Annual Complaints Performance & Service Improvement Plan

Mitre Housing Association

1

Introduction ‘

1.1

1.2

1.3

Mitre Housing Association (MHA) has contracted Eden Housing
Association (EHA) to provide a Compliments, Complaints and Feedback
service on their behalf.

Although Mitre Housing Association has adopted EHA’s policy and
associated documents it is important to note that all
letters/correspondence used in this process display Mitre’s own identity
(logo/headed paper). In all correspondence to the service user reference
is made to the managing agent role. Mitre’s board are provided with
Annual and Quarterly performance reports for scrutiny and monitoring.
All relevant information is publicised via Mitre’s newsletter Mitre
Messenger and the website.

This report sets out a review of annual complaints performance and
service improvement. The format of the report is aligned to the headings
of the Housing Ombudsman Service (HOS) Complaint Handling Code
(the Code) Section 8.1 parts (a to f) for ease: https://www.housing-
ombudsman.org.uk/landlords-info/complaint-handling-code/the-code-
2024/

The annual self-assessment against this Code is to ensure their
complaint handling policy remains in line with its requirements
(8.1a)

21

We have completed the Housing Ombudsman service (HOS) self -
assessment against the Complaint Handling Code. In parallel we have
completed a review of our Compliments, Complaints and Feedback
Policy and Procedure documents to ensure compliance with the
requirements of the Code.

E

Quantitative analysis of our complaint handling performance (8.1b) ‘

3.1

Summary of complaints 2025

Table 1: Formal Complaints logged at either Stage 1 or Stage 2 between

January and December 2025

Formal complaints received 2025

Formal Complaints carried over from 2024

Jan to Dec 2025 - Complaints Logged

Complaints Closed Down

Complaints not closed down and carried over in to 2025

Formal Complaints referred to the Housing Ombudsman
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Formal Complaints Refused 0

Table 2: Complaints logged at either Stage 1 or Stage 2 between January
and December 2025
Stage 1 Stage 2

Q1 January to March 0 0

Q2 April to June 0 0

Q3 July to September 0 0

Q4 October to 1 0
December

Total 1 0

We aim to deal with all Formal Complaints within the following timescales:

e Stage 1 Formal Complaints = 10 working days from the date of

acknowledgement
e Stage 2 Formal Complaints = 20 working days from the date of
acknowledgement
Table 3: Complaints closed down and responded to within our published
timescales between January and December 2025
Stage 1 Stage 2
Q1 January to March 1 0
Q2 April to June 0 0
Q3 July to September 0 0
Q4 October to 1 0
December
Total 2 0

There were no Formal Complaints closed outside our published timescales
between January and December 2025.

The one Stage 1 Formal Complaint raised in Q4 related to Grounds
Maintenance. Although Mitre had just the one new complaint throughout the
year our residents have also benefited from the learning outcomes, actions and
improvements made from the formal complaints dealt with by our managing
agents Eden Housing Association

\ 4 Qualitative analysis of complaint handling performance (8.1b)

4.1 Providing excellent customer service is one of our main objectives and
we see the effective handling of complaints as a key element of our
Customer Strategy and a means of monitoring, maintaining and
improving the level and quality of the services we deliver.

4.2 We recognise the need to comply with the HOS Complaints Handling
Code and the benefits that listening, reflecting, learning and self-
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4.3

4.4

4.5

4.6

4.7

assessment brings to maintaining positive relationships with our tenants
and leaseholders. We also recognise the need to comply with other key
areas of regulation.

The Regulator of Social Housing’s Consumer Standard ‘Tenant
Involvement and Empowerment’ states’...a registered provider shall
have an approach to complaints that is clear, simple and ensures that
complaints are resolved promptly, politely and fairly’.

