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Complaints Handling Performance 2025/2026

WFHA Complaints Performance and Action Statement 2025-2026  
What follows is a statement about the performance of WFHA on complaints over the past year. The organisation is required to complete and publish this annually in addition to the self-assessment against the Ombudsman’s Complaints Handling Code.  
 
It is also a requirement that Members formally respond to the statement and that this response is published.  
 
This statement has been approved by the MRC and the Board.  

Statement 
Background 
WFHA continues to comply with the Housing Ombudsman’s Complaints Handling Code, completing an annual self-assessment and publishing this statement for transparency and learning.
Complaints Review 
In the financial year 2025/26, WFHA received 24 complaints and 1 councillor enquiry. No MP enquiries were received and no service requests were recorded as complaints.
Stage outcomes and learning from complaints were as follows:
· Stage 1: The majority of complaints were resolved at Stage 1, with in-time responses from Heads of Service.
· Stage 2: Two complaints were escalated to Stage 2. Responses provided by the Director of Housing were within the timescale and were satisfactory to the tenants making those complaints.
· Compensation/Goodwill: Compensation and goodwill gestures were offered in three cases of service failure, including gas contractor failures and damage to personal items.
Trends
Complaints themes in 2025/26 highlighted the following areas for service improvement.
· Contractor issues: Continued concerns with contractor performance, particularly missed appointments and communication failures.
· ASB: some complaints related to anti-social behaviour, noise, and neighbour disputes although these were unrelated to each other.
· Service delivery: Delays in communication and disputes over service charges.
Gender
Complaints were received from both male and female tenants.
Ethnicity
Complaints were received from tenants of varied backgrounds, including White British, Black British Caribbean, Asian, Mixed, Moroccan, and White South African., with no noticeable trend.
Tenancy type: All complaints were from assured tenants.
Compliments
Two compliments were received, recognising staff support and successful repairs (bathroom and windows).
Actions
The gas contractor changed ownership which did increase the incidence of contractor failure. There was a new reactive maintenance contractor mobilising and some initial problems have since been resolved. 
WFHA invites tenants to question their service charges each year to ensure they are correct and in some cases there was misunderstanding and issues that needed to be explained to some tenants.
WFHA will continue to scrutinise complaints performance, learn lessons, and improve standards. Focus areas include contractor management, communication, and staff training on complaints and service requests.

Member Responsible for Complaints (MRC) 
In addition to the Executive lead on complaints, the Director of Housing, the Ombudsman requires a member of the governing body to take the lead in ensuring the Committees and Board are informed about complaints performance and learning. This role is currently held by Tyron Julien.
The MRC and Board will continue to receive regular updates on complaints volume, categories, outcomes, and trends, as well as reviews of Ombudsman investigations and compliance.
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