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Purpose of the Report
[bookmark: _Hlk152148164]
The Housing Ombudsman’s Complaint Handling Code sets out good practice for landlords to manage complaints effectively and fairly. Registered Providers of social housing are legally required to comply with it.
Complaints relating to service users who do not live in Framework accommodation, and complaints that do not fall within the Housing Ombudsman’s jurisdiction, are not included in this report. These complaints are managed through a separate process, which aligns with the good practice principles used for resident complaints and is administered by the Customer Satisfaction team. The Service Delivery Committee receives reporting on these complaints on a quarterly basis.
The report summarises the key requirements of the Code and the improvement activity undertaken during 2025/26. It is supported by the self-assessment which concludes that Framework fully complies with the Code.
The Housing Ombudsman emphasises the importance of a positive complaint-handling culture and continuous learning and improvement. Complaints performance and learning are reported quarterly to the Service Delivery Committee. The report presents performance data and learning from the past year.

Report 
1 Background
The key aspects of the Housing Ombudsman’s Complaint Handling Code are:
· A universal definition of a complaint.
· Easy access to the complaints procedure, with clear information for residents about their right to contact the Housing Ombudsman Service.
· A two-stage complaint procedure with clear timelines for responses.
· A fair, resident-focused approach to complaint handling.
· Actions to put things right and provide appropriate remedies.
· Creating a positive complaint handling culture through continuous learning and improvement.
· Demonstrating learning in annual reports.
· Conducting an annual self-assessment against the Code.
· Annual submission of the self-assessment to the Housing Ombudsman. For landlords with more than 1,000 homes, the submission deadline is 30 September 2026.
· An annual complaints performance and service improvement report for scrutiny and challenge. This must include the annual self-assessment, complaint handling performance data and analysis, any complaint refusals, any Ombudsman findings of non-compliance, service improvements made through learning from complaints, and any relevant Ombudsman reports or publications.
· Publication of the self-assessment, complaints performance and service improvement report, and the Board’s response on Framework’s website.
The Code requires landlords to appoint a Member Responsible for Complaints (MRC) from the governing body. The MRC provides assurance on the effectiveness of the complaints system and challenges the information presented to the Board. Marcus Beale, Chair of the Service Delivery Committee, fulfils this role for Framework.

2 Summary of the Self-Assessment 
The self-assessment demonstrates that our policies, procedures and practices comply with the Code.
Our ongoing work in key areas continues to strengthen compliance with the Code, including:
· Housing complaints are managed through Pyramid, Framework’s housing management system, which is now fully operational.
· The Customer Satisfaction team has expanded and now includes two officer roles to strengthen complaint handling.
· We continue to raise awareness of how to make a complaint by providing information to new residents at sign up, displaying guidance in services and on our website, and promoting the right to complain through staff.
· Mandatory training on the role of the Housing Ombudsman and the Complaint Handling Code has been introduced for all relevant staff.
· As required by the Code, a Management of Unacceptable Behaviour Policy is in place across the organisation.
· We have introduced a Compensation Policy in line with the Housing Ombudsman’s April 2026 guidance on compensation.
· The Housing Governance Operational Group will consolidate resident insight, including learning from complaints, to support service improvement.  A regular newsletter updating residents on learning and improvements will be introduced in 2027.

3 Complaints Performance and Service Improvement
This section provides the Board with an overview of the housing complaints we have received in the past year.  It also includes examples of how learning from complaints has informed practice to improve the services we offer.

3.1 Complaints data and performance
Number of complaints
	Total number of stage 1 complaints closed
	79

	Number of complaints upheld
	19

	Number of complaints partially upheld
	23

	Number of complaints not upheld
	37



	Total number of stage 2 complaints closed
	11

	Number of complaints upheld
	2

	Number of complaints partially upheld
	3

	Number of complaints not upheld
	6



Response timescale adherence
All stage 2 complaints were acknowledged and responded to within the target timescales.  Eight stage 1 complaint acknowledgements and responses were not within timescales, mainly due to delays in receiving the requested information from the relevant team, with the remainder caused by administrative errors. 

