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The following report sets out Julian House’s complaints’ performance between 1st April 

2025 to 31st March 2026, in relation to compliance with our organisational policy and the 

Housing Ombudsman Service (HOS) Complaint Handling Code.  

This report sets out details of the number of complaints received, the type of complaints, 

length of time to respond to complaints, the complaint themes and lessons learned and 

service improvement report. This report will be published on our website alongside our 

self-assessment against the Complaint Handling code.  
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Complaints performance 2025-26 

Number of complaints 

Between 1st April 2025 and 31st March 2026, Julian House logged 48 complaints in total. 

This compares with 21 complaints logged in 2024-5  

We recognise the value of complaints as an important source of insight to improve 

service delivery and client satisfaction. The increase in complaints recorded in 2025-

6 reflects, in part, our strengthened approach to capturing feedback: improved 

central logging, staff training, and greater awareness and confidence to recognise 

and record complaints consistently.  

In 2025-6 we introduced a new feedback and complaints leaflet for clients, and we 

are embedding this into all inductions and welcome packs in our accommodation 

services. We will continue to improve how we publicise and explain routes for 

feedback and complaints, so that concerns are raised early, addressed promptly, and 

the learning can be shared across the organisation to drive service improvement.  

Complainant category 2025-6 

 

A significant proportion of complaints logged in 2025/6 were from our clients (service 

users). We are pleased to see these complaints recorded and the learning from 

these. This indicates that the introduction of a new complaints and feedback leaflet 

has helped our service users know how they can feedback and make complaints.  

In addition, staff have recorded a high number of complaints from neighbours. We 

have noted that some of those recorded complaints were initial communications from 

neighbours about noise/behaviour of service users rather than a complaint about 

how we are responding to their case.  
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Complaint themes 2025-6 

 

 

We saw a range of complaint themes in 2025-6.  

34% (16) complaints logged related to noise/ASB. It is positive that our staff are 

taking action when neighbours make contact with us around noise etc. that our 

clients are making noise however the initial action should be to deal with it under our 

robust ASB and warnings and evictions policies. We have now devised a better 

flowchart for staff outlining the process of handling initial noise/ASB alerts from 

neighbours so staff are clearer that they should hopefully resolve these under our 

ASB and Warnings & Evictions policy and fewer should result in neighbour 

complaints.  

While 13% of complaints (6) related to the actions of staff, a large proportion of 

these were not upheld following investigation. Many of these complaints reflected 

frustration linked to unmet or increasing support needs, rather than inappropriate 

staff conduct. In several cases, clients were experiencing complex needs that 

exceeded the level of support Julian House is commissioned or equipped to provide, 

leading to feelings of not being sufficiently supported. 

11% (4) of complaints main theme related to actions of our clients. This was mainly 

complaints from service users (clients) about other clients at their property. In all 

cases, the complaint was upheld and action taken through our warnings and 

evictions process.  

Our fourth highest complaint theme was repairs and maintenance. 8% (4 

complaints) related to this theme. We have recently increased our repairs and 

maintenance resources to improve our response time to reactive routine repairs. 
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Stage of complaints: Escalation 

Making a complaint can be a stressful process for the complainant and we hope to 

resolve as many complaints as possible at stage one. All our complaint responses 

provide complainants with details of how to appeal our response and take it to stage 

two.  

In 2025-26, 92% of complaints were resolved at stage one. 8% were escalated to 

stage two. This compares to 9.5% being escalated in 2024-5. All complaints were 

resolved by stage two, and none were escalated further.  

 

Complaints upheld 

 

In line with developing a culture where complaints are valued for the improvements 

they help us make in our service delivery, all managers are trained in investigating 

complaints and where appropriate in upholding or partially upholding them and in 

capturing learning which can be implemented and shared across services.  

We are pleased to see that 72% of complaints logged in 2025/6 were upheld or 

partially upheld (compared to 71% in 2024/5) 
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Timescales for closing complaints 

The Housing Ombudsman Complaint Handling Code states that complaints should 

be acknowledged within five working days and that a full response should then be 

given within ten working days of the complaint being acknowledged. Where a 

complaint is complex an extension of an additional ten working days can be given 

but the resident much be kept informed as to any extension and the reason.  

Julian House recognises the importance of responding quickly to complaints once 

they have been made and in allocating resources quickly to enable this. In 2025/6 

95% of complaints logged were responded to within the target timescale (this is the 

same as in 2024/5).  

 

Service Improvement Plan 2025/6 

 

Julian House is committed to developing a positive complaint handling culture within 

the organisation and to learning from complaints.  

In 2025/6 we have made the following improvements 

• With input from our client advisory group, we have redesigned our feedback 

and complaints leaflet for clients to ensure it is easy to use and accessible to 

all our clients and have rolled this out across all our services.  

• Redesigned our complaints logging form to make it easier to complete and the 

learning shared 

• Introduced a better system of oversight of complaints by sharing details with 

regional and senior regional managers as soon as they are logged. 

• Developed better systems of learning from complaints by scheduling periodic 

reviews of learning from all complaints at regional managers meetings. 

• Towards the end of the year, we produced a complaint handling flowchart so 

that neighbour communications around noise or disturbance are initially dealt 

with under our robust ASB and Warnings and Eviction policy and so that staff 

are clearer around the difference between service requests and complaints. 
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In 2026-7 we will make the following improvements to our complaints handling 

process: 

• We will roll out and publicise the complaint handling flowchart, so staff are 

more confident around what is a complaint vs service request or ASB incident. 

• Review training to ensure that frontline staff feel empowered to resolve 

low-level complaints quickly. 

 

In response to themes raised in the complaints made in 2025-6 we will: 

• Take a strategic overview look at the support needs of clients being referred to 

our services vs the level of support we are commissioned to provide.  

• Ensure all service managers are equipped and confident in building good 

relationships with neighbours and responding appropriately to alerts from 

neighbours around noise or ASB in our properties. 

• Review contractor performance to ensure repair work is carried out to an 

acceptable standard, and within the required timeframe 

 

Client Service Group Committee response to Annual Report on 

Complaints and Feedback Performance 
One of strategic priorities is to deliver quality services so that we can make a lasting positive 

difference to people facing complex challenges. When standards fall short, we want to know 

so that we can put things right as quickly as possible.  We therefore highly value complaints 

and the opportunity to learn and improve the way we deliver services. 

We are pleased to see that the improvements made in 2025 to better publicise the ways that 

our service users can make complaints has resulted in an increase in the number of 

complaints being reported in our services, which we will use to continuously improve the 

services we provide. We are encouraged by the continued attention given by our teams to 

resolving complaints within set timescales and at an early stage.   

We also recognise the importance of responding appropriately and consistently to concerns 

raised by neighbours. During 2026/7, we will strengthen how initial contacts relating to noise, 

anti-social behaviour or similar issues are assessed and managed, so that they are dealt 

with through our robust anti-social behaviour, warnings and evictions processes wherever 

appropriate, rather than being logged automatically as formal complaints. This clearer triage 

approach will support proportionate and timely responses, help staff apply policies 

consistently, and enable concerns to be resolved more quickly, while maintaining positive 

relationships with neighbours and local communities. 

The Annual Complaints Performance and Service Improvement Report shows that, whilst we 

are compliant with the Housing Ombudsman’s Complaint Handling Code, there remain areas 

where improvement is needed. We will continue to monitor progress and provide 

constructive challenge where required. 

We are committed to learning from each complaint and improving services to meet the 

expectations of the Housing Ombudsman, and most importantly, our clients. 


