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Committee: 
 

 Governance & People 

Date: 
 

 4th October 2023 

Agenda item: 
 

 6 

Report title: 
 

 Annual Complaints Report (Housing) 

Report author: 
 

 Catherine Hook – Director of Housing & Community 

Summary: 
 

 This report provides trustees with the annual complaints report for Housing 
services which forms an essential part of our compliance with the Housing 
Ombudsman Service (HOS) and that of the Housing Regulatory Standards. 
 
Due to annual leave, further narrative on the complaint’s numbers will be 
presented at the meeting. 
 

Recommendation:  For trustees to approve the annual complaints report. 
   
   
Governance and legal issues: 
 

 As a regulated housing provider, we are required to publish complaints data 
within our annual accounts and in the public domain. The Housing Ombudsman 
Complaints Handling Code places requirements on us to self-assess against a set 
of mandatory requirements, including our adherence to requirements we ‘must’ 
comply with as a member. 
 

Financial summary: 
 

 There are no financial considerations resulting from this report. 
 

Property issues: 
 

 There are no property issues relating to this report. 

People: 
 

 Beneficiary satisfaction is of upmost importance to delivering a fair and inclusive 
service. The Housing Ombudsman Complaints Handling Code is clear on its 
expectations on what all tenants should expect from their landlord, including 
social housing services such as ours. 
 

Procurement implications: 
 

 There are no procurement implications arising from this report. 

Risk management: 
 

 Non-compliance with the Housing Ombudsman Complaints Handling Code places 
a high risk to One YMCAs registration with the regulator. Therefore, a review of 
our policy and compliance against the complaints code self-assessment is 
underway which will be reported to the committee at their next meeting. 

   
Contributors:  None 
Background papers available 
on request: 

 Housing Ombudsman Complaints Handling Code 
One YMCA Complaints Policy 
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One YMCA Annual Complaints Summary 
FY 2022-23     
Number of complaints by category     
Category Total    
Any other aspect of housing management 12    
Attitude or conduct of a staff member 9    
Standard of service provided 9    
YMCA has not followed agreed policy 2    
Grand Total 32    
     
Outcome of complaints     
Outcome type Stage 1 Outcome Stage 2 Outcome Stage 3 Outcome Total 
Not upheld 5 4   9 
Partially Upheld 5 2 1 8 
Upheld 11 2   13 
Grand Total       30 

     
     
     
Complaints actioned within policy 
timeframes      
Actioned within timeframe 21    
Not actioned within timeframe 7    
No data 4    
     
Complaints resolved by stage      
Stage 1 22    
Stage 2 8    
Stage 3 1    

 


