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Purpose of paper
1.1 Registered Providers are required to prepare and publish an annual self-assessment to evidence compliance with the Housing Ombudsman Service (HOS) complaints code. The self-assessment should also set out performance, learning and service improvements identified and implemented as a result of complaints received.  
1.2 Transform’s Board of Trustees is required to prepare and publish a response to the self-assessment.
1.2.1 The purpose of this report is to provide the Board with the information and assurance it needs to respond to the self-assessment (in Appendix 1) and approve its publication. 
Recommendations
2.1	The Board is requested to:
2.1.2	Note the report and identify any further questions
2.1.2 	Agree the Board response (section 5)
2.1.3 	Approve the self-assessment (Appendix 1) and response for publication
Complaints Performance 2023/24
3.1	This report gives an overview of complaints handling during 2023/24, the insights generated by a review of our complaints data and feedback from our Clients Survey (2023) and the improvements we have made to our complaints handling and services.  
3.2 	A total of 16 complaints were received between 1 April 2023 and 31 March 2024. All complaints were accepted and investigated.
3.3	13 complaints were closed after Stage One. Of these, nine were fully resolved to the clients’ satisfaction and four complainants did not pursue their complaint further. Three complaints were escalated to Stage Two (one of these was concluded in early May 2024). A Stage Two complaint from the previous reporting period was re-opened after referral from the Housing Ombudsman. 

3.4	Twelve complaints were received from Transform clients and four were received by neighbours about the behaviour of Transform clients. Half the complaints raised by Transform clients were about the behaviour of other clients. One complaint was about the quality of the maintenance service, there was one complaint about the conduct of Transform staff and three clients raised complaints about decisions to end their licences to occupy shared accommodation. 

3.5	Our review of complaints data and the feedback from our Client Survey has identified a number of themes:
· Complaints handling required improvement. In a number of cases, several members of staff from different departments were involved in responding to the complaint. This resulted in clients receiving conflicting information and mixed messages which increased frustration.
· The complexity and vulnerability of some clients is a factor in many of the complaints about behaviour and conduct, especially in shared housing. Balancing the needs of the vulnerable individuals we are established to serve and those of their neighbours requires skill, a good understanding of confidentiality and very clear communication. 
· Access arrangements for supported and shared housing can be more complex and it is important they are understood by staff, contractors and clients. 
· The underlying causes of repairs should be considered, identified and addressed to avoid further occurrence of maintenance issues. 
3.6 	Improvement actions we have taken as a result of our analysis and review of client feedback have included: 
· The review and publication of a new Complaints Handling policy. This is compliant with the updated Housing Ombudsman code and includes supporting policies and procedures:
· Reasonable Adjustment Policy
· Compensation Policy
· Vulnerability Policy
· Unreasonable Behaviour [when making a complaint] Policy
· New complaints letter templates for all stages of a complaint from April 2024
· A new Complaints Case Management System to improve oversight and learning by the Complaints Team 
· Improved complaints handling. From April 2024 each individual complaint is assigned to a named investigating officer who is also the single point of contact for the complainant for the relevant stage of the investigation. 
· Introduction of a new Anti-Social Behaviour (ASB) form to support better monitoring, learning and appropriate resolution of ASB cases. 
· Developed training to support our new complaints policies for all operational teams and central office staff – i.e. all Transform colleagues. 
· Started a review of our referral process to improve information about our services and ensure better referral decisions for our shared houses.
· Updated and disseminated refreshed guidance on access arrangements for supported and shared housing.
· Continued to review and develop our responsive maintenance processes.
Compliance with the Housing Ombudsman Service (HOS) Code for Complaints
4.1 	We have completed our self-assessment for 2023/24. In keeping with the HOS guidance, we have self-assessed against our new Complaints Policies and Procedures. The self-assessment is in Appendix 1 of this report.
4.2	Transform is compliant with all aspects of the Code relating to the reporting, handling and learning from complaints. 
4.3	Due to the complex nature of our business which provides integrated core and enhanced housing management and support services, we are working to better understand and define the “service requests” which need to be reported to the HOS. This is necessary to design a proportionate reporting system. We anticipate having this in place no later than 1 October 2024. In the meantime, service requests received through our complaints and maintenance reporting systems are being logged.
4.4	The involvement of our clients in the design and development of the complaints training has been positively received and has helped us establish a culture of learning that welcomes complaints as opportunities to support the continuous improvement of our services and ensure accountability to our clients.
1. Transform Board’s Response to Complaints Review and Self-Assessment 2023/24
5.1 Transform welcomes the HOS new code for complaints. This, together with the feedback from our Client Survey (2023) has provided the impetus for us to refresh our approach and ensure we are accountable to our clients and move towards being the learning organisation.

5.2 We are pleased to confirm compliance with the HOS code and are committed to working towards continuous improvement of our reporting and learning through complaints.

5.3 Our Complaints Policy implicitly states that:
Our guiding values are Respect, Empowerment, Responsibility and Excellence. Having a clear and accessible complaints policy helps us uphold those values in these ways. 
We respect your views and want you to feel heard and know that we will take your concerns seriously. Being able to raise complaints helps empower you. Making a complaint can help you take control of a difficult situation and gives you a voice. We will take responsibility for what may have gone wrong and let you know in a timely manner what we can and can’t do to put things right. Complaints help us learn and improve what we do and how we do it, which supports us in our aim of achieving excellence in our services.
How we respond to complaints is important as it can impact on your experience of our services and how you feel about us and yourself. 
A complaint is an opportunity for us to learn and improve. It is important we listen carefully to you and understand what outcomes you would prefer through your complaint. Colleagues should take ownership of a complaint rather than think of it as a series of processes or tasks to be managed. 
Complaints do not need to be negative experiences, but can be a positive way of building, improving and maintaining positive relationships with our clients, and putting our values into action.

Outcome of complaints 2023/24


Total new complaints 2023/24	Fully resolved (Stage One)	Partly resolved (Stage One)	Escalated to Stage Two	16	9	4	3	

Complaints received 2023/24 


Other tenants behaviour/ conduct	External complaints about Transform tenants behviour/conduct	Contractor conduct	Maintenance/repairs service	Staff conduct 	Decision to end licence agreement	6	4	1	1	1	3	
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