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SUMMARY

Complaints and service requests made directly to our service, increased during the year. Where such
contacts are received, a process is in place to ensure that customers receive an appropriate
response, in line with standard complaint and service procedures.

As part of our Complaints Policy, requests for complaints relating to the following issues were not
usually progressed:

 Where the cause of the complaint occurred more than 6 months ago

e When court proceedings had already been confirmed

e Where a complaint had already been fully handled under our Complaints Policy

o Complaints relating to insurance claims

e Reports of anti-social behaviour (these are handled under our ASB Policy)

o« Complaints about rent increases, service charges or their reasonableness (these are handled
under our rent and service charge dispute process)

o Complaints relating to planned Section 20 works (these are handled under our Section 20
Process)

Strengthening our relationship with the
Housing Ombudsman Service (HoS) continues
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2024-25 was made throughout the year.
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Our Operations Director remains the primary
®

15 com pla I nts point of contact at the HoS. Regular
2025-26 impacting compliance and to discuss
learnings from recent cases.

comunication takes place to review any issues
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Stage 2 Complaints Ombudsman Determinations




Complaints
Overview

Summary

On analysis, the data and feedback tells us that we need to
be more transparent in our decision making and in
particular, in the way we manage our communal services.
There remains a need for continued focus on improving
communication and ensuring policy consistencuy.

The 12 “Stage 1 Complaints” received during the year:

e (5) Repairs - Centred around delays and / or quality
concerns

e (4) Income - Three were complaints in relation to the
service charge increase or new charges, added into
service charges. Another was to contest a recharge

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

e (1) ASB - Complaint received about how we handled their
anti-social behaviour case

e (1) Allocations - A mutual exchange appeal decision was
reviewed

We also had three “Stage 2 complaints®, broken down as a
service charge query, outstanding repairs and a tenancy
management queruy.

Of all 15 complaints received during 2025-26, 12 were upheld.
Ombudsman Determinations
Separately, we had two Ombudsman determinations:

e One case resulted in acknowledging maladminstration,
in three of the six findings

e Another case was rejected, not upheld and found in our
favour
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Year in
Review

This report outlines the annual complaint performance for 2025-26 (01.04.2025 to
31.03.2026) and the key learnings and service improvements made, following the

resolution of complaints.

New CRM
Complaints Process

Further work continues, following the launch of a single housing
management system at the start of April 2024. The single housing
management system means that all customer housing records are held
in a central location, making it easier to access, update and review
information

Compensation
Policy

An updated Compensation Policy was completed during the year using
the learnings from activities already completed and in line with HoS
Remedies Guidance and reporting

Vulnerable
Customers Review

A review of the Unreasonable Behaviour Policy was completed and
shared with our Resident Scrutiny Panel (RSP). The aim of the review was
to completely update the Policy and to introduce a more supportive,
informed and person-centred approach. This helps focus on how we can
work together with our residents, finding better ways to communicate
and rebuild trust, through reasonable service adjustments and support

Annual Self
Assessment

The Housing Ombudsman Service Complaint Handling Code requires all
scheme members to self-assess their complaint policy and processes
against the requirements of the Code. The self-assessment must be
reviewed and approved by our Board, at least annually. Once approved,
the self-assessment is published on our website along with this annual
complaint performance and service improvement report
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Hwe
recognise
at times
we may
not
always
get it
right”

Housing Ombudsman Service:
Complaints handling Code

The Housing Ombudsman Service Complaint Handling
Code requires all scheme members to self-assess their
complaint policy and processes against the
requirements of the Code.

The self-assessment must be reviewed and approved
by our Board at least annually. Once approved, the
self-assessment is published on our website along with
this annual complaint performance and service
improvement report.

This year’s self-assessment can be viewed on our

website, and outlines our full compliance with the

revised Code.

To ensure continued compliance, the Complaints Policy

i was updated in April 2026.

The Complaint Policy can also be found on our website

Tenant Satisfaction Measure (TSM)

We will continue to provide submissions of information
to the Regulator of Social Housing under the Tenant
Satisfaction Measures (TSMs) standard.

We welcome this improved approach to reporting and
the benefits this will bring in helping us and our
residents, to understand our performance in line with
others in the sector.

The percentage of complaints responded to within the
Housing Ombudsman Complaint Handling Code
timescales for this group are reported.

It is important to note that the TSMs do not include all
complaints handled by RHS during the past year, as
not all customers are covered by the standard.

As part of our TSM survey in February 2026, we
received 50% satisfaction with our complaint handling.



Visit our website here

Contact us

RADCLIFFE

HOUSING 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 directly reported to the
Regulator for Social Housing, Housing Ombudsman,
our residents, our Resident Scrutiny Panel, our staff
and our Board.

Email: complaints@radcliffehs.org

Phone: 01732 459 144


https://www.radcliffehs.org.uk/
mailto:complaints@radcliffehs.org
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