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	Executive Summary

	Complaints provide a critical source of assurance regarding tenant experience, service quality and organisational learning. This report reviews complaint performance during 2025-26, confirms compliance with the Housing Ombudsman Complaint Handling Code and summarises the key learning, outcomes and priorities arising from complaint investigations.

94 new complaints were received during the year, representing a 10% increase on 2024-25. Repairs and asset-related services remained the primary source of dissatisfaction, accounting for approximately 80% of complaints, with recurring themes including communication, appointments, repairs quality, diagnostics and completion of follow-on actions.

Complaint handling performance remained strong. Arches maintained 100% compliance with Housing Ombudsman timescales and the Stage 2 escalation rate reduced from 13.6% to 11.1%, indicating that more complaints were resolved successfully at Stage 1. No complaints were referred to, or determined by, the Housing Ombudsman during the year.

Complaint investigations identified five recurring root causes:

· Appointment handling;
· Communication;
· Diagnostics and repair planning;
· Ownership and follow-through; and
· Repairs quality and contractor performance.

Service improvements implemented in response included:
· personalised communication plans for complex cases and ASB;
· strengthened contractor challenge and monitoring arrangements;
· enhanced repairs diagnostics and complex repairs oversight;
· improved recording standards and information management; and
· stronger monitoring of actions arising from complaints.

TSM results provide early assurance encouraging evidence that these improvements are beginning to have a positive impact. Satisfaction with repairs increased from 85.0% to 86.3%, satisfaction with repairs timescales increased from 82.8% to 86.6%, satisfaction with being kept informed increased from 81.6% to 86.3%, and satisfaction with ASB handling increased from 71.5% to 77.1%.

The evidence suggests that dissatisfaction is increasingly concentrated within a relatively small number of complex or poorly coordinated repairs cases. Although repairs and asset management services generated most complaints, these represented less than 1% of repairs completed during the year. The priority for 2026-27 is therefore to embed the improvements already implemented and deliver measurable reductions in repairs-related dissatisfaction, repeat contact, avoidable complaints and escalation.



1.0 Purpose of this report

This report provides the Board with assurance on complaints performance and compliance for 2025-26. It summarises:
· complaint handling performance and tenant accessibility;
· learning from the third year of the mandatory Complaint Handling Code;
· complaint learning, service improvements and tenant outcomes;
· priorities for 2026-27; and
· assurance of compliance with the Housing Ombudsman Complaint Handling Code and associated reporting requirements.
The report will inform the Board’s formal response, which will be included as the foreword to the tenant-facing Complaints Performance and Learning Report 2025-26.

2.0 Complaints Dashboard

	Measure
	2024-25
	2025-26
	Commentary

	Stage 1 Complaints Handled
	85
	99
	· 94 new complaints, up 10% from 2024-25.
· 5 complaint cases carried forward from 2024-25 were also managed during the year.
· Strong indicator of tenant accessibility and awareness.
· Asset Management services accounted for 80% of complaints (75 cases), Housing Services 18% (17 cases), and Development 2% (2 cases), confirming that repairs and asset-related services remain the primary driver of complaints.

	Repairs complaints as a % of repairs transactions
	0.8%
	0.9%
	8391 repairs were completed in 2025-26, equating to around 9 complaints per 1,000 repairs. When looking only at Upheld asset complaints (50), this reduced further, equating to 6 complaints for every 1,000 repairs.

	Stage 1 completions
	81
	80
	6 Stage 1 complaints remained open at year-end and concluded during 2026-27.

	Excluded
	14
	13
	Up 38% from 2024-25:
· 4x Withdrawn by the complainant.
· 2x Raised in error.
· 2x Out of Policy scope.
· 1x Attempt to repeat a complaint.
· 4x Lack of information/failed to respond.

