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[bookmark: _Toc241763840]Introduction

This report is an annual regulatory requirement of the Housing Ombudsman Service Complaints Handling Code 2024, Section 8.1 Self-assessment, reporting, and compliance which is aligned with the London Borough of Tower Hamlets Complaints Policy and Procedure (For Council Tenants & Leaseholders).

This report also meets the requirements of the Regulator of Social Housing (RSH) Consumer Standards, namely the Transparency, Influence and Accountability Standard.  

Within this report we detail our performance in handling complaints and resolving issues, including key themes and trends. The report also highlights the number of complaints received, and complaints that continued to the Housing Ombudsman Service. 

The Council remains committed to learning from complaint outcomes and using the insights to inform service improvement in the year ahead.

[bookmark: _Toc241763841]Highlights 

· 1886 complaints received at Stage1, 6% reduction from last year. 
· 447 complaints escalated to Stage 2, 18% increase from last year's volumes.
· 50 cases determined by the Housing Ombudsman Service, 39% increase from last year. 

The newly established Housing Management Complaints Team, (formerly the Customer Relations Team) leads on Stage 2 complaint handling and supports effective complaint management at Stage 1. 

At Stage 2 the team has achieved 100% compliance in response timelines while placing a strong emphasis on the quality of responses and delivering positive outcomes for residents.
Throughout the year, we have welcomed the guidance provided by the Housing Ombudsman Service, and have used its determinations, training, and advice as important opportunities to reflect, drive improvement, and strengthen our services.
We recognise that having a robust complaint-handling framework alone is not sufficient. True success is demonstrated through meaningful service improvements that lead to a sustained reduction in upheld complaints, both in our own investigations and those of the Housing Ombudsman. 

As we continue our improvement journey, our focus for the coming year will be on clearly evidencing learning from complaint outcomes, while supporting the Council in strengthening resident confidence and satisfaction in our housing management services.
[bookmark: _Toc185510885][bookmark: _Toc209531685][bookmark: _Toc241763842]Section 1: Self-assessment of compliance against the Complaint Handling Code

The Housing Ombudsman Service requires landlords to conduct an annual self-assessment. Our self-assessment for 2025/26 is appended to this report at Appendix 2 and will be available on the ‘How we are performing as a landlord’ section on our website. 

Our governing body and the Member Responsible for Complaints (MRC) have scrutinised and challenged the self-assessment to ensure it is a true reflection of our policy and practice. Where further improvements can be made, these are highlighted in the report. 
[bookmark: _Toc209531686][bookmark: _Toc241763843][bookmark: _Toc185510886]Section 2: Housing complaints performance statistics 

This section of the report outlines the number of complaints received during 1 April 2025 to 31 March 2026. It summarises the nature of these complaints, the actions taken in response, and the determinations issued by the Housing Ombudsman Service.
In alignment with the Complaint Handing Code our complaints process has two stages:
· Stage 1: All complaints are investigated and responded to by the service area where the issue originated. For multifaceted complaints, the response is led by the service responsible for the main area of concern, with input from other relevant services as required.
· Stage 2: Complaints are managed by the Housing Management Complaints Team to ensure an independent and objective review, providing a comprehensive response.
Following the completion at Stage 2, residents are routinely signposted to the Housing Ombudsman Service, if they remain dissatisfied with the outcome.
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Stage 1 complaint volumes have slightly decreased compared to 2024/25. 
Whilst this represents a positive position, it remains essential to closely monitor upheld rates and ensure that access to the complaints process is equitable and accessible to all residents. This includes promoting greater awareness of the complaints handling service, alongside recognising the influence of increased national focus on housing-related complaints; evident in the introduction of Awaab’s Law, which came into effect from 27 October 2025.

Stage 2 complaints have increased in 2026/26 (447), compared to 2024/25 (374), and 24% of the complaints received at Stage 1 were escalated for a Stage 2 review.




Table Summary: Shows annual complaint volumes by stage for five years (2021–2026). Columns: 2021-2022, 2022-2023, 2023-2024, 2024-2025, 2025-2026.

