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Complaints Performance and Service Improvements Report, April 2025-March 2026
Introduction

The Housing Ombudsman requires that all registered landlords produce an annual complaints performance and service improvement report for scrutiny and challenge. This report deals with complaints received between April 2024 and March 2025, our handling of those complaints and their outcomes.

The Ombudsman requires that these reports include the following information:

· A copy of the annual self-assessment against the Ombudsman’s Code.
· An analysis of our complaint handling performance.
· Any findings of non-compliance with the Code by the Ombudsman.
· Details of service improvements made as a result of learning from complaints.
· Any reports or other publications about our performance from the Ombudsman.

Self-assessment against the Ombudsman Code

A copy of our most recent self-assessment can be found on our website.

Complaint Handling Performance

The following complaints were received during 2025-26:

	Complaint
	Outcome

	A complaint from a resident who felt that confidential information about him had been shared with other residents by a member of staff. 
	Investigation confirmed that whilst the information shared by the member of staff was known by many residents and so was not strictly confidential, professional boundaries were breached. As such the complaint was upheld. The complainant was satisfied with the apology from Bristol Charities and the commitment to learn and improve future practise.

	A complaint from one resident who felt that works that they had been advised would be carried out on their home had been delayed for too long.
	Investigation found that we had advised that the work would be carried out and that the resident’s wait for these works had been unreasonably long. The complaint was upheld and the works were subsequently carried out at the earliest opportunity.



For the first complaint, the Stage 1 response was issued outside of the timescales required by the Ombudsman. This was due to the limited availability of the Manager handling the complaint. The resident was advised that there would be a delay within before the deadline and was comfortable with this. The second complaint was resolved within timescales.

Commentary 

We do have a strong degree of confidence that should our residents have issues that they wished to raise, they would be happy to do so. We prioritise a close relationship with our residents, keeping a high colleague to resident ratio and having staff on site for the vast majority of our residents. Overall resident satisfaction in 2025-26 improved from 91% to 94%, something we are very proud of. Satisfaction with complaints however, was lower than we would like at 55% and we recognise that there is room for improvement here in terms of ensuring that residents know both how to make a complaint and their rights in doing so. 

In the year to come, we will be focusing on improvement in these areas, along with recognising and recording issues that are resolved as soon as they are raised.

In response to the content of this report and our most recent self-assessment against the Ombudsman’s Code, Andy Street, our Chair of Trustees, said:

“I am pleased to see that the two complaints raised during the year were both resolved and led to learning for our colleagues and tangible improvements to the home of one of our residents. As I hand over the Member Responsible for Complaints role to another Trustee, I feel that I do so knowing that we are on a trajectory of continuous improvement. In the year to come, our priority will be improving our engagement even further with residents and ensuring that they are always aware of their right to make a complaint, and what to expect from the process.”

Dave Peregrine
Director of Housing and Communities
October 2026
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