	Stage 2 escalations
	11 (13.6%)
	9 
(11.1%)
	The escalation rate reduced to 11.1%, down from 13.6% in 2024-25 and 16% in 2023-24. This indicates that Stage 1 investigations continue to resolve most complaints effectively. Escalations mainly related to poor communication, insufficient understanding of the complaint, and failure to ensure all resulting works were completed. One Stage 2 complaint was withdrawn, reducing the number of Stage 2 investigations to eight.


	Compliance with Ombudsman timescales
	100%
	100%
	All cases were concluded within the timescales set out in the Code, including agreed extensions.

Extensions were used in 30% of Stage 1 cases (24 of 80) and 75% of Stage 2 cases (6 of 8).

Extension reasons:
13x 3rd party input required.
7x tenant delays.
4x complex cases.

	Complaints Upheld
	81.5%
	76.25%
	66 of 81 completed complaints (81.5%) were upheld in 2024-25, compared with 61 of 80 completed complaints (76.25%) in 2025-26. Whilst the upheld rate remains high, the reduction may indicate earlier resolution of issues through service request handling and improved complaint investigation quality.

	Compensation and goodwill payments 
	£6,750
	£4,998
	Most individual awards were between £25 and £100, reflecting the inconvenience, time and trouble experienced by tenants. Higher payments were made where service failure had a greater impact, including prolonged delays, complex repairs and wider service delivery failures, with individual awards of up to £899.

	Housing Ombudsman Complaints
	0
	0
	No complaints were referred to, or determined by, the Housing Ombudsman during 2025-26.

	Complaints per 1,000 properties (Sector Benchmarking - March 2026)
	75.75
	75.05
	Complaint volumes and handling performance appear appropriate for our size and region. During the year, Arches remained within the median of the HouseMark benchmark group for complaints per 1,000 properties (75.05) and achieved upper quartile performance for Stage 1 and Stage 2 complaints responded to within time (100%).

	Service Requests 
	724
	558
	Seasonal fluctuations are consistent with previous years, with higher volumes during winter months when repairs demand increases and the risk of service failure is greater.

Repairs accounted for 77% of calls, reinforcing the need to improve repairs communication, resolution and follow-through.

	Service Request first contact resolution
	53%
	41%
	First-contact resolution reduced during the year. Complaint investigations and assurance activity suggest this was influenced by implementation of the revised operating model, temporary knowledge gaps during transition and continuing challenges within repairs service delivery, particularly around communication, diagnostics and case ownership.



3.0 What complaints are telling us

Complaints continue to provide valuable insight into the tenant experience and the effectiveness of our services. While complaint handling performance remained strong throughout 2025-26, complaint investigations show that dissatisfaction remains concentrated within repairs and asset management services, which accounted for approximately 80% of complaints received during the year. The evidence suggests that most dissatisfaction arises not from a failure to complete repairs, but from communication, coordination and service consistency issues experienced throughout the tenant journey.

TSM results show that repairs satisfaction improved during 2025-26, despite an increase in repairs-related complaints. This indicates that dissatisfaction is more concentrated in complex or poorly coordinated cases, rather than reflecting the wider repairs service experienced by most tenants.

3.1 Evidence of Improvement
Learning from complaints has led to measurable improvements in ASB handling, complaint escalation and contractor oversight. These improvements show that complaint learning is being translated into practical service changes, although repairs consistency, communication and follow-through remain the main areas requiring sustained focus during 2026-27.
· Complaints relating to anti-social behaviour reduced following redesigned case management arrangements, stronger management oversight and improved communication with tenants, demonstrating that complaint learning can deliver improved tenant outcomes where root causes are clearly identified and addressed.
· Escalation rates reduced during the year, indicating that more complaints were resolved successfully at Stage 1.
· Complaint handling satisfaction also improved from 49.3% to 50.8%. While this remains one of the lowest scoring TSM measures, the improvement suggests that actions taken to strengthen complaint handling are beginning to have a positive impact.
· Enhanced contractor scrutiny, stronger action tracking and improved information management arrangements have increased accountability and oversight across services.