We view the volume of complaints received not as a negative, but as a reflection of our efforts to publicise the complaints process and make it more accessible to residents. This increase in the total also highlights improved staff awareness in recognising and escalating expressions of dissatisfaction as a complaint. 
The Council’s approach to complaint handling is firmly rooted in the Housing Ombudsman’s dispute resolution principles - being fair, impartial, putting things right when we’ve gone wrong, and learning from complaints to improve services. These values underpin our complaint handling culture and guide our continuous improvement efforts across housing management.




[bookmark: _Toc241763845]Complaint Service Areas & Themes

When recording complaints, they are categorised to identify service areas and themes.

During 2025/26, Repairs accounted for the majority of complaints received 1,287, representing approximately 68% of all complaints across the top three service areas. 
This was significantly higher than Neighbourhood Services at 190 (10%) and Leasehold Services at 133, (7%) which together made up just under 20%.
The remaining 15% includes, Estate Services, Asset Management, Rents, Capital Delivery, Housing Service Centre, lift services.



From April 2024 ASB complaints are no longer reported under Housing Management.





[bookmark: _Toc241763846]Repairs 

In 2025/26, the repairs service generated the highest volume of complaints in comparison to all other service areas. Recorded reasons.
· delays in completing normal priority routine repairs within the 20 working day timescales
· missed appointments
· repair jobs being incorrectly marked as completed, leaving issues unresolved and requiring repeated contact from residents
· not following through promised actions
· poor quality of works repeated temporary fixes, and inadequate interim measures
· failure to award compensation which was reflective and proportionate to the issues identified.

Persistent failures in the repair service have been driven by ongoing issues with heating and hot water systems, leaks, damp and mould, and defects in doors, windows, and entry systems, alongside wider building faults. These problems have led to long-standing unresolved repairs, including serious cases such as collapsed ceilings, electrical safety hazards, stairlift failures, and unsafe living conditions.

Residents have additionally reported property damage and financial loss, as well as continuing issues with flooring, ventilation, and water quality. These challenges have often been exacerbated by poor communication and a lack of accountability, further prolonging resolution times and negatively impacting resident experience.


 The total number of responsive repairs carried out in 2025-26 was 99,607.




[bookmark: _Toc241763847]Neighbourhood Services
In 2025/26, complaints relating to Housing Management were primarily driven by several recurring issues. Recorded reasons.

· delays in succession decisions, particularly for discretionary cases 
· unclear guidance on tenancy changes and application processes 
· Issues with property condition and environmental standards 
· negative experiences reported by new tenants 

Overall, the combination of delays, poor coordination, and limited communication has led to a perception of inconsistent service quality and reduced confidence in the support provided by Neighbourhood Housing Services.

[bookmark: _Toc241763848]Leasehold Services
 
In 2025/26, complaints relating to Leasehold Services were primarily driven by three key issues. Recorded reasons. 

· Major works charges: Disputes over billing, including charges for completed works and perceived service failures.
· Financial processes: Delays in refunds, confusion around arrears, and concerns about tone/frequency of arrears communications.
· Right to Buy issues: Dissatisfaction with Section 125 notices and delays in key documentation.

Collectively, these complaints highlight underlying systemic challenges in billing processes, communication, and administrative coordination. Addressing these issues remains a core priority within the Council’s broader housing improvement programme. Efforts are focused on enhancing transparency, strengthening financial and operational systems, and ensuring clearer, more timely, and responsive engagement with leaseholders.

We understand the need to improve these service areas and have outlined our improvement activity in Section 4 of this report.
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[bookmark: _Toc185510893][bookmark: _Toc209531693][bookmark: _Toc241763849]Housing Ombudsman determinations
Following a Housing Ombudsman Service investigation, the Ombudsman may make one or more of the following determinations (findings). 
Each determination can apply to different aspects of the complaint if multiple issues were investigated.
· Severe maladministration
	Some significant or serious failings, or there was significant impact caused 	by what went wrong.
· Maladministration
Failure in some material way that has had moderate to high impact.
· Service Failure
Some significant or serious failings, or there was significant impact caused by what went wrong.
· No Maladministration
The landlord has acted reasonably or no failures found.
· Reasonable Redress
While there were failures, the landlord has identified these and has since done enough to put things right before the start of our investigation. The resolution offered was reasonable to satisfactorily resolve the complaint. 
· Outside jurisdiction 
	Where the HOS cannot or may not investigate a complaint point

Determinations with Orders and/or Recommendations
Where maladministration is found, the Housing Ombudsman Service will usually issue Orders (which must be complied with) and may also make Recommendations (good practice improvements).
[bookmark: _Toc241763850]Ombudsman cases 
A total of 34 complaints cases received a finding of Maladministration in 2025/2026 compared to 18 in the last financial year.

