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1. Executive Summary
This report covers the complaints activity for the financial year 2023–2024. There were no formal complaints recorded during this period.

The current Society Manager commenced employment in January 2024 and has conducted a review of all accessible documentation, communication logs, resident's meetings etc. No records of formal complaints which are housing related, either resolved internally or escalated externally, have been identified.
2. Number of Complaints
• Total Complaints Received: 0
• Stage 1 Complaints: 0
• Stage 2 Complaints: 0
• Complaints Referred to Housing Ombudsman: 0
3. Review and Actions
• Review Conducted: Yes
• Method: Review of communication logs, resident meeting notes, internal reports, and discussion with staff.
• Findings: No logged complaints found for the reporting period.
• Current Status: Compliant with the Housing Ombudsman’s Complaints Handling Code.
4. Learning and Improvements
While no complaints were recorded, the new Society Manager has:
• Reviewed and updated internal awareness of the complaints policy.
• Ensured that staff and residents are aware of how to raise concerns or complaints formally.
· A member of the board of Trustees as been identified for the second stage process and contact details added to the new policy.
• Introduced a clearer recording process going forward to ensure complaints (if any) are documented and monitored transparently.
· Complaints are part of the Society Managers 6 weekly board report. Evidencing response times, outcomes, resolutions and learning.
· Digital platform with the facility for staff to log complaints and provide reports to be audited by the Society Manager so we can identify trends.


5. Forward Plan
To strengthen complaint handling:
• Refresher sessions will be held with staff on the complaints process and added to supervision agendas.
• Posters and information will be placed in communal areas to guide residents on how to raise concerns.
• Monthly resident meetings will include a standing agenda item to discuss service satisfaction or concerns informally.


6. Declaration
I confirm this report is accurate to the best of my knowledge, based on records available for the year 2023–2024.

Signed: 
Position: Society Manager
Date: 27 May 2025


Ombudsman Complaints Return Statement – 2023–2024
I joined the organisation as Society Manager in January 2024 and, following a thorough review of historical records and consultation with staff, I have found no evidence of formal housing related complaints logged or escalated during the reporting period 1 April 2023 to 31 March 2024. A nil return is submitted for this year, and appropriate steps have been taken to ensure future complaint handling and recording is robust and transparent. Please refer to the self-assessment document for further information.
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