3.2 Root Cause Analysis
Analysis of upheld complaints identified five recurring root causes:
	Root Cause
	Evidence
	Improvement Implemented

	Appointment Handling
	The most common repairs complaint theme, particularly involving missed, rearranged or poorly communicated appointments. Recurring issues were evident across complaints involving both Robert Heath and Tates. 
	Increased contractor performance challenge and enhanced contract monitoring arrangements.

	Communication
	Only 64% of complainants felt communication met their needs and 61% felt next steps were clearly explained. 
	Communication plans introduced for ASB cases, complex repairs and planned works programmes. 

	Diagnostics & Repair Planning
	Repeat visits, prolonged repairs and avoidable delays commonly arose where underlying faults were not identified at the earliest opportunity. 
	Diagnostic training, greater use of photographic evidence and enhanced Major Repairs oversight.

	Ownership & Follow-Through
	Complaint escalations frequently involved agreed actions or follow-on works not being completed or monitored through to resolution.
	Improved action tracking and greater management oversight of outstanding commitments.

	Quality of Repairs & Contractor Performance
	Complaints relating to workmanship, incomplete works and repeat attendances remained a recurring theme across responsive and planned repairs.
	Enhanced contractor scrutiny, quality assurance arrangements and contractor training requirements.



3.3 What This Means for 2026-27

Repairs Remain the Primary Challenge

The evidence suggests that the principal challenge is not complaint handling, but service consistency within repairs services. Tenants are most likely to become dissatisfied where appointments change unexpectedly, communication is unclear, repairs require multiple visits, or agreed actions are not completed within expected timescales. These factors are particularly evident in more complex repairs and cases involving multiple contractors or follow-on works.

Understanding the Wider Picture

Whilst repairs-related complaints increased during 2025-26, wider TSM results indicate that most tenants continued to experience an improving repairs service. This reinforces the need to focus improvement activity on complex repairs, communication, coordination and follow-through.

Impact of the Revised Operating Model

The reduction in first-contact resolution from 53% to 41% appears closely linked to implementation of the revised operating model. While the new structure was introduced to improve accountability, resilience and service consistency over the longer term, the transition period created short-term disruption through changes in responsibilities, knowledge gaps and inconsistencies in service request triage and ownership. Complaint investigations indicate these factors contributed to increased repeat contact, delays in resolving issues at the earliest opportunity and weaker tenant experience in some cases.

Assurance work completed during the year identified these risks early and informed targeted improvements to training, diagnostics, ownership and quality-control arrangements. These improvements are expected to support more consistent service delivery as the operating model becomes embedded.

3.4 Learning, Service Improvement, and Tenant Outcomes
The following table summarises the main learning themes, the actions already taken and how impact will be monitored during 2026-27. It brings together the root causes described above and shows how they are being translated into service improvement activity .








	Learning Theme
	What Tenants Told Us
	What We Learned
	Action Taken
	Outcome and Monitoring

	Communication
	Tenants told us that updates were not always timely or consistent, and that processes were unclear during complex repairs, planned works and ASB cases.
	Tenant dissatisfaction was often shaped by how well we communicated progress, next steps and responsibilities, rather than by the service outcome alone.
	Introduced personalised communication plans for ASB cases and complex repairs; strengthened ASB case management arrangements; and introduced planned works information packs with mandatory communication stages.
	Complaints relating to ASB reduced during 2025-26 following improvements to case management and communication arrangements. This is reflected in TSM satisfaction with ASB handling, which improved from 71.5% to 77.1%, and satisfaction with being kept informed, which improved from 81.6% to 86.3%. This indicates that complaint learning is contributing to improved tenant outcomes in this service area.

This indicates that complaint learning is contributing to improved tenant outcomes in this service area.