Some cases relate to 2023 and 2024 service failures, not reflective of our current service delivery.

One case of Severe Maladministration was received, Complaint: 202425299 details can be found here Learning from severe maladministration – November 2025

The Council was fully compliant with Orders and Recommendations including notification of Ombudsman findings and the related service response to the Member Responsible for Complaints and the Councils Governing Body. 


[bookmark: _Toc241763851]Housing Ombudsman Landlord Performance Report 2024/25

The Housing Ombudsman published its landlord performance report for 2024-25, in May 2025. The national maladministration rate for that year (and Tower Hamlets rate) was 88%, based on landlord performance by size, type, and geographical location. This is above the National Average for similar sized landlords, which is 80%. 

[bookmark: _Toc241763852]Housing Ombudsman Complaint data 2025-2026

	Overall Summary of Findings 
	Total (2024-2025)
	Total (2025-2026) 
	Percentage change +/-

	Severe Maladministration
	0
	1
	

	Maladministration 
	18
	34
	89%

	Service Failure 
	9
	6
	

	No maladministration 
	2
	4
	

	Reasonable offer of redress 
	4
	4
	

	Outside Services Jurisdiction
	3
	1
	

	Total number of findings 
	36
	50
	39%


In 2025–26, findings of maladministration increased by 16 cases, while overall determinations increased by 14 cases.

There were no Complaint Handling Failure Orders (CHFOs) issued for non-compliance in 2025 - 26, representing an improvement compared to the previous year when one CHFO was received. 

The Housing Management Complaints Team proactively manages Housing Ombudsman Service information requests and determinations and ensures compliance with required timescales. The team maintains active engagement with the Housing Ombudsman Service to address any emerging issues, thereby reducing the risk of Complaint Handling Failure Orders.

We continue to utilise the determinations and information provided by the Ombudsman on sector wide issues through their ‘centre for learning’ hub. This includes reviewing Spotlight Reports and undertaking case reviews to agree further actions to deliver Ombudsman recommendations. 

A summary of the learnings from Housing Ombudsman determinations is included, in Section 4 of this report. 







[bookmark: _Toc241763853]Section 3: Complaint outcomes

 


[bookmark: _Toc241763854]Stage 1

Of the stage 1 cases that were investigated and received a response, a combined total of 64% were upheld/partly upheld, this is a slight decrease from the previous financial year of 68%.

[bookmark: _Toc241763855]Stage 2 

There is an increase in upheld decisions at stage 2 with the percentage increasing to 72% from 58%.

[bookmark: _Toc185510891][bookmark: _Toc209531691][bookmark: _Toc241763856]Tenants’ insights

Our 2025-26 TSM survey included: ‘satisfaction with the landlord’s approach to complaint handling’. Of the random sample of tenants responding to the survey 262 had made a housing complaint in the previous 12 months. Of these:
· 77 were either very or fairly satisfied [29%]
· 167 were very or fairly dissatisfied [64%] 

We know residents find it easy to make a complaint but can be disappointed with other aspects of the process including: the quality and/or timeliness of our responses; the remedial action proposed; sometimes inadequate communication; and the levels of compensation offered. 
We are working to improve all aspects of our complaints handling process, for example, revising our compensation policy so that redress offered is in line with the Housing Ombudsman guidelines. 
[bookmark: _Toc185510892]We have delivered training for staff handling complaints, emphasising the need to improve communication with residents throughout the process, and are looking at broader service improvements to address root causes of issues focusing on the repairs service and our response to leaks – damp and mould.  
[bookmark: _Toc241763857]Withdrawn Complaints
 
73 complaints were withdrawn.
Complaints may be withdrawn after acknowledgement at the residents request or where another process (e.g. appeals or legal proceedings) is more appropriate.