We believe that our positive complaints handling approach ensures that
we will;

Display positive behaviours, in-line with our organisational Values, by
forging lasting relationships with all those who use our services- based
on trust, openness and transparency

Develop and train existing teams and support new colleagues in building
a positive complaints culture from induction onwards

Be compliant with all relevant legislation including the Housing
Ombudsman Service Complaint Handling Code and the Regulator's
Consumer Standards

Promote a working environment where colleagues are confident to ‘own’
where mistakes have been made in addition we are agile enough to
adapt to changes to the landscape in which we operate

In order for this strategy to be successful it is a priority for us to work
collaboratively between internal teams so that we are consistent in our
approach, and that customers feel valued and listened to.

In this last 12 months we have identified 51 actions and areas of learning
from investigating EHA and Mitre complaints, which was a priority area
for us in last year's Improvement Plan and from which Mitre residents
will benefit. This includes where we have amended a policy or process
or we have improved our communication or contractor performance. We
believe that together this approach allows us to provide excellence by
embedding a positive complaint handling and improvement culture.

The Complaints & Resolution Officer role has grown in response to
increasing focus and regulatory scrutiny from the Regulator and the
Housing Ombudsman Service. In order to continue our learning and
improving and to keep abreast of existing and future changes, the
decision has been made to increase the role from 22 hours (3 full working
day equivalent) to 30 hours (4 full working day equivalent) from March
2026. The Complaints & Resolution Officer role will allow us to:

e prioritise complaint handling to ensure consistency and
compliance, triaging new complaints to prioritise according to
need or vulnerability.

e record and monitor the implementation of learning outcomes to
improve service delivery and tenant satisfaction.
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4.8

4.9

4.10

In the last 12 months since January 2025 we have completed the
following pieces of work;

Continued with all staff (CHAT) sessions raising awareness of the role
of the Housing Ombudsman Service and the positive changes and
improvements we have made learning from formal complaints. This
includes a yearly and half yearly review as well as inductions for new
members of staff

Built on our staff training and feedback from complaints, by raising
awareness of the importance of building trust and positive relationships
with our tenants, with Communication being the focus of our colleague
away day in October. The away day received positive feedback from
colleagues and attending board members and was led by external
trainers and the senior leadership team

Following a review of our leaseholder management services and
outcomes from formal complaints about being given clear advice, all
staff received leaseholder and service charge training on existing and
proposed new legislation in November and December 2025.

Worked closely with Complaints Panel Members to share our progress
and act upon scrutiny and feedback. This included continuing our
service area ‘deep dives’ into the finance function and the way we
manage anti-social behaviour and included case studies on complaints
in those areas. Deep dives will continue into 2026 with the next service
area for scrutiny to be decided at the next Complaints Panel Meeting in
January 2026.

Undertaken a service area review of ‘Complaints’ with our business
intelligence (Bl) team, tracking the formal complaints customer journey
and forming a service review action plan with 41 actions to improve what
we do. These actions ranged from simple admin changes to
benchmarking data with other providers and adding additional complaint
closure calls to residents to improve communication and tenant
satisfaction

Ensure that our second Self-Assessment against the HO Complaints
Handling Code is completed and submitted in a timely manner

We have completed a complaints action plan to capture and manage
pieces of work and projects where we have identified from the service
area review. We have also embedded regular core group meetings with
our main contractors to review and minute agreed actions on all formal
complaints received in that period

Intelligence captured from complaints include the following common
themes and what we have done to learn and improve;
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4.1

412

Responding to tenant need and vulnerability: Triaging new formal
complaints by reviewing customer information (including UDC'’s, repairs
and rent account) to prioritise customer contact and complaint
investigation

Value for money: Identified a value for money approach to component
repairs working with a new contractor, Magnum Opus, to carry out
professional repairs to worktops and finishings- saving money and
reducing the impact on residents. Feedback from colleagues and
residents has been very positive

Communication: Improving our communication with residents by
amending finance, rent and service charge letters and emails as well as
the way we explain the impact of the financial '53 week year’

Contractor performance and communication: Improving contractor
performance and liaison with residents when arranging repairs and
inspections

Improving communal areas: Working with tenants to look at ways to
improve and maintain shared outdoor areas where a minority of
residents have left items and allowed them to deteriorate and impact
others

