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Solihull Care Housing Association Annual Complaints Performance and Service  Improvement Report – Period 01 April 2024 to 31 March 2025.  
A complaint must be defined as:
‘an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the landlord, its own staff, or those acting on its behalf, affecting a resident or group of residents.’ 
A resident does not have to use the word ‘complaint’ for it to be treated as such. Whenever a resident expresses dissatisfaction landlords must give them the choice to make complaint. A complaint that is submitted via a third party or representative must be handled in line with the landlord’s complaints policy.
In its Complaints Policy the Association recognises the difference between a complaint and a service request, however, further collaborative work is underway with the Resident Scrutiny Panel and SCHA staff to develop a robust Service Request Process and Service Request Log. This will include clearly defined timeframes for completing service requests and measures to ensure consistent, transparent communication with residents. This improvement arose as a result of one of the complaints received. 
The Association is a very small housing association with less than 200 units of accommodation. 
The Association confirms its compliance with the Code and that it did not refuse to accept any complaints. 
The Association received 2 complaints over the period. Both complaints were resolved at stage 1 and closed within agreed timeframes. The complaints log is stored securely, detailing each complaint and supporting evidence. 
Complaint received 02/07/2024: complaint received by a third party on behalf of a resident over a staff member helping the resident with moving some towels to a cupboard which the resident subsequently could not find. The complaint was partially upheld and resolved with the complainant confirming they were satisfied with the explanation and not wishing to proceed further. 
Complaint received 10/01/2025: complaint received from a third party agency worker about the behaviour of a member of SCHA staff. This complaint was not upheld and resolved at stage 1, with the agency worker confirming satisfaction with the explanation and not wishing to pursue to second stage. 
There were no areas of non-compliance identified or reported by the Ombudsman.  
Continuous Service Improvement Plan 2025-26 
1. Finalise Service Request Log and define timeframes.
Actions:
· Create a basic Service Request Log.
· Define clear timeframes (e.g., 5–10 working days) for resolving service requests.
· Use informal resident feedback (e.g., coffee mornings or phone calls) to ensure the process is resident-informed.

2. Resident Engagement and Accessibility
Actions:
· Display complaints information on scheme noticeboards and review tenancy starter packs.
· Offer easy-read versions of the Complaints Policy (printed or verbal explanation).
· Use resident meetings or informal chats to raise awareness of the complaints process.

3. Staff Development and Training
Actions:
· Schedule annual refresher sessions on complaint handling and Equality, Diversity & Inclusion (EDI).
· Use free resources from the Housing Ombudsman and sector bodies.
· Discuss complaint scenarios during team meetings to build confidence and consistency.

4. Governance and Oversight
Actions:
· Continue quarterly meetings between the Complaints Lead and MRC.
· Share a simple dashboard (e.g., spreadsheet or summary report) showing complaint volumes, themes, and outcomes.
· Use these meetings to identify emerging risks or trends.

5. Learning from Sector Best Practice
Actions:
· Participate in multi-organisational Resident Scrutiny Panel activities when feasible.
· Review Housing Ombudsman publications and updates to inform policy changes.
· Share any learning with staff and residents via noticeboards or newsletters.

6. Continuous Improvement and Resident Feedback
Actions:
· Share “You Said, We Did” updates with residents in simple formats.
· Use complaints to inform policy reviews and service changes. 
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