Governing Body’s Response

Our 2026 Complaints Handling Code self-assessment and associated
documents set out our complaints handling performance between 1 January to
31 December 2025.

As a board we are assured that our approach to complaints handling provides
a consistency which is tailored to the individual requirements of the complainant
and that our annual self-assessment and associated documents are a true
reflection of our complaint handling service.

Learning from complaints is an integral part of Mitre’s response when things go
wrong. Our Member Responsible for Complaints meets regularly with the
Complaints and Resolutions Team and as a board we receive quarterly updates
on performance which includes assurance that appropriate action and learning
plans are put in place to address service failures. As a group we continue to
challenge and scrutinise all aspects of complaints handling and compliance with
the code to make sure that it's not only accurate but a true reflection of
performance and customer experience. Our Member Responsible for
Complaints is responsible for escalating concerns and working alongside our
Complaints and Resolutions Team to identify areas of opportunity that will
enhance the service and improve performance going forward.

During 2025 we completed a business process review of our Complaints
service. To ensure that we can further enhance the valuable insight and
learning from complaints we plan to increase resources within the Complaints
and Resolutions Team and introduce a new and improved Formal Complaints
recording and monitoring system, in addition we will continue to invest in
colleague training across the whole organisation to ensure ongoing growth and
development of the service.

To support this, we also hope to increase input from our recent complainants
and wider customer base making ourselves more accountable by asking if they
feel we listen, learn and make every effort to meet the individual needs of their
household.

Although challenges remain within the sector, our ongoing investment into the
Complaints Handling service will ensure that Mitre’s performance continues to
improve and most importantly in respect of our customers we continue to
encourage and sustain family and community life by doing the right thing.
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