Three stage 1 acknowledgment letters were outside of target timescales:
· 3 days late because of a delay on reporting by the service;
· 5 days late due to administrative/system errors;
· 22 days late due to an administrative oversight when using the new system.
Five stage 1 response letters were outside of target timescales:
· 1 day late as information wasn’t received on time from the service; 
· 2 days late because of an administrative/system error;
· Three responses exceeded the extension timescale by 1, 3 and 4 working days respectively, due to delays in receiving the required information from the relevant services.

Refusals and withdrawn
Six complaints were not accepted. Four were service requests and were managed accordingly; one was an antisocial behaviour report and was handled through the appropriate process; and one concerned an issue more than 12 months old and therefore fell outside the complaints timescale. A further eight complaints were withdrawn.
Extensions
Nineteen extensions were agreed. These were required because complaints were complex and needed additional investigation time, key staff were on leave or, there was limited capacity to provide cover during the Customer Satisfaction Manager’s leave. The Customer Satisfaction team was expanded with additional staff joining in January 2026. As noted under ‘Response timescale adherence’, three responses exceeded the extended deadline.
Types of complaint

	Complaint type 
	Stage 1 
total 
	Stage1 
upheld 
	Stage 1 not 
upheld 
	Stage 1 partially 
upheld 
	Stage 2 
total 
	Stage 2 
upheld 
	Stage 2 not 
upheld 
	Stage 2 partially 
upheld 
	Overall 
total 

	Repairs 
	27 
	12 
	5 
	10 
	4 
	2 
	0 
	2 
	31 

	FHA policies and procedures 
	21 
	0 
	15 
	6 
	3 
	0 
	2 
	1 
	24 

	Other 
	15 
	3 
	8 
	4 
	4 
	0 
	4 
	0 
	19 

	Health & Safety Concern 
	6 
	2 
	4 
	0 
	0 
	0 
	0 
	0 
	6 

	Voids 
	3 
	1 
	1 
	1 
	0 
	0 
	0 
	0 
	3 

	Suitability of accommodation 
	3 
	0 
	2 
	1 
	0 
	0 
	0 
	0 
	3 

	Rent 
	2 
	1 
	1 
	0 
	0 
	0 
	0 
	0 
	2 

	Safeguarding 
	1 
	0 
	0 
	1 
	0 
	0 
	0 
	0 
	1 

	State of communal areas 
	1 
	0 
	1 
	0 
	0 
	0 
	0 
	0 
	1 

	Total 
	79 
	19 
	37 
	23 
	11 
	2 
	6 
	3 
	90 



The above figures will differ slightly from those provided to the Service Delivery Committee (SDC) every quarter.  The figures provided to the SDC include all complaints from accommodation services, including those relating to staff behaviour and support services.  All figures will continue to be included in the SDC reports but will be reported separately to ensure a clear distinction between landlord service complaints and non-landlord service-related complaints.
The nature and outcome of complaints are shared with Directors and relevant Service and Operational Managers (or the equivalent in central services) so that issues can be addressed and practice amended where required.

The complaints learning log records agreed actions, responsible leads and timescales. Oversight of the learning log will imminently transfer from the Assistant Director to the Housing Governance Operational Group to improve organisation-wide the dissemination implementation and monitoring of learning.

3.2 The Housing Ombudsman
The Code requires the report to include:
· any findings of non-compliance with this Code by the Ombudsman;
· any annual report about the landlord’s performance from the Ombudsman; and
· any other relevant reports or publications produced by the Ombudsman in relation to the work of the landlord.
At the time of writing this report we do not have any of the above, but do have four open cases on the Housing Ombudsman Service portal: 
· Two cases were at referral assessment stage. At this stage, the Housing Ombudsman assesses a case that has completed the landlord’s complaints process to determine whether it is within its jurisdiction and what action is required. 
· One case was at evidence-gathering stage. Framework has queried whether the case falls outside the Housing Ombudsman’s jurisdiction because it concerns the conduct of support staff. 
· One case was recorded as being within the landlord’s internal complaints procedure. There has been no contact on this case since November 2025, when Framework was advised that it was in a queue for assessment. 

