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Annual Complaints Performance and Service Improvement Report
Reporting Year 2025/26

1. Complaints Performance
During the 2025/26 reporting year, the organisation received 9 complaints that progressed to Stage 1 of the landlord's complaints procedure.
The complaints related to residents' experience of services provided within the scheme. The largest proportion of complaints related to catering, including food quality and menu choices.
All complaints were reviewed individually and collectively to identify opportunities for service improvement and learning.
2. Summary of Complaints
	Complaint area
	Number
	Percentage
	Key learning / action

	Catering – food quality and choices
	6
	66.7%
	Resident consultation, menu review and improvements to food provision

	Buggy store availability
	2
	22.2%
	Review of communication and alternative provision

	Window cleaning
	1
	11.1%
	Review of service and communication

	Total Stage 1 complaints
	9
	100%
	


The analysis demonstrates that catering was the predominant complaint theme during 2025/26, accounting for two-thirds of all Stage 1 complaints. The organisation therefore used this feedback as an opportunity to undertake a wider review of the catering service.
3. Catering Complaints and Service Improvement
Six of the nine Stage 1 complaints received during 2025/26 related to the quality of food and the range of choices available through the catering service.
The organisation recognised that these complaints provided valuable information about residents' preferences and expectations. Rather than considering the complaints in isolation, the feedback was used to undertake a wider review of the catering service.
Resident consultation
The organisation consulted with residents to understand their preferences and to use their feedback to inform future menus.
Residents were involved in compiling menus, with their individual preferences taken into consideration. This enabled the organisation to make changes based on direct resident feedback.
A dedicated food and catering resident survey was also distributed. Residents were able to submit their feedback anonymously, providing an additional opportunity to raise concerns and make suggestions.
Improvements to food provision
Menus being reviewed and developed with resident preferences in mind.
Greater consideration of individual dietary preferences and requirements.
Alternative menu options being made available on request, where reasonable notice is provided.
Changes to delivery arrangements for fresh food.
Fresh fish for Friday menus now being delivered fresh on Friday morning to improve quality.
Individual food profile sheets being completed to identify residents' individual requirements and preferences.
Investment in and upgrading of the kitchen to improve efficiency.
Recruitment of an additional part-time cook.
Reduced reliance on agency chefs as a result of the additional staffing resource.
The kitchen has also maintained a 5-star food hygiene rating.
Impact and learning
The catering complaints demonstrated the importance of listening to residents and using complaints as a source of service improvement.
The organisation has responded by moving beyond addressing individual complaints and introducing a more structured approach to understanding residents' food preferences and requirements.
The additional staffing resource and kitchen improvements have also supported greater consistency in the catering service and reduced reliance on agency chefs.
The organisation will continue to monitor complaints, catering survey results and resident feedback during 2026/27 to assess the effectiveness of these improvements and identify any further areas for development.
4. Buggy Store Complaints
Two complaints related to the availability of buggy-storage facilities within the new purpose-built development.
The development comprises 19 rental apartments and was delivered by the organisation, a not-for-profit charity. The development was financed through a combination of charitable resources and a charity bank loan, alongside the sale of leasehold apartments.
The buggy-storage spaces within the new building were allocated to the leasehold apartments as part of the arrangements associated with those properties.
The complaints concerned the limited availability of buggy-storage facilities for residents of the rental apartments.
The organisation considered the availability of alternative provision and offered residents access to buggy-storage facilities within the original building on the same site.
Learning identified
Provide clear information about the availability and allocation of communal facilities.
Explain clearly where facilities are associated with particular tenure arrangements.
Consider reasonable alternative provision where a facility is not available to all residents.
Ensure information is communicated consistently to both prospective and existing residents.
5. Window Cleaning Complaint
One Stage 1 complaint was received concerning window cleaning, representing 11.1% of all Stage 1 complaints during the reporting year.
The complaint was considered under the landlord's complaints procedure.
Outcome: Resolved. The housekeepers now clean the internal windows rather than the window cleaning company.
Learning/action: Monitor window-cleaning visits to check the quality of service delivered.
6. Overall Learning from Complaints
The organisation considers complaints to be an important source of information about residents' experiences and uses complaints to identify opportunities for service improvement.
The 2025/26 complaint data identified three principal areas of concern:
Catering – 6 complaints (66.7%)
Buggy storage – 2 complaints (22.2%)
Window cleaning – 1 complaint (11.1%)
The most significant area of learning was catering. The organisation responded to resident feedback by undertaking consultation, introducing a dedicated catering survey, reviewing menus, improving individual food profiling, changing fresh-food delivery arrangements, investing in the kitchen and increasing staffing resources.
The complaints relating to buggy storage also highlighted the importance of clear communication regarding communal facilities and arrangements that differ according to tenure.
The organisation will continue to monitor complaint themes, resident feedback and the effectiveness of improvements during 2026/27.
7. Service Improvement Priorities for 2026/27
Monitor catering complaints and resident survey feedback.
Review menus in consultation with residents.
Maintain individual food profiles and consider individual requirements.
Monitor the quality and delivery of fresh food.
Assess the impact of increased catering staffing and reduced agency reliance.
Maintain clear information about communal facilities and their availability.
Ensure residents understand arrangements where facilities differ according to tenure.
Use complaints and resident feedback as part of the organisation's ongoing service improvement process.
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