Complaints 2025/26
Key Facts and Figures
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Stage 1 Acknowledged on time				76%
Stage 2 Acknowledged on time				96%
Total increase in complaints        135%
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           compared to    
                last year
  

      Compensation   
               awarded

£7,800
   
          
 no. of tenants awarded compensation
  31
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Complaint by service area

17%


Repairs		52% (49)
Housing		17% (16)
Compliance		17% (16)
Income		6.3% (6)
Finance/Resources	4.2% (4)
Enterprise		2.1% (2)
Regeneration		1.1% (1)


Tenant Satisfaction Measures – for low cost rental accommodation only.

CH01 - Complaints relative to the size of the organisation (number of 
   complaints per 1,000 properties):

Stage 1 		65.7 		compared to 28.7 last year

Stage 2		17.4 		compared to 7.6 last year


CH02 – Complaints responded to within Complaints Handling Code 
    timescales:

Stage 1 		74.7% compared to 78.9% last year

Stage 2		91.3%  compared to 80% last year



TP09 – Satisfaction with the landlord’s approach to handling of 
   complaints:
	
2025/26		45.3%		compared to 51.8% last year
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