[bookmark: _Toc241763858]Compliance

Our methodology for reporting compliance is based on the Tenant Satisfaction Measures (TSMs) defined by the Registered Social Housing (RSH). These measures focus on the number of complaints responded to per 1,000 properties within specified customer groups, and the percentage of these responded to within the Housing Ombudsman’s Complaint Handling Code timescales. These measures do not cover all customer groups, for example, leaseholders, but provide an indication of overall performance. 

For a complaint to be recorded as compliant with the Code’s requirements and Tower Hamlets Complaints Policy, we must adhere to the following:
· Log and acknowledge complaints within five working days; and
· Produce a response for the complainant within 10 working days (Stage 1) and 20 working days (Stage 2). 













As of 31 March 2026, we were not compliant with responding within our policy response timescales of 90% within time, with 31% of Stage 1 responses being concluded and sent out of time.  

The data indicates performance challenges at Stage 1 of the complaints process, largely attributed to resourcing pressures within the Repairs Team and contractors responsible for delivering services on the Council’s behalf, including the handling of Stage 1 complaints. These include:

· Temporary redeployment of HMCT resources to address immediate pressures 
· A recruitment campaign to appoint permanent staff and build long-term resilience 
· Additional support from the HMCT Senior Complaint Officer and Manager for case reviews and approvals 
· Introduction of weekly performance reporting and fortnightly meetings with service managers to address delays and enhance response quality 
· Ongoing scrutiny and oversight by the Housing Senior Leadership Team

Delays in issuing Stage 1 responses have been a contributing factor to the increase in complaints escalated to Stage 2, which rose from 374 to 447, representing an 18% increase. Notwithstanding this, performance at Stage 2 remains strong, with 100% compliance achieved against the prescribed response timescales.
[bookmark: _Toc209531692][bookmark: _Toc241763859]Compensation 

During 2025/26, a total of £118,419.06 was agreed in compensation to residents, representing an 11% increase compared to the previous year (£106,684.39). A substantial proportion of compensation payments were attributable to the distress and delays experienced by residents because of service failures.

	Reason
	Total

	Distress and inconvenience
	37,152.23

	Delay
	35,128.50

	Other reason
	15,577.51

	Poor complaint handling
	12,260.00

	Time and trouble
	7,797.50

	Goodwill
	4,594.32

	Missed appointment
	2,995.00

	Loss of amenity
	2,044.00

	Refund
	480.00

	Damage to goods
	210.00

	Unknown
	180.00

	Total
	118,419.06



*Figures include compensation paid as an outcome of Housing Ombudsman Orders. 




	Offered by Service  
	Total

	Leasehold 
	3,966.00

	Neighbourhoods
	16,765.00

	Other
	9,335.00

	Repairs
	88,353.06

	Total
	118,419.06



[bookmark: _Toc241763860]Section 4: Service Improvement

[bookmark: _Toc241763861]Housing Ombudsman outcomes

	Housing Ombudsman findings
	Action taken

	
Complaint Handling Failures 
	
We have reviewed and are strengthening our approach to administering complaints, implementing improvements to both the online complaint form and the triage process.
These changes will ensure that complaints are directed to the correct service area at the point of receipt, enabling accurate allocation from the outset and supporting compliance with the Housing Ombudsman Complaint Handling Code and internal policy timelines.
Multifaceted complaints will be managed more effectively, allowing for better coordination across services, improved adherence to timescales, and the delivery of a single, comprehensive response to residents.

We have introduced weekly performance reporting and action plans with contractors to address overdue complaints and drive timely resolution.
The Housing Management Complaints Team is also proactively identifying and embedding learning from complaint outcomes by:
· Identifying recurring themes and root causes of service failure.
· Capturing insights from officers across services.
· Agreeing actionable improvements aligned with best practice.
· Providing structured feedback to services on individual officer performance.

These measures are expected to reduce delays in Stage 1 complaint handling, while ensuring that any redress opportunities missed at Stage 1 are identified and addressed at Stage 2.



	Applying Reasonable Redress 
	The remit for providing redress is wide-reaching, and appropriate remedies should be considered on the merits of each individual case where a service failure has been identified. Redress should be consistent with policy and aim, as far as possible, to place the resident in the position they would have been in had the issue not occurred. It should also demonstrate that the Council acknowledges any identified failings and offers a sincere apology.

