Council Housing Complaints Service Improvement Action Plan 2026/27
This action plan has been developed from the Council Housing Annual Complaints Performance and Service Improvement Report for 2025/26. It focuses on the main areas of learning identified through complaint performance, Housing Ombudsman activity, complaint themes, service feedback and tenant experience. The plan is intended to support delivery of measurable improvement during 2026/27, with a particular focus on communication, timeliness, case ownership, repairs, damp and mould, tenancy management, vulnerability and complaint handling quality.
Action Plan
	Ref
	Improvement priority
	Action required
	Lead
	Timescale
	Success measure / outcome
	Monitoring and assurance

	1
	Improve response timeliness and reduce avoidable escalation.
	Strengthen management oversight of complaint deadlines, including earlier identification of cases at risk of delay, timely use of holding responses, and clear escalation where service information is outstanding.
	Complaints and Data Manager, supported by service managers
	Quarter2- Quarter 3 2026/27
	Improved percentage of stage 1 and stage 2 complaints responded to within target timescales, with fewer late responses and reduced escalation linked to delay.
	Monthly complaint performance reporting to housing management team, with exception reporting for overdue cases.

	2
	Strengthen case ownership and communication with tenants.
	Introduce clearer expectations for early contact, regular updates, confirmation of agreed actions, and explanation of next steps where complaints involve more than one service area or require follow-on work.
	Heads of Service and service managers
	Quarter 2–Quarter 3 2026/27
	Tenants receive clearer and more consistent communication, with fewer complaints relating to lack of reply, poor updates, promised actions not completed, or uncertainty about timescales.
	Complaint theme analysis, quality checks on responses, and review of repeat contact or escalated cases.

	3
	Improve quality, clarity and consistency of complaint responses.
	Embed the learning from complaint handling training by introducing periodic quality checks against the Complaint Handling Code, including clarity of explanation, evidence relied upon, policy references, signposting, apology and remedy.
	Complaints and Data Manager
	Quarter 2 2026/27 and ongoing
	Complaint responses are more evidence-based, tenant-focused, proportionate and consistent, with stronger assurance that each complaint point has been addressed.
	Quarterly sample review of stage 1 and stage 2 responses, with feedback to managers and learning shared across teams.

	4
	Strengthen repairs, damp and mould and property condition case progression.
	Improve tracking of complex and long-running repairs, damp and mould and housing hazard cases, ensuring inspections lead to timely actions, follow-on works are monitored, and repeat issues are escalated for management review.
	Asset Improvement Manager, Housing Operations Team Leader, Technical manager 
	Quarter 2–Quarter 4 2026/27
	Reduced repeat dissatisfaction, clearer evidence of root-cause diagnosis, improved follow-through after inspection, and stronger readiness for Awaab’s Law requirements.
	Regular review of open damp and mould cases, overdue repair actions, complaint learning and relevant performance indicators.

	5
	Improve contractor performance and tenant experience in gas and heating services.
	Continue implementation of the gas and heating contractor improvement plan, focusing on appointments, communication, call handling, repeat visits, and escalation where tenants are without heating or hot water.
	Building Safety & Investment Manager, Gas Manager, Complaints and Data Manager 
	Quarter 2–Quarter 4 2026/27
	Improved contractor responsiveness, fewer complaints linked to missed or delayed appointments, and clearer communication for tenants affected by heating or hot water issues.
	Contract performance meetings, complaint trend review, tenant feedback and escalation reporting for high-risk cases.

	6
	Embed stronger consideration of vulnerability in complaint handling and service delivery.
	Ensure vulnerability is identified, recorded and considered when prioritising complaints, agreeing actions, communicating with tenants and determining appropriate remedies or reasonable adjustments.
	All Service Managers
	Quarter 2–Quarter 4 2026/27
	Improved evidence that vulnerability, health impacts, disability, children’s needs and household circumstances are actively considered in complaint investigations and service responses.
	Case audits, complaint quality checks, review of high-risk cases and monitoring of complaints involving vulnerable households.

	7
	Improve tenancy management case handling and reduce escalation.
	Strengthen case management standards for tenancy, anti-social behaviour, Right to Buy and leasehold cases, including clearer recording of actions, rationale, evidence thresholds, updates and expected timescales.
	Head of Neighbourhood, Neighbourhood Manager 
	Quarter 2–Quarter 4 2026/27
	Reduced complaints linked to lack of updates, perceived unfairness, delay or unclear decision-making, and improved tenant understanding of case progression and policy thresholds.
	Review of stage 1 and stage 2 tenancy management complaints, ASB closure questionnaire feedback and management case reviews.

	8
	Use tenant feedback more effectively to shape service improvement.
	Establish and embed the repairs tenant panel, using tenant insight to review communication, appointment handling, repair quality, damp and mould experience and opportunities for service redesign.
	Tenant Engagement team, Complaints and Data manager, Repairs
	Quarter 2 2026/27
	Tenant feedback is used more visibly to challenge performance, identify barriers, improve communication and inform practical service improvements.
	Panel feedback reports, action tracking, tenant engagement updates and review through service improvement meetings.