	Information Management
	Tenants experienced errors or delays where staff had not considered the full case history or relevant information held across organisational records.
	Reliable, accessible and consistently used information is essential to effective decision-making, complaint resolution and tenant service.
	Strengthened recording standards and improved access to tenant information across services so staff can make better informed decisions and reduce avoidable repeat contact.
	It is too early to evidence a measurable tenant outcome. Impact will be monitored during 2026-27 through complaint investigations, complaint trends and root cause analysis, tenant satisfaction measures, tenant feedback and service request first-contact resolution rates.

	Contractor Oversight
	Tenants experienced missed appointments, poor communication, delays and uncertainty about who was responsible for resolving outstanding actions.
	Tenants experience contractor-delivered services as Arches services, so contractor performance directly affects trust, satisfaction and perceptions of accountability.
	Complaint learning is now routinely translated into contractor performance discussions and improvement actions, providing greater assurance that recurring issues are identified and addressed. Measurable tenant outcomes will continue to be monitored through complaint volumes, repairs satisfaction and appointment performance.
	Whilst contractor-related complaints remain a significant theme, tenant satisfaction with the overall repairs service increased from 85.0% to 86.3%, and satisfaction with repair completion times increased from 82.8% to 86.6%. This suggests that improvement activity is beginning to have a positive impact, although complaint data shows that service consistency remains a challenge. 

Changes are being embedded, with improvement expected to become more visible during 2026-27.

	Repairs Quality and Diagnostics
	Tenants reported repeat visits, unresolved repairs, avoidable delays and confusion about roles and responsibilities.
	Where faults were not diagnosed correctly at the outset, repairs were more likely to be incorrectly specified, delayed or require repeat attendance.
	Improved diagnostic practice through specialist training, increased use of photographic evidence and enhanced oversight of major repairs.
	Tenant satisfaction with the overall repairs service increased from 85.0% to 86.3%, whilst satisfaction with the speed of repairs increased from 82.8% to 86.6%. This provides early evidence that improvements to repairs management and delivery are having a positive impact, although diagnostics, repeat visits and complex repairs remain significant drivers of repairs-related complaints.

	Ownership and Follow-Through
	Tenants became frustrated where agreed actions, repairs or commitments were not completed within expected timescales, leading to repeat contact or escalation.
	Actions agreed during repairs and complaint processes were not always owned clearly or monitored through to completion.
	Strengthened action tracking, monitoring and management oversight so agreed actions are followed through and outstanding commitments remain visible.
	Stage 2 escalation reduced from 13.6% in 2024-25 to 11.1% in 2025-26, indicating that more complaints were resolved successfully at Stage 1 without requiring further review.



3.5 Priority for 2026-27
The priority for 2026-27 is to embed recent improvements and reduce repairs-related dissatisfaction, repeat contact, avoidable complaints and escalation.

3.6 Compensation and Redress
During 2025-26, Arches awarded £4,998.24 in compensation and goodwill payments where service failures had a demonstrable impact on tenants. Payments were most commonly linked to missed appointments, poor communication, repair delays, contractor performance and failure to complete agreed actions. Decisions followed Housing Ombudsman remedy principles, with most awards between £25 and £100 and higher payments, up to £899, where failures were prolonged or more significant.

Compensation was not viewed as a substitute for resolving issues, but as part of a wider approach combining redress, learning and service improvement.

3.7 Monitoring Learning and Improvement Actions
Learning actions are tracked through service improvement action plans, management oversight, contractor performance meetings and quarterly complaints reporting.

Root cause analysis is undertaken to identify where there are systemic issues requiring a more strategic response, such as informing the operational reorganisation of teams or the strategic repairs review. This provides assurance that complaint learning is not limited to individual cases but is used to drive wider service improvement and monitor whether expected outcomes are achieved.

4.0 Accessibility, Representation, and Satisfaction
Complainant profile data found no material variances that suggest any tenant group is unable to access the complaints process. Complaints were received from tenants across all protected characteristics and localities, providing assurance that complaint routes remain visible and accessible.

Some groups made greater use of the complaints process than others. Complaints were more frequently raised by tenants from Black and Minority Ethnic backgrounds, female tenants and those aged between 30 and 49. Complaints were also more common amongst Sheffield tenants, reflecting the age and profile of stock within that locality and the higher demand for repairs services.

