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‘Creating sustainable communities,
where people want to live’



Complaints
Overview

Summary

This report provides a concise overview of complaints
received during the inclusive period of 01.04.2024 and
31.03.2025, the lessons learned and the service
improvements implemented.

On analysis, the data suggests a need for continued focus
on improving communication and ensuring policy
consistencu.

During 2024-25, we received six stage 1 complaints. Of the six
stage 1 complaints, they are broken down into:

(3) Repairs - Centred around delays and quality concerns

(D Transfer Appeal - A challenge was made on our decision to
to not allow the resident, to join our transfer list

(1) Pet Permissions Appeal - Clarity on our approach was
needed on our residents having pets at home

(1) Communal Cleaning - A justified complaint around the lack
of quality and care with the management of the local grounds

Overall, of the six complaints received, four were upheld, one
was partially upheld and the remainder not upheld.

External Complaints

We responded to two MP enquiries throughout the year,
which were in relation to separate anti-social behaviour
matters.

Separately, we had four Ombudsman enquiries through the
course of the year. Of these Ombudsman cases, only one
has been resolved, which was in relation to our communal
services.




Housing Ombudsman Service:
Complaints Handling Code

We are signed up to the Complaints Handling Code:
There were no complaints we refused to accept.

Our Complaints Policy was reviewed by the Housing
Ombudsman to ensure compliance with the Complaint
Handling Code.

There were also no findings of non-compliance with
this Code by the Housing Ombudsman Service (HOS).

We did not receive any other relevant reports or
publications produced by the Ombudsman in relation
to our services.

Service Improvement Highlights

In our learning from these complaints, we will:

Implement a new in-house system to track complaints
with timescales, alongside specific actions and to
ensure the owners of those actions, are held
accountable.

A BUAPF!TIFEE Be transparent in our findings so our residents can be
| better informed about our decision making processes.

Review our grounds maintenance and communal
cleaning services, to ensure value for money and the
quality of services are improved.

nwe Review the inconsistencies in Policy application, across
recog N ise different departments when tackling complaints.
at times Ensure training gaps in staff handling of complex
we ma g customer enquiries are tackled, with all staff

completing training on complaint handling and conflict
not management.
always . ) -
. Continue to publicise that our Operations Director has

g et it direct oversight for all complaints and resolutions,
“g ht" which includes reporting to our Board on all aspects of

complaints and learning outcomes.




Visit our website here

Contact us

RADCLIFFE

HOWUSING SOCIETT

By Email:
enquiries@radcliffehs.org
housing@radcliffehs.org
repairs@radcliffehs.org
rents@radcliffehs.org
complaints@radcliffehs.org
asb@radcliffehs.org

Complaints Postal Address

Radcliffe Housing Society Limited

Radcliffe House
Homefield Road
Riverhead

Kent
All complaints are overseen by Jermaine Sterling, TN13 2DU

Operations Director and reported to Regulator for
Social Housing, Housing Ombudsman, our
residents, our staff and our Board

Email: complaints@radcliffehs.org

Phone: 01732 459 144
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