Quarterly Council Housing Complaints and Service Improvement Dashboard
For reporting to Housing Cabinet Committee
1. Purpose of the Dashboard
This dashboard provides quarterly oversight of council housing complaints, complaint handling performance and progress against the 2026/27 Complaints Service Improvement Action Plan. It is intended to give Members clear assurance that learning from complaints, tenant feedback, Housing Ombudsman activity and wider performance information is being translated into measurable service improvement.
The dashboard should be reviewed alongside the quarterly narrative update from the Complaints and Data Manager, highlighting key trends, areas of concern, improvement activity completed during the quarter and any matters requiring Member awareness or escalation.
2. Quarterly Summary Scorecard
	Reporting quarter
	April to June 2026
	Overall status
	Amber

	Total complaints received
	88
	Previous year
	April to June 2025 recorded 43 complaints; current quarter increased by 45 complaints year on year.

	Stage 1 complaints
	69
	Stage 2 complaints
	19

	Previous year Stage 1 / Stage 2
	April to June 2025: 40 Stage 1 and 3 Stage 2 complaints.
	Escalation rate
	2026: 21.6%; 2025: 7.0%. Increase of 14.6 percentage points.

	Responses within timescale
	100% of closed cases with recorded closure dates met target response dates.
	Previous year timeliness
	April to June 2025: 95.3% of closed cases with recorded closure dates met target response dates; 2 late responses recorded.

	Main complaint theme
	DSO Building Management repairs, damp and mould, property condition and contractor communication.
	Previous year theme
	Similar themes were present in 2025: Right to Buy delays, repairs/property condition, communication failures, ASB case handling and staff conduct.


3. Complaints Performance Measures
	KPI
	Quarter result
	Previous year comparison
	Direction of travel
	Target / expectation
	Commentary and action

	Stage 1 response timeliness
	100% of closed Stage 1 cases with recorded closure dates met target dates.
	April to June 2025: 95.0% of Stage 1 closed cases met target dates; 2 late Stage 1 responses recorded.
	Improved
	Maintain compliance with the Complaint Handling Code and monitor open cases before target dates pass.
	Timeliness has improved compared with the same quarter last year. Continued weekly monitoring is required because current-quarter open cases still need active oversight.

	Stage 2 response timeliness
	100% of closed Stage 2 cases with recorded closure dates met target dates.
	April to June 2025: 100% of Stage 2 closed cases met target dates.
	Maintained
	Maintain Stage 2 timeliness and reduce avoidable escalation.
	Although timeliness is maintained, the volume of Stage 2 complaints has increased significantly year on year, so attention needs to focus on Stage 1 resolution quality and early action tracking.

	Late complaint responses
	0 recorded late closed cases.
	April to June 2025: 2 late responses recorded.
	Improved
	Reduce late responses and ensure extensions or holding responses are used appropriately.
	The recorded position has improved; continue monitoring open complaints, particularly complex multi-service cases and those requiring extensions.

	Stage 1 to Stage 2 escalation
	19 Stage 2 cases; escalation rate 21.6%.
	April to June 2025: 3 Stage 2 cases; escalation rate 7.0%.
	Worsened
	Reduce avoidable escalation through earlier resolution and clearer communication.
	The increase in escalation indicates that Stage 1 responses need stronger explanations, clearer evidence, realistic remedies and action follow-through to prevent repeat dissatisfaction.

	Complaint response quality
	Improvement required.
	April to June 2025 learning also highlighted communication, clearer explanations, case ownership, contractor follow-up, RTB backlog, ASB handling and timely updates.
	Ongoing concern
	Increase the proportion of responses meeting quality standards.
	The same quality themes are recurring year on year. Quality assurance should focus on plain explanations, evidence-based decisions, apology/remedy, vulnerability and tracking actions after response.

	Recurring complaint themes
	Repairs/property condition; allocations delay/decision-making; tenancy/ASB case progression; vulnerability and reasonable adjustments; contractor appointment failures.
	April to June 2025 themes included Right to Buy delays, repairs and property condition, ASB/noise case handling, communication failures, staff conduct, allocations decision-making and service charge / communal area concerns.
	Persistent themes
	Reduce recurring themes including delay, lack of reply, poor communication and promised actions not completed.
	Targeted improvement is required around handoffs between inspections and repairs, proactive updates, vulnerability recording, RTB/leasehold communication and allocations explanation letters.