In contrast, younger tenants, male tenants, and tenants living in Rotherham were less likely to make complaints relative to their representation within our tenant population. While this does not indicate an accessibility issue, these groups will continue to be monitored to ensure that all tenants feel equally able to raise concerns and seek redress when services fall short.

The following dashboard shows variance in representation by group and characteristic, based on the information currently held:


	Characteristic
	Representation Commentary

	Ethnicity
	White tenants (-13.9%)

	Gender
	Male tenants (-10.5%)

	Age
	20-29 (-7.5%)

	
	50-59 (-4.3%)

	
	60-69 (-6%)

	Locality
	Rotherham (-9.4%)

	
	Chesterfield (-1.1%)

	Self-disclosed disability/additional need
	Tenants with a self-disclosed support need were overrepresented by 4.4% compared to the wider tenant population. This is not currently considered a significant variance but may indicate that tenants requiring additional support interact more frequently with our services and therefore have greater opportunity to raise concerns when services fall short. This trend will continue to be monitored.



No significant accessibility concerns were identified. Complaint representation broadly reflects the profile of our tenant population, providing assurance that tenants across protected characteristics, age groups and localities are able to access the complaints process. Variances identified will continue to be monitored to ensure no group experiences barriers to raising concerns or seeking redress.

4.1 Complaint Satisfaction
Complaint satisfaction feedback provides an important tenant perspective on complaint handling and the wider tenant experience. 

The significant variation between 2024-25 and 2025-26 complaint satisfaction results should be considered in the context of a change in survey methodology. During 2025-26, surveying transferred from an internally managed process to an independent external provider. This was undertaken to improve resilience, increase objectivity and provide greater assurance regarding the validity of tenant feedback. As a result, the reduction in reported complaint satisfaction cannot be interpreted solely as a deterioration in complaint handling performance. Other indicators, including reduced escalation rates, improved TSM complaint-handling satisfaction and continued compliance with Ombudsman timescales, suggest a more balanced picture of performance.

Based on 28 survey responses received between November 2025 and July 2026, satisfaction was strongest where tenants felt their complaint was understood and the outcome explained personally. Lower satisfaction with fairness, clarity of next steps and overall handling shows that communication, ownership and follow-through remain priorities.

Satisfaction responses to key statements are as follows: 
	Measure
	2024-25
	2025-26

	Felt their Complaint was understood
	79%
	71%

	Communication met their needs
	81%
	64%

	Investigation addressed the complaint fully
	81%
	68%

	Outcome explained personally / by telephone
	95%
	71%

	Outcome considered fair and reasonable
	81%
	57%

	Outcome letter clearly explained next steps
	93%
	61%

	Overall satisfaction with complaint handling
	79%
	50%



Findings from the complaint satisfaction survey are broadly consistent with the annual TSM perception survey. Whilst complaint handling remains one of the lowest scoring service areas, satisfaction improved from 49.3% to 50.8% during 2025-26. The TSM survey also confirmed that complaint handling remains one of the strongest drivers of overall satisfaction, with HouseMark identifying complaint handling, overall repairs service and keeping homes well maintained as having the greatest influence on tenant satisfaction.

4.2 Service Requests
Service requests are early indicators of dissatisfaction and provide opportunities to put things right for tenants sooner. The Housing Ombudsman clarifies that service requests are not complaints, but must be recorded, monitored and reviewed regularly.

Service request volumes reduced from 724 in 2024-25 to 558 in 2025-26, although first-contact resolution also fell from 53% to 41%. This suggests more tenants needed repeat contact before issues were resolved, consistent with complaint findings on service consistency, ownership and transition challenges.

