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Introduction

Glebe Housing Association (GHA) recognises that a positive complaints handling
culture is fundamental to the effective resolution of concerns and disputes. We are
committed to managing complaints with openness, accountability, and transparency,
ensuring that every complaint is treated as an opportunity to learn and improve. To
support continuous improvement, GHA regularly shares key themes, outcomes, and
lessons learned with the Board, Residents' Panel, and staff team, helping to
strengthen both our complaints process and our organisational culture.

As a small housing association, Glebe Housing Association (GHA) has appointed the
Office and Maintenance Administrator as the Complaints Officer. The Complaints
Officer is responsible for recording all complaints, monitoring their progress, and
ensuring that responses are provided within the timescales set out in the Housing

Ombudsman's Complaint Handling Code.

The Chief Executive provides assurance to the Board that complaints are managed
effectively, monitored appropriately, and handled in accordance with the Complaints
Handling Code. Quarterly reports are presented to the Board summarising the
complaints received, performance against timescales, and any learning outcomes or
service improvements arising from the complaints received. Our complaints are also
reported quarterly to the Resident Scrutiny Panel for review and importantly

discussion on lessons learned and areas for service improvement to be adopted.



This report is presented to the Board and published on GHA's website,
demonstrating the Association's commitment to transparency, accountability, and

continuous improvement.

Annual Self-Assessment of Compliance with the Housing Ombudsman
Complaints Handling Code

The annual self-assessment concluded that Glebe Housing Association remains
compliant with the Housing Ombudsman Complaint Handling Code. All complaint
responses were issued within the Code's prescribed timescales during the reporting
period. The self-assessment is published, alongside this report on our website.

Complaints 2025 - 26

During the reporting period, Glebe Housing Association (GHA) received a total of 3
complaints. This is a decrease from the previous year when 6 formal complaints
were received. No complaints were refused. All complaints received were accepted
and managed in accordance with the Housing Ombudsman's Complaint Handling
Code.

Complaint volumes by quarter were as follows:
e Quarter 1 (April-dJune 2025): 2 complaints received.
e Quarter 2 (July—September 2025): zero complaints received.
e Quarter 3 (October—December 2025): zero complaints received.
(

e Quarter 4 (January—March 2026): 1 complaint received.

Complaint levels remained low throughout the year, with all complaints progressing
through the Association's complaints procedure.

Response timescales

During 2025/26, Glebe Housing Association received 3 formal complaints, all of
which were investigated and responded to. One complaint was resolved at Stage 1
and two complaints progressed and resolved at Stage 2. In addition, eleven service
improvement requests were received. Although these did not progress to complaints
themselves, they provided valuable feedback that has informed service delivery,

communication practices and maintenance arrangements.



Trends

As a small housing association operating from a single scheme for older adults, two
of the complaints received during the reporting period related to staff communication,
while one concerned a resident-related matter. To protect the confidentiality and

identity of those involved, further details are not disclosed.

Working from a single site enables staff to identify and address issues promptly,
ensuring that residents' concerns are heard and responded to quickly. This close
working environment also allows residents to see that action is taken in response to

the issues they raise, helping to build trust and confidence in the complaints process.

Complaint Handling

GHA responded to all complaints received. We have processes in place to track and
monitor complaints and have adopted suggestions by our Internal Audit to ensure
they can be relied upon to provide accurate and complete information relating to the

progress of each complaint received by the Association.

Following the Ombudsman feedback on last year’s submission, our Complaints
Policy was updated to show the new postal address for the Ombudsman and a
couple of minor typos in the submission were rectified. The Ombudsman found it
positive that ‘complaints and learning’ is a standard agenda for all resident panel
meetings, which demonstrates increased transparency and that residents are core to
its service delivery. To ensure consistency and better-quality responses, Glebe
introduced Stage 1 and 2 complaint response templates aligned with the Code into

its complaint handling process and this was welcomed by the Ombudsman.

Following this year’s review a few changes have been made to the Complaints
Policy wording. These include:
¢ amending the definition of a service request.
o referencing the STAIRs (Social Tenant Access to Information Requirements)
procedure.
e clarifying Stage 1 and stage 2 sections

e adding additional sections on:



o stage outcomes

o changing vexatious complaints to unacceptable behaviour and
unreasonable levels of contact

o adding two additional paragraphs to the policy, Member Responsible
for Complaints and Annual Self-Assessment Publication paragraph

¢ Defining the definition of closing complaints.

Learning and Service Improvement

GHA continues to ensure staff are aware of the Complaints Code, and its policy and
procedures and the dedicated officers have had specific training in this area. We
have complaints as a regular agenda item in our staff and Senior Management Team
meetings so that complaints can be reviewed and as a team collectively look at what
is needed to be done to improve resident satisfaction within our complaint handling
process and services. Learning is welcomed and informs future training and service

improvements.

The service improvement requests received during 2025/26, although not complaints
themselves provided valuable insight into residents' experiences and expectations.
Although issues were resolved quickly at an operational level, the feedback received
has been used to improve communication, clarify responsibilities, strengthen
maintenance monitoring, and enhance service delivery. Glebe Housing Association
remains committed to using resident feedback, complaints, and service requests as

opportunities for learning and continuous improvement.

The Member Responsible for Complaints received regular updates during the year
regarding complaint volumes, complaint outcomes, compliance with response
timescales, learning identified through complaints, and progress against service
improvement actions alongside Glebe’s Board. The Member Responsible for
Complaints is satisfied that complaints have been managed in accordance with the

Complaint Handling Code.

GHA remains compliant with the Housing Ombudsman Complaint Handling Code,
and its Complaints Policy has been reviewed and updated to ensure ongoing



alignment with the Code's requirements and the Ombudsman's expectations.

Compliance is monitored through annual self-assessment and governance oversight.

During the reporting period, GHA did not receive any Complaint Handling Failure
Notices, maladministration findings, orders, recommendations, or other formal
communications from the Housing Ombudsman Service relating to complaints
concerning GHA. As a result, no specific actions were required in response to
Ombudsman investigations; however, GHA remains committed to regularly reviewing
its complaints performance and using resident feedback to drive continuous service

improvement.



Board Response

In September 2026, the GHA Board reviewed and scrutinised Glebe's Self-
Assessment of Compliance with the Housing Ombudsman's Complaint Handling
Code and the Annual Complaints Performance and Service Improvement Report.
The Board is satisfied that these documents provide an accurate and transparent
assessment of Glebe's complaint handling performance and compliance position.

Having considered the self-assessment, the Board is assured that Glebe remains
compliant with the requirements of the Housing Ombudsman's Complaint Handling
Code. The Board has also reviewed the Complaints Policy and is satisfied that
appropriate policies, procedures and controls are in place to ensure complaints are

handled fairly and consistently.

The Board recognises the importance of learning from complaints and notes that
eleven service improvements were implemented, in addition to the complaints made

during the year and accepts all resident feedback provides organisational learning.

The Board is satisfied, that effective governance arrangements are in place to
oversee complaint handling, monitor performance, ensure compliance with the Code,
and drive continuous service improvement. The Board remains committed to
promoting a positive complaint handling culture that values resident feedback and
uses complaints as an opportunity to improve services.
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Michael Rourke, Board Chair