Currently, this approach is not applied consistently, resulting in higher levels of compensation being awarded through Housing Ombudsman Orders, as well as increased discretionary payments. 

To address this, we are revising the Housing Complaints Compensation Policy (for Council Tenants and Leaseholders) 2025–2028 to ensure that redress aligns with Housing Ombudsman guidance and is embedded as a core and intrinsic element of effective complaint handling.

The process of approving responses will undergo 
a quality assurance review before being sent to residents.


	Unresolved and delayed repairs
	Early diagnosis, effective monitoring of repairs through to completion, and ensuring a lasting repair remain a common area of concern. The frequent use of Inspection Orders suggests that the Council’s pre- and post-inspection processes for complex repairs have not always been sufficiently robust.
In response, LBTH has strengthened its repairs service by introducing improved triage processes to better prioritise high-risk and vulnerable cases. There is now a stronger focus on the earlier escalation of repeat or long-running issues, alongside enhanced oversight to reduce delays and minimise missed appointments.
Greater emphasis is also being placed on early and accurate diagnosis to address root causes at the outset. This is supported by tighter contractor management arrangements and an expansion of post-inspection checks to improve the quality and durability of completed works.

	Record keeping
(learning)
	Record keeping has been identified as a key area for improvement. Inadequate records continue to hinder Housing Ombudsman (HO) investigations and limit the Council’s ability to evidence decision-making and maintain a robust audit trail. Without clear, accurate, and complete records, it is challenging to identify issues promptly, demonstrate actions taken, and respond effectively when concerns arise.
In response, the Housing Complaints Management Team has delivered targeted training to reinforce the importance of good record keeping. This training draws on the Housing Ombudsman’s Knowledge and Information Management (KIM) guidance as a core reference point.
At the Stage 2 review, there is a strong emphasis on quality assurance including Stage 1. This includes rigorously sense-checking information against system records and case notes to ensure that all responses are accurate, evidence-based, and defensible. The principle underpinning this approach is clear: “if it is not evidenced, it did not happen.”
Despite these measures, record keeping remains a service-wide challenge and continues to be highlighted in Housing Ombudsman reports. As such, it remains a priority area, with ongoing reminders issued to ensure that all actions and interactions from initial service request through to delivery are consistently recorded, accessible, and able to withstand scrutiny.

	Communication 
(learning) 
	Communication has been identified as a key area for improvement. There have been instances where residents have not received clear, timely, or proactive updates regarding delayed repairs, complaint handling, and responses to general correspondence. This issue is further exacerbated by the current limitations in our ability to communicate proactively when issues arise or services fall short.
To address this, the Council has introduced measures to strengthen communication channels, including the implementation of a new telephone system to improve accessibility and enable more effective monitoring of contact with residents.
In addition, the Council’s TOWER VALUES are now embedded within staff performance assessments, placing a stronger emphasis on behaviours that support effective communication. These include:
· Communicating clearly – ensuring information is accurate, timely, and easy to understand
· Listening, asking, and coaching – actively engaging with residents to understand concerns and provide support
· Managing change – communicating effectively during service changes or disruptions
· Being approachable – fostering a culture where residents feel comfortable raising issues and seeking help
Together, these improvements aim to ensure more transparent, consistent, and resident-focused communication, particularly when there are delays and things go wrong.




Table Summary: Presents Housing Ombudsman findings with corresponding actions taken.
Columns: Housing Ombudsman findings, Action taken.
[bookmark: _Toc209531695][bookmark: _Toc185510896][bookmark: _Toc241763862]Stage 1 & Stage 2 outcomes 

During the year, four core areas for service improvement were identified through complaint trend reporting and customer feedback. These lessons and a summary of the action taken are as follows:

