Spotlight report on damp and mould so that 
sta� do not automatically apportion blame or using language that leaves residents 
feeling blamed.
Review its adaptations policy to include timeframes in which residents can expect 
adaptations to be approved and completed.

Complaint 3: 



Compliments from Q1 were contained in the previous report to Housing Management 

& Almshouses Sub Committee. Below are the compliments received from Q2 - Q4. 

Compliments: 
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