	9
	Improve use of complaints data, learning and wider performance information.
	Bring together complaint themes, Tenant Satisfaction Measures, compliments, Ombudsman findings, service performance and repeat contact data to identify recurring issues, emerging risks and priority areas for action.
	Complaints and Data Manager, Performance team and Housing Management Team
	Quarter 2–Quarter 4 2026/27
	Improved visibility of complaint trends and stronger evidence that learning is informing policy, process, training, service planning and operational decisions.
	Quarterly complaints and learning dashboard, management review and annual reporting to Members.

	10
	Maintain proactive learning from the Housing Ombudsman and wider sector.
	Continue to review Housing Ombudsman determinations, maladministration findings, spotlight reports and Complaint Handling Code updates, and translate relevant learning into local policy, process and training activity.
	Complaints and Data Manager and Head of Housing Asset/ Neighbourhood
	Ongoing throughout 2026/27
	Local practice remains aligned with Ombudsman expectations, emerging sector risks are identified early, and relevant learning is evidenced in service improvement activity.
	Ombudsman learning log, management team updates, policy review records and annual complaints performance report.

	11
	Embed complaint learning and feedback loops to drive service improvement and reduce repeat issues.

	Establish a structured complaint feedback process to ensure learning from Stage 1 and Stage 2 complaints is shared with the officers, managers and service areas best placed to act on it. This will include sharing Stage 2 learning with the original Stage 1 investigating officer and manager to strengthen future complaint handling, and sharing Stage 1 learning with relevant teams where actions, communication, delays, decision-making or processes have contributed to complaints. Maintain a Complaint Learning Log to record learning, actions taken and resulting service improvements, with a focus on learning and continuous improvement rather than blame.

	Complaints and Data Manager supported by Heads of Service and service managers

	Ongoing throughout 2026/27

	Improved quality and consistency of Stage 1 complaint responses, greater ownership of complaint learning across services, evidence of service improvements arising from complaints, reduced repeat complaint themes, and fewer avoidable escalations

	Quarterly review of the Complaint Learning Log, complaint theme analysis, reporting of learning outcomes to senior management, and monitoring of repeat complaints and Stage 2 escalation rates.




Complaint Dashboard
The following complaint dashboard measures will be used to monitor whether the actions in this plan are delivering measurable improvement. Performance will be reviewed quarterly by the Complaints and Data Manager and reported to Management Team and the Housing Cabinet Committee alongside wider complaint learning and service improvement updates on.
	KPI
	Measure
	Target / direction of travel
	Reporting frequency

	Complaint response timeliness
	Percentage of stage 1 and stage 2 complaints responded to within target timescales.
	Maintain or improve performance, with particular focus on improving stage 2 timeliness.
	Quarterly

	Late complaint responses
	Number and percentage of complaints responded to outside the target timescale, including reasons for delay.
	Reduce the number of late responses and ensure holding responses are issued where extensions are required.
	Quarterly

	Complaint escalation
	Number and percentage of stage 1 complaints escalated to stage 2.
	Reduce avoidable escalation through earlier resolution, clearer communication and stronger stage 1 ownership.
	Quarterly

	Recurring complaint themes
	Number of complaints relating to delay, lack of reply, poor communication, promised action not completed, quality of service and unfair treatment.
	Reduce recurring themes over time and evidence targeted service improvement activity where themes remain high.
	Quarterly

	Complaint response quality
	Percentage of sampled complaint responses meeting internal quality standards, including clear explanation, evidence, policy reference, apology, remedy and signposting where appropriate.
	Increase the proportion of responses assessed as meeting the required standard.
	Quarterly

	Repairs and damp and mould case progression
	Number of complaints linked to repairs, damp and mould, repeat visits, delayed follow-on works or unresolved property condition issues.
	Reduce repeat dissatisfaction and improve evidence of timely follow-through after inspection.
	Quarterly

	Gas and heating contractor performance
	Number of complaints linked to missed appointments, delayed attendance, poor communication, repeat visits or loss of heating and hot water.
	Reduce complaints linked to contractor communication and appointment handling, with additional scrutiny for vulnerable households.
	Quarterly

	Vulnerability consideration
	Percentage of sampled complaint cases where vulnerability, health impact, disability, children’s needs or reasonable adjustments are clearly identified and considered.
	Increase evidence that vulnerability is actively considered and reflected in complaint handling and service response.
	Quarterly

	Tenant engagement and learning
	Number of improvement actions identified through tenant feedback, repairs tenant panel activity, ASB closure questionnaires, complaints and compliments.
	Increase visible use of tenant feedback to inform service improvements and close the feedback loop through “you said, we did” updates.
	Quarterly

	Housing Ombudsman learning
	Number of Ombudsman findings, spotlight reports, maladministration decisions or sector learning reviews considered and translated into local actions.
	Maintain proactive review and evidence how relevant learning has informed local policy, process, training or service improvement.
	Quarterly


Governance and Review
Progress against this action plan will be managed by the Complaints and Data Manager and monitored through routine management oversight, complaint performance reporting and service improvement review. Progress updates will be reported quarterly to Management Team and the Housing Cabinet Committee, providing assurance that complaint learning is being translated into practical improvements for tenants, leaseholders and applicants. Progress will also inform the next annual complaints performance and service improvement report, demonstrating to Members, tenants and regulators that complaint learning is being acted upon and that further action is taken where improvement is not yet embedded.