	Lesson learnt
	Action taken

	Repairs and Maintenance
	Repairs and Maintenance remain the most complex and highest‑volume area of complaints. In response, LBTH has prioritised strengthened repairs governance through a comprehensive end‑to‑end review of the service. This has included the introduction of clearer procedures for managing leaks and damp, enhanced contractor performance oversight, increased post‑inspection activity, and improvements in record keeping and case tracking. Repairs performance and complaint trends are now subject to closer monitoring, recognising that sustained focus is essential to achieve consistent and lasting improvement.
· Performance management: Monthly performance review meetings continue with all repairs contractors, with a strong focus on overdue work orders, root causes of delays, and practical actions to reduce work in progress and restore services within expected timescales. Targeted reviews of priority works are also undertaken to ensure compliance with agreed standards.
· Quality assurance: Instances of poor workmanship are formally reported and tracked to resolution. Where required improvements are not delivered, appropriate action is taken, including the removal of underperforming subcontractors, to maintain service quality and protect residents’ homes.
· Learning from complaints: Complaints are actively used to identify recurring issues and service blockages. Ongoing engagement between complaints managers, repairs teams, and contractors ensures lessons learned are embedded, remedies are appropriate, and preventative actions are implemented. Cases are tracked through to completion to determine whether wider service improvements are required.
· Complex repairs oversight: The approach to managing leaks and complex repairs continues to be strengthened, with clearer triage processes and, where possible, a lead technical officer assigned. Senior management oversight is maintained for high‑risk or stalled cases to ensure timely resolution and prevent escalation. Further discussion will take place to address cases with persistent access challenges.
· Communication and record keeping: Staff and contractors are regularly reminded of the importance of clear and timely communication with residents and colleagues. Accurate and consistent record keeping on systems such as NEC and ICASE is reinforced to support effective case management, escalation, and accountability.


	Responding to vulnerabilities 
	The Council has enhanced its framework for supporting vulnerable tenants and leaseholders through the implementation of the updated Vulnerable Tenants and Leaseholder Policy, in place since September 2025. This policy now includes a comprehensive section on the identification and recording of vulnerability, ensuring that such needs are systematically recognised and addressed within both policy and operational practice.
In addition, the Resident at Risk procedure, scheduled for relaunch and re-embedding across the directorate in 2026/27 providing a clear and accessible mechanism for frontline services to report safeguarding concerns. The procedure also supports the consistent identification, recording, and escalation of vulnerabilities, thereby strengthening the Council’s safeguarding approach.
Furthermore, as part of the Data strand within Phase 2 of Your Voice, Our Action, a requirement has been established to improve data integrity. This includes implementing a consistent, cross-service approach to the recording of vulnerability data, alongside regular review processes to ensure that information remains accurate and up to date. This work directly supports and reinforces the Council’s wider objectives in this area and supports recording and recognition during complaint handling. 
Collectively, these measures demonstrate that a robust framework is already in place, with further actions planned to strengthen assurance and ensure continued compliance and effectiveness.


	Compensation/Redress
	We continually review and update the Housing Complaints Compensation Policy (for Council Tenants and Leaseholders) 2025–2028 to ensure alignment with the Housing Ombudsman’s dispute resolution principles.
The Council is reviewing its compensation payment process to ensure it is safer, faster, and easier for residents to receive payments. This aims to ensure residents are made whole promptly and in compliance with Housing Ombudsman orders.

Targeted staff training has been delivered to strengthen complaint handling, ensuring officers consider both the Ombudsman’s guidance and the individual circumstances of each resident. This approach supports earlier resolution, helps put things right more quickly, and reduces the likelihood of escalation from Stage 1 to Stage 2 complaints. 
We recognise the importance of being transparent in acknowledging service failures and their impact, and of providing meaningful, empathetic apologies at both stages of the complaints process. This year, we have strengthened our approach by introducing more personalised accountability at Stage 2 reviews.



	Data‑Led Learning from Complaints
	We are increasingly leveraging complaints data as a key source of service intelligence, moving beyond a sole focus on individual case resolution. Trends in complaint volumes, themes and outcomes, are systematically analysed to identify recurring risks across housing services, including repairs, neighbourhood management, estate services, and leaseholder services.
This approach has strengthened the Housing Management focus on organisational learning, with insights from upheld complaints informing service plans, operational reviews, and targeted improvement activity. Sharing insights through regular reports, briefings, and to the Senior Leadership, the MRC and governance meetings.
By using data‑led evidence of service failures and capturing lessons learned, the service is shifting its focus toward identifying and addressing underlying systemic issues rather than treating complaints as isolated, case‑by‑case failures.