Resident engagement: Improving contractor processes and resident
communication in relation to the completion of stock condition surveys

Training and embedding a positive complaints culture: Training for
key members of staff and review of language used in complaint
responses

Recognising tenant need: Working with a new contractor, building on
regular core group meetings, to inform contractor understanding of our
residents needs when implementing a kitchen replacement programme

Grounds maintenance: Improving performance in relation to hedge
cutting from resident engagement and officer visits

Following on from the staff training and companywide communication
sessions (known as CHAT sessions) we have established regular
training with new colleagues as part of their induction programme, as
well as department specific interventions.

In mid- 2025 we started preparation work on the implementation of
‘Customer Central’, a new unified platform to manage tenant interactions
across service delivery to allow better communication and tenant
engagement to improve performance and tenant experience. In
November 2025 we began testing Customer Central, beginning with the
anti-social behaviour and formal complaints modules looking to ‘go live’
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4.13

4.14

in mid-2026. Our aim is to maintain the momentum by assessing and
monitoring progress and identifying further training needs throughout the
year.

We will continue to look inwardly at what we do and build on the learnings
from the service area review into complaints as well as identifying
actions from complaint feedback and TSM results.

Examples of feedback when resolving formal complaints;

Heating Repairs - “You have thoroughly addressed our concerns. You
have put my mind at rest regarding any potential problems with the
boiler” (July 2024)

Grounds Maintenance Many thanks, just back from dog walking, so
complaint closed, wishing you and Helen a festive season (Mitre
resident December 2025)

Repairs and maintenance - Mrs ******** said in a call she is very
pleased with the outcome and feels listened to and valued which was
her frustration (January 2025)

Repairs and Maintenance — Mr & Mrs ******** would like to accept the
response and compensation and are reassured we had addressed the
complaint reported (July 2025)

In order to learn further from listening to our customers we have
produced a Formal Complaints Satisfaction Survey. This is a confidential
survey which has been sent to complainants following closure of their
complaint. The survey asks probing questions about our processes to
see where we can improve and is conducted on survey monkey or sent
out in the post. We will be reporting on the feedback from survey returns
in our quarterly reporting in 2026.

Learning outcomes, and the implementation of resultant actions identified from
formal complaints, are captured and monitored within a ‘manager actions’ folder
which will be reported upon to the Complaints Panel.

5 Any findings of non-compliance with this Code by the
Ombudsman (8.1c)

5.1 There are no findings of non-compliance with this Code by the
Ombudsman.

6 The service improvements made as the result of learning from
complaints (8.1d)

6.1 Note that examples of improvements made as the result of learning from

complaints are also included within the ‘Qualitative analysis’ in section 4
(8.1b) above.
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Any Annual report about the landlord’s performance from the
Ombudsman (8.1e)

7.1

The Housing Ombudsman is committed to openness and transparency
providing residents with information, insight and learning for landlords to
improve their services. Mitre Housing Association has not had a landlord
performance report published in 2025*.

*The Housing Ombudsman publish individual landlord performance
reports for landlords with 5 or more findings

Any other relevant reports or publications produced by the
Ombudsman in relation to the work of the landlord (8.1f)

8.1

8.2

There have been no cases referred to the Housing Ombudsman neither
have we received any relevant reports or publications produced by the
Ombudsman in relation to our work.

As we are continuously looking to improve our services we ensure that
our Complaints & Resolutions Officer and relevant staff attend training
to maintain their CPD and are kept fully up to date with Housing
Ombudsman published documentation, such as the Spotlight Reports
which concentrate on an area of service provision where they are
currently seeing a high amount of failure through their casework. These
reports examine the issues within the theme and set out
recommendations for improvements which we can always learn from.

Report Prepared by Mark Barrow Complaints and Resolutions Officer
Eden Housing Association,
Agents for Mitre Housing Association

Blain House, Bridge Lane, Penrith, CA11 8QU
01768 861400
Enquiry@edenha.org.uk
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