Service request trends remained broadly consistent with previous years, with higher volumes during colder months and at the start of planned programmes. The following chart shows service requests received by month:



Repairs-related issues accounted for approximately 77% of service requests, with themes consistent with complaint analysis:
· update chasing
· appointment failures
· quality of work
· diagnosis of repairs
· contractor communication
· repeat repairs.
4.3 Looking Ahead to 2026-27
The focus for 2026-27 will be to translate learning into measurable improvements in tenant experience. Priority will be given to improving repairs consistency and quality, strengthening contractor accountability, embedding diagnostic and major repairs improvements, increasing first-contact resolution, and improving communication, ownership and follow-through.
5.0 Compliance 
The Housing Ombudsman Complaint Handling Code requires registered providers to include specific information in their annual report to the Board, including:
	Requirement
	Response

	A self-assessment against the Code to ensure their complaint handling policy remains in line with its requirements.
	Complete.
100% compliance with full commentary provided in the self- assessment. 

	Qualitative and quantitative analysis of the landlord’s complaint handling performance which must also include a summary of the types of complaints the landlord has refused to accept. 
	Complete.

Section 2 of report.

Quarterly reports also provided in-year.

	Any findings of non-compliance with this Code by the Ombudsman.
	The Housing Ombudsman has not yet reviewed compliance across housing association membership. This is expected in 2026-27.

	the service improvements made as a result of the learning from complaints; 
	Complete. 

Section 2 of report.

	any annual report about the landlord’s performance from the Ombudsman
	Reports would only be prepared if the landlord had a high volume of determinations made by the Housing Ombudsman. 

There have not been any reports prepared by the Housing Ombudsman about Arches Housing.

	any other relevant reports or publications produced by the Ombudsman in relation to the work of the landlord.
	



The complaint handling policy and process were subject to external audit in 2024, which provided substantial assurance on the execution of our duties under the Housing Ombudsman Complaint Handling Code. This was also tested through a dedicated tenant scrutiny exercise in 2025, which resulted in revisions to complaint response templates, clearer complaint outcome letters, improved signposting to escalation routes, greater use of telephone contact when discussing complaint outcomes and improvements to tenant-facing complaints information. These changes have since been incorporated into our complaints processes and annual self-assessment arrangements.

6.0 Strategic Alignment
This paper supports all strategic priorities by using complaints as a source of intelligence for service improvement. It particularly supports Strategic Priority 3: Quality Organisation, through strong governance and compliance with the Complaint Handling Code and Consumer Standards.

7.0 Risk and Assurance
The key risks associated with the statutory complaints requirements are:

· SR003 – Failure to comply with RSH standards could lead to regulatory intervention and loss of confidence from key stakeholders which could impact the reputation, credibility, or viability of the association.

· SR022 – Weaknesses in governance cause ineffective oversight, leading to poor decision-making.

8.0 Values Alignment

· Steel

Ensuring compliance with the Housing Ombudsman Complaint Handling Code demonstrates Steel through our commitment to continuous improvement, tackling challenges and finding the right solution for tenants.

9.0 Value for Money
· Efficiency
Compliance with the Housing Ombudsman Complaint Handling Code and our focus on continuous improvement support efficiency by reducing duplication, improving right-first-time services and releasing capacity to deliver more for tenants day to day.
10.0 Conclusion

This report fulfils a key requirement of the Housing Ombudsman Complaint Handling Code and demonstrates statutory and regulatory compliance. It also reinforces the Board’s commitment to using complaints and learning to improve outcomes for tenants.

11.0 Recommendation 

The Board is asked to:
1. Confirm reasonable assurance of Arches’ compliance with the Housing Ombudsman Complaint Handling Code.
2. Discuss and provide comments to inform the Board response foreword, to be approved separately by the Board Chair and Member Responsible for Complaints before publication.
3. Confirm approval to publish this report on the organisation’s website to complete compliance with the Housing Ombudsman Code.
Service Requests Received Monthly 2025-26


Apr	May	Jun	Jul	Aug	Sep	Oct	Nov	Dec	Jan	Feb	Mar	67	63	29	23	35	44	90	42	32	39	47	47	
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