[bookmark: _Toc185510897]Table Summary: Captures lessons learned and actions taken for service improvements. Columns: Lesson learnt, Action taken.
[bookmark: _Toc209531696][bookmark: _Toc241763863]Section 5: Tenants’ Voice Panel
The Tenants’ Voice panel was set up in May 2024 which acts as the higher tier of resident involvement, the aim of the Tenants’ Voice was to hold its landlord’s housing management service to account. At the time of writing, the panel is currently being revised, and a new model is expected to be launched in the summer of 2026. 
The Tenants’ Voice Panel consisted of tenants and leaseholder that met bi- monthly to scrutinise performance against national tenant satisfaction measures, feedback on quarterly complaints handling, consulted on local policies and their input helped shape how housing services were delivered.  
The new model will continue to fulfil this role and help strengthen our commitment in meeting the Transparency, Influence and Accountability strand of the Consumer Standards. 
Residents who are interested in joining the new Residents’ Scrutiny Panel can express their interest by contacting the Council’s housing team or through resident engagement opportunities advertised on the Council website, newsletters, or local events. Support is available, and no prior experience is needed just a willingness to share your views and help improve services.
[bookmark: _Toc209531698]

[bookmark: _Toc241763864]Section 6: Conclusion

The Council has implemented significant and targeted improvements to strengthen complaint handling and enhance service delivery for residents. 
The newly established Housing Management Team is already delivering tangible results, achieving 100% compliance with response times at Stage 2 and full adherence to Housing Ombudsman orders. 
Crucially, the absence of any Complaint Handling Failure Orders during this reporting period demonstrates a clear step change in performance, accountability, and governance. 
Collectively, these outcomes highlight the Council’s commitment to continuous improvement, transparency, and delivering a more responsive, resident-focused service. 

While improvements in governance, compliance, and Stage 2 performance reflect a more robust and responsive framework, the data clearly highlights ongoing pressures within key service areas particularly repairs that continue to impact complaint volumes the resident experience. 

We operate in a challenging, densely populated environment with housing stock that requires significant investment. Until the condition of our stock improves, we anticipate continued high demand on our responsive repairs service. To address this, in February 2026 the council has agreed an investment of £520m in capital improvements to its housing stock to ensure that all its tenants have a safe, secure and energy efficient home. This is part of an overall £609m investment over the next 10 years. 

A review of resources to handle Stage 1 complaints, in particular repairs related is underway along with looking at how better to follow up on outcomes from complaints in particular longstanding issues such as a result of Leaks and the cross over between legal disrepair and insurance liability claims to ensure residents not only have a lasting repair and limit escalation, but appropriate recourse to put them back in positive position. 

This work for residents is also embedded within our wider ‘Your Voice Our Action’ Regulatory Improvement Programme, which was launched following a self-referral to the Regulator of Social Housing in October 2024 and a subsequent C3 regulatory judgement in April 2025. The judgement acknowledged our proactive approach, the clarity with which we identified service failings, and the progress made since the referral and inspection. The RSH also acknowledged “there is positive evidence of progress being made in some areas and we have assurance that there is strong corporate commitment to ensuring improved outcomes for tenants”.

Crucially, we are using complaints not simply as a measure of performance, but as a vital source of insight to drive meaningful, sustained service improvement. By strengthening accountability, improving communication, and embedding learning across services, we are committed to rebuilding resident confidence and ensuring that every complaint leads to better outcomes.

[bookmark: _Toc241763865]What’s Next 

Over the coming year, we will implement our structured service plan, including: 
	Improvement Area 
	Key deliverables 
	Timeline 

	Improvement to our approach to redress, and the progression of payments
	Timely and streamlined payments to residents, aligned with Housing Ombudsman Orders. Clear progression, tracking for each stage of the payment process.
	December 2026

	Full compliance to the Housing Ombudsman code and local policy
	Full compliance at all complaint stages. Staff fully trained in complaint handling. Clear, consistent communication to residents with defined outcomes and resolutions to the issues raised.
	September 2026

	Quarterly complaints performance reviews
	Comprehensive performance reporting covering all complaint stages, trends, outcomes, and learning points to drive service improvement.
	July 2026 (and ongoing quarterly)

