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2024-25 Complaints Handling Report

  
Complaints

The Association received 2 complaints in 2024/25 and all were resolved at Stage 1 within the target timescales. 

By comparison last year –2023/24 there were 3 complaints so complaints have reduced by 33% from the previous year.


	
	2024/25
	
	SPBM

	
	
	
	

	Satisfaction with the Association's approach to managing complaints
	62%
	
	54%

	
	
	
	

	Number of Stage 1 Complaints (per 1,000 units)
	10
	
	17

	
	
	
	

	Number of Stage 2 complaints (per 1,000 units)
	n/a
	
	0

	
	
	
	

	Stage 1 Complaints responded to within the Complaint Handling Code timescales
	100%
	
	83%

	
	
	
	

	Stage 2 Complaints responded to within the Complaint Handling Code timescales
	n/a
	
	62.50%




As Stage 2 of the Association’s Complaints Policy involves the Board dealing with any appeals against decisions made at Stage 1 through an Appeals Panel the details of each case are not covered in detail in this report. However the Board member Responsible for Complaints will review each case with the Complaints Manager as a separate exercise.





Complaint 1 was from a tenant who complained about the case management of their rent arrears by the Association’s Housing Officer. The rent arrears were over £1,000 (so in excess of 8 weeks rent) and the Association was preparing to issue a Notice of Seeking Possession. 

The account had been in arrears for over a year and the tenant had previously been subject to a suspended possession order until clearing that particular debt in 2023. The tenant made a number of offers of payment that did not include any payment to reduce the arrears. 

This was not acceptable to the Association and the tenant was made aware that the Arrears Procedure would be adhered to. The tenant registered a complaint about how the case had been managed and the conduct of the officers who had dealt with the case.
The Complaints Manager examined all documentation including notes of phone calls and e-mails and concluded that the Association had correctly followed its own procedures and all transactions had been professional and appropriate.

This was explained at length in the response to the tenant and as the tenant had made a satisfactory offer to clear the arrears no formal action followed. 

Complaint Not Upheld

Learning and Improvement
 As it appeared that the complainant had not understood why the Association had taken the course of action that it had it the conclusion drawn from the complaint was that there should be a greater effort made to explain the Rent Arrears Management Policy and Procedure. 
The Association produced an article for the tenant newsletter – Lyngline that outlined how the Association managed cases of rent arrears in compliance with Rent Arrears Policy and Procedure. The article confirmed that the steps in the procedure were applied consistently and were not discretionary.

Complaint 2 –  this was a complaint from a tenant about the conduct of the Housing Officer dealing with their rent arrears and the Association allegedly failing to follow the Pre-action Protocol.

The Association reviewed the case file and responded to the complainant with a clear explanation of how the Association had followed the Pre-action Protocol at every stage of the process. The Association also went through the details of the Rent Arrears Management Policy explaining how the process worked in practice. 

Complaint Not Upheld

Learning and Improvement
As mentioned in Complaint 1 the Association issued an article explaining the Rent Arrears Management Policy and Procedure in the next newsletter and amended the standard letters used to include more detail on how the process works.





Organisational Learning and Improvement

The conclusion drawn from complaint 1 and complaint 2  was that the Association needed to make a greater effort to explain the Association's Rent Arrears Management Policy and Procedure so that tenants could fully understand why specific actions were taken once arrears reached specific levels. 

The Association also had to follow the Rent Arrears  Pre-action Protocol  which set out the steps a landlord has to take before taking an arrears case to Court so it was important that there was a better understanding of these requirements.

The Association produced an article for the tenant newsletter – Lyngline that outlined how the Association managed cases of rent arrears in compliance with Rent Arrears Policy and Procedure and Pre-action Protocol. The article confirmed that the steps in the procedure were applied consistently and were not discretionary.


Lyng Community Association - Board Response 

The Board considered the Complaints Handling Report at is July 2025 meeting and noted that the Board Member responsible for Complaints played a key role in reviewing each case and ensuring compliance with the Association’s Policies and Procedures and the Housing Ombudsman Service Complaints Handling Code.
The Board.agreed the response to each complaint was appropriate and approved the Learning and Improvement actions.
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Satisfaction with the Association's approach  to managing complaints  62%   54%  

    

Number of Stage 1 Complaints (per 1,000  units)  1 0   17  

    

Number of Stage 2 complaints (per 1,000  units)  n/a   0  

    

Stage 1 Complaints responded to within the  Complaint Handling Code timescales  100%   83%  

    

Stage 2 Complaints responded to within the  Complaint Handling Code timescales  n/a   62.50%  

    As Stage 2 of the Association’s Complaints Policy involves the Board dealing with  any appeals against decisions made at Stage 1 through an Appeals Panel the details  of each case are not covered in detail in this report. However the Board member  Responsible   for Complaints will review each case with the Complaints Manager as a  separate exercise.            