Escalation rate trend: The escalation rate has increased from 7.0% in April–June 2025 to 21.6% in April–June 2026, an increase of 14.6 percentage points. This means that although response timeliness has improved, a higher proportion of complaints are now progressing to Stage 2. The trend suggests that the focus for 2026/27 should be on improving Stage 1 resolution quality, ensuring complaint responses fully address the issues raised, and strengthening follow-through on agreed actions so residents do not need to escalate to secure a clear outcome.
4. Service Improvement Action Plan Progress
	Ref
	Improvement priority
	Lead
	Timescale
	Quarterly status
	Progress update
	Next steps / escalation

	1
	Improve response timeliness and reduce avoidable escalation.
	Complaints and Data Manager, supported by service managers
	Q2–Q3 2026/27
	Green 
	Complaints & Data Manager commenced employment in July 2026 and will push forward as part of the action plan
	

	2
	Strengthen case ownership and communication with tenants.
	Heads of Service and service managers
	Q2–Q3 2026/27
	Green
	[Complaints & Data Manager commenced employment in July 2026 and will push forward as part of the action plan
	

	3
	Improve quality, clarity and consistency of complaint responses.
	Complaints and Data Manager
	Q2 2026/27 and ongoing
	Green
	Complaints & Data Manager commenced employment in July 2026 and will push forward as part of the action plan
	

	4
	Strengthen repairs, damp and mould and property condition case progression.
	Asset Improvement Manager, Housing Operations Team Leader, Technical Manager
	Q2–Q4 2026/27
	Green
	Review of structure has been undertaken and implemented
	Adapt to Phase 2 Awaab Law

	5
	Improve contractor performance and tenant experience in gas and heating services.
	Building Safety and Investment Manager, Gas Manager, Complaints and Data Manager
	Q2–Q4 2026/27
	Green
	Improvement Plan has been established
	Continuous monitoring

	6
	Embed stronger consideration of vulnerability in complaint handling and service delivery.
	All Service Managers
	Q2–Q4 2026/27
	Green
	Vulnerability/ equality training for managers delivered in August and then rolled out to all staff during Q2
	Vulnerability/ Reasonable Adjustment Policy to be reviewed
Spotlight on Attitudes, Respect and Rights – Relationship of Equals action plan

	7
	Improve tenancy management case handling and reduce escalation.
	Head of Neighbourhood, Neighbourhood Manager
	Q2–Q4 2026/27
	[Green / Amber / Red]
	[Insert quarterly progress.] @kerry
	[Insert next steps.]

	8
	Use tenant feedback more effectively to shape service improvement.
	Tenant Engagement team, Complaints and Data Manager, Repairs
	Q2 2026/27
	Green
	Tenant Panel  & Building Safety Panel has been established.
Tenant Engagement & Communication Policy as well as tenant Engagement Strategy has been developed for Housing Cabinet approval
	Policy 7 Strategy to be adopted and embedded.
Repair Panel to be developed.

	9
	Improve use of complaints data, learning and wider performance information.
	Complaints and Data Manager, Performance team and Housing Management Team
	Q2–Q4 2026/27
	Green 
	Complaint Dashboard and Action Plan has been developed
	Complaints & Data Manager commenced employment in July 2026 and will push forward as part of the action plan

	10
	Maintain proactive learning from the Housing Ombudsman and wider sector.
	Complaints and Data Manager and Head of Housing Asset / Neighbourhood
	Ongoing throughout 2026/27
	Green 
	Review has been undertaken in regards to vulnerabilities in regards to compliance as well as window safety.
	Keep under review


5. Key Themes, Learning and Tenant Impact
	Theme / learning area
	Evidence from this quarter
	Tenant impact
	Action being taken
	Expected outcome

	Communication and updates
	Repeated concerns about unanswered calls, lack of updates, unclear explanations, missing records of contact and residents having to chase for progress.
	Residents reported frustration, distress, loss of trust and escalation to Stage 2, the Ombudsman, MPs or other external bodies.
	Strengthen case ownership, diary prompts, call recording notes and proactive updates at key stages.
	Residents receive clearer, earlier updates and fewer complaints escalate because residents understand what is happening and when.

	Repairs, damp and mould and property condition
	High volume of complaints about leaks, damp and mould, windows and doors, asbestos, drainage, kitchens, bathrooms and unresolved follow-on works.
	Residents described health concerns, anxiety, cold homes, repeated disruption, loss of confidence and concerns about safety or habitability.
	Improve handoffs between inspections and repair orders, track agreed complaint actions to completion and strengthen damp and mould oversight.
	Earlier resolution of root causes, fewer repeat visits and stronger evidence that actions promised in complaint responses have been completed.