	Targeted service improvement actions in high-risk areas
	Case-by-case service reviews informing service plans, contractor performance, and officer accountability. Clear expectations and measurable improvement established.
	October 2026

	Enhanced monitoring of complaint themes
	Monthly “lessons learned” reviews by HMCT, with insights escalated to Heads of Service and embedded into service improvements.
	Ongoing 

	Regular reporting to senior leadership and the resident scrutiny forum to ensure transparency, accountability, and measurable progress against our improvement priorities
	Transparent, structured reporting by the HMCT to housing senior leaders, the Member responsible for complaints, and the Scrutiny Committee. Includes performance metrics and review of Severe Maladministration cases.
	July 2026 (and ongoing quarterly)





“Tower Hamlets is focused on the principles of transparency, openness and encouraging active participation of our residents to influence and shape the borough in which they live and work”. 
We will continue to work collaboratively across services, with our residents, and with partners to ensure that feedback drives real change, and we actively encourage residents to share their experiences so we can continue to improve Complaints Performance and the services we deliver. 

Dated: 23 June 2026 
Author; 
Karen McKenzie
Complaints Manager 
Housing Management Complaints Team

Approved by Housing Management Senior Leadership Team
Date: 29 June 2026


Cases received 2021-2026

Stage 1	2021-2022	2022-2023	2023-2024	2024-2025	2025-2026	1878	1974	2329	2011	1886	Stage 2	2021-2022	2022-2023	2023-2024	2024-2025	2025-2026	249	322	321	374	447	Total 	2021-2022	2022-2023	2023-2024	2024-2025	2025-2026	2127	2296	2650	2385	2333	Received 	2021-2022	2022-2023	2023-2024	2024-2025	2025-2026	0	0	0	0	0	
Number of cases received




S1 received by service area: 2021-2026






2021-2022	 ASB	 Leasehold Services	Neighbourhood Office 	Repairs	Other 	62	99	105	1187	425	2022-2023	 ASB	 Leasehold Services	Neighbourhood Office 	Repairs	Other 	43	88	114	1322	407	2023-2024	 ASB	 Leasehold Services	Neighbourhood Office 	Repairs	Other 	50	109	136	1484	550	2024-2025	 ASB	 Leasehold Services	Neighbourhood Office 	Repairs	Other 	35	96	138	1262	480	2024-2026	 ASB	 Leasehold Services	Neighbourhood Office 	Repairs	Other 	0	133	190	1287	276	
Number of cases received




Complaint reason by stage 2025-2026 

Stage 1	Failure / Delay to deliver service	Poor quality of work or service	Rudeness or conduct	Other service issues	Poor communications	0.25383580080753704	0.10148048452220727	1.7765814266487216E-2	1.2920592193808884E-2	4.3068640646029607E-3	Stage 2 	Failure / Delay to deliver service	Poor quality of work or service	Rudeness or conduct	Other service issues	Poor communications	0.58173076923076927	0.31971153846153844	4.807692307692308E-2	2.6442307692307692E-2	1.201923076923077E-2	
% of compplaint at each stage 




Complaint Outcomes - Stage 1 - 2021-2026

2021-2022	Upheld	Partly upheld	Not upheld	0.48892580287929127	0.24197120708748615	0.26910299003322258	2022-2023	Upheld	Partly upheld	Not upheld	0.50751879699248126	0.23308270676691728	0.25939849624060152	2023-2024	Upheld	Partly upheld	Not upheld	0.52843137254901962	0.20833333333333334	0.26323529411764707	2024-2025	Upheld	Partly upheld	Not upheld	0.41426547000472369	0.26641473783656117	0.31931979215871514	2025-2026	Upheld	Partly upheld	Not upheld	0.38423373759647189	0.26019845644983464	0.35556780595369347	
% of complaint outcomes




Stage 2 response 
2025 -2026

Stage 2 	
In target	Out of target 	1	0	Stage 1	In target	Out of target 	0.69	0.31	
Stage 1 response 
2025-2026  

Stage 1	


In target	Out of target 	0.69	0.31	Stage 2 	In target	Out of target 	1	0	
2

	 Housing Management Annual Complaint Performance and Service Improvement Report 2025/26

image1.jpeg
LB

TOWER HAMLETS





