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Item 12 - Appendix 12i — Annual Complaints Performance & Service Improvement Plan 2025 - 2026

1. Context and Key Findings
1.1 This report looks at the complaints received by Ekaya Housing Association during 2025-2026 in line with the Housing
Ombudsman Complaint Handling Code (2024), the Social Housing (Regulation) Act 2023, the Consumer Standards effective
from April 2024, and related transparency and safety requirements.

1.2 The data in the table below shows that maintenance continues to be the main source of complaints and that response
performance is stronger at Stage 1 than at Stage 2. Stage 1 compliance of 90.50%% provides a solid base to build on, while
Stage 2 compliance of 87.5% highlights a clear opportunity to strengthen processes and improve performance further.

1.3 The upheld rates at both stages show that complaints are providing valuable insight into where services can be
strengthened. This creates a strong opportunity to focus on prevention, improve communication with residents, and maintain
closer tracking of complaint deadlines.

Total complaints received 136
Stage 1 compliance rate 90.50%
Stage 2 compliance rate 87.5%

Maintenance

Highest volume service area (89 :
complaints,
60.5%)

Stage 1 upheld rate 36.8%

Stage 2 upheld rate 30.6%

Complaint Volumes by Stage

1



Stage
Stage 1 Complaints
Stage 2 Complaints

Total Complaints

Response Times

Stage 1 Response Times (within 10 working days)

Metric Number Percentage
In time 98 90.50%
Late 7 9.5%

Stage 2 Response Times (within 20 working days)

Metric Number Percentage
In time 32 87.5%
Late 2 12.5%

Complaints by Service Area

Service Area Number Percentage
Maintenance 83 61.0%
Housing Management 48 35.3%
Supported Housing 5 3.7%

Complaint Outcomes

Number Percentage
102 75%
34 25%

136 100.0%



Stage 1 Outcomes

Outcome Number Percentage
Upheld 75 73.5%
Not upheld 27 26.5%
Stage 2 Outcomes
Outcome Number Percentage
Upheld 33 97.1%
Not upheld 1 2.9%
2. iService Improvement Action Plan
2.1 In 2024/25, the annual complaints review highlighted a humber of useful lessons to take forward into 2025/26. These

included strengthening communication with residents, improving the timeliness and quality of repairs and contractor services,
making access easier through telephone and digital channels, and keeping policies and procedures under regular review. Positive
steps have already been taken across these areas, and while the rise in complaint volumes has meant that the overall impactis

still developing, the work underway provides a strong foundation for further improvement.

2.2  The action plan below builds on the lessons learned from 2024/25 and is further informed by the data from the last financial

year.
Action

Improve maintenance response times for delayed repairs.

‘ Owner

Property Services Manager

Target date for
improvement/implementation
Q2 2026-27.

Enhance communication with residents during repair Customer Services Q2 2026-27
processes.
Review the Stage 2 response process to improve Director of Operations Q1 2026-27
timeliness.
Introduce a performance dashboard that can be reviewed Director of Operations Q1 2026-27

by the management team on a fortnightly basis.




Housing & Partnerships Manager Q2 2026-27.
Train housing officers on complaint handling and early Housing & Partnerships Manager Q2 2026-27.
resolution.
Establish clear escalation pathways for complex repairs. Property Services Manager Q1 2026-27
Review the compensation framework for consistency and SMT Q3 2026-2.
fairness.
3. We are confident that Ekaya has the staff capability, operational knowledge, and leadership capacity needed to deliver these

improvements. With strong governance, consistent oversight, and focused delivery of the action plan, the organisation is well placed to
respond to the issues identified and achieve clear service improvements for residents.