3.3 Compensation
Where complaints were upheld during the year, compensation was awarded in appropriate cases to recognise service failure. Compensation totalling £2,345 was awarded across eight cases.

	Category
	Amount (£)
	% of Annual Total

	Repairs, maintenance & Contractor delays
	£670
	28.57%

	Loss of essential services and facilities (showers, hot water, heating, electricity, toilet)
	£700
	29.85%

	Damp and mould delays
	£400
	17.06%

	Property damage from leaks
	£300
	12.79%

	Complaint handling failures
	£150
	6.40%

	Voids and property handover issues
	£80
	3.41%

	Data Protection failure
	£25
	1.07%

	Contractor error resulting in service interruption
	£20
	0.85%

	Total
	£2,345
	100.00%



Compensation payments for the last year mainly relate to issues with property and repairs.  This is covered further in ‘Themes and Learning’ below.
Compensation payments are likely to increase in the coming year with the introduction of our Compensation Policy that complies with the Housing Ombudsman Service’s April 2026 guidance on remedies.

3.4 Themes and learning
Enhanced reporting arrangements and the establishment of a dedicated Customer Satisfaction team have improved our oversight of complaint trends and service performance. Work is ongoing to ensure learning from complaints is embedded across services, with a continued focus on identifying improvements and delivering high-quality services to residents.
 
Learning from complaints is shared through the Annual Report to Residents.  We are also introducing a regular resident newsletter to highlight service improvements made in response to resident feedback.
During 2025/26, the most common themes identified related to repairs communication, contractor performance, repair quality, record keeping, procedural clarity, and ensuring services meet residents' individual needs.
Significant progress has been made throughout the year. The Property Services team has been restructured to improve accountability, contractor performance meetings have been strengthened, and work is ongoing to improve communication between services, contractors and residents. A procurement exercise for a new responsive repairs contractor has also provided an opportunity to strengthen expectations around communication, record keeping and service quality.
Several procedural improvements have been implemented as a direct result of complaints. These include introducing a formal process for managing noise issues, embedding a procedure for immediate hostel evictions within operational guidance, implementing a revised policy for the storage and disposal of residents' belongings, and revising accommodation referral processes to ensure individual needs are properly considered. Reviews of the Licence Action Plan procedure, new-build defects process and accommodation Standard Operating Procedures are also underway.
Complaints have also highlighted the need for stronger record keeping and more consistent compliance with policies and procedures. In response, work is continuing to improve the use of organisational systems, strengthen oversight and accountability, and embed a culture of learning. The establishment of the Housing Governance Group and Accommodation Manager Forum will support services to understand expectations, share learning and drive continuous improvement.
Overall, complaints have provided valuable insight into areas where services can be strengthened. While a number of improvements have already been delivered, work will continue during 2026/27 to address recurring themes and improve outcomes for residents.

4 Response by the Board to this report
Framework’s Board has received the organisation’s Annual Self-Assessment of Compliance with the Housing Ombudsman’s Complaint Handling Code. The Board notes the accompanying Performance Report, including the areas identified for improvement.
The Board remains committed to a positive complaints culture in which complaints are welcomed as opportunities to learn and improve services. The Leadership Team has established arrangements to embed this approach across the organisation. Additional capacity within the Customer Satisfaction team and mandatory training for relevant staff demonstrate Framework’s commitment to effective complaint handling.
Complaints continue to be reviewed quarterly by the Service Delivery Committee. The Housing Governance Operational Group monitors delivery of service improvements arising from complaint learning and provides assurance through the established governance reporting arrangements.