	Gas, heating and contractor performance
	Complaints highlighted missed appointments, unclear access arrangements, generic appointment windows, capping decisions and concern that vulnerabilities were not considered before action.
	Some residents reported distress, loss of time, disruption to work, lack of heating or hot water and heightened anxiety where vulnerability was present.
	Require evidence of agreed appointments, improve vulnerability checks and document legal/safety considerations before enforcement or capping action.
	More proportionate action, better appointment reliability and improved compliance with reasonable adjustment and safeguarding expectations.

	Tenancy management and case progression
	Cases included ASB, neighbour disputes, service charge concerns, Right to Buy/leasehold issues, communal area conditions and case delays.
	Residents reported feeling unsafe, unheard or unclear about what action was being taken and why.
	Clarify action plans, strengthen evidence gathering, record engagement opportunities and communicate the distinction between behavioural and structural issues.
	Improved resident confidence, clearer decision-making and reduced repeat contact on longstanding cases.

	Vulnerability and reasonable adjustments
	A significant number of complaints referenced disability, mental health, pregnancy, children, domestic abuse, medical need or requests for tailored communication and access arrangements.
	Failure to identify or respond to vulnerability early can increase distress, perceived unfairness, safeguarding risk and escalation.
	Embed vulnerability checks in complaint triage, repairs escalation, gas access, allocations correspondence and complaint quality assurance.
	More resident-centred responses, clearer reasonable adjustments and improved compliance assurance.


6. Compliments, Positive Feedback and Good Practice
This section captures compliments and positive feedback received during the quarter, so that good practice is recognised and shared across housing services. It should be used alongside complaints data to provide a balanced view of tenant experience, identify what is working well and support wider learning through team briefings, service improvement meetings and “you said, we did” updates.
	Compliment measure
	Quarter result
	Previous year comparison
	Service area / team
	Good practice identified
	Learning to share

	Total compliments received
	139 compliments recorded across April to June 2026: 24 in April, 65 in May and 50 in June.
	April to June 2025 recorded 85 compliments: 39 in April, 43 in May and 3 in June. This represents an increase of 54 compliments year on year.
	Predominantly Housing - DSO Building Management, with one compliment recorded for Housing - Tenancy Management in 2026.
	Residents consistently praised polite, respectful and professional staff, high workmanship standards, clear explanations, tidy working, prompt attendance and staff going above and beyond.
	Share positive feedback through team briefings and contractor meetings so the behaviours residents value most are reinforced as service standards.

	Compliments linked to repairs, damp and mould or property condition
	138 compliments were linked to Housing - DSO Building Management.
	April to June 2025 recorded 77 DSO Building Management compliments, showing an increase of 61 DSO compliments year on year.
	Repairs operatives, engineers, decorators, roofers, electricians, plumbers, damp and mould surveyors, pest control, kitchen fitters, gas/heating and wider DSO staff.
	Positive feedback repeatedly referenced excellent workmanship, repairs completed quickly, staff explaining what they were doing, respect for homes, clean and tidy work areas and helpful advice on issues such as mould prevention and safety.
	Use the feedback to reinforce expectations around communication, tidiness, respectful conduct, technical confidence and completing small additional tasks where appropriate.

	Compliments linked to tenancy, neighbourhood, allocations, income or sheltered services
	1 compliment was linked to Housing - Tenancy Management in the current quarter.
	April to June 2025 included compliments across Tenancy Management, Allocations, Income, Sheltered Housing and a joint Tenancy Management / Parks and Open Spaces entry, reflecting a wider spread of non-repairs feedback.
	Tenancy Management, Allocations, Income and Sheltered Housing.
	Positive feedback recognised support with rehousing, tenant celebration activity, housing application support, rent and council tax help, sheltered housing support and environmental improvements to communal areas.
	Encourage all housing teams to record compliments consistently so good practice is visible beyond repairs and can be shared across the whole service.

	Compliments linked to vulnerability, support or reasonable adjustments
	Several compliments referenced sensitivity to residents’ personal circumstances, including disability needs, health, surgery recovery, older residents, a bedbound resident and residents needing reassurance during works.
	April to June 2025 also included examples of staff being helpful, reassuring, professional and responsive, including feedback about moving, housing applications, tenant events and staff taking care in residents’ homes.
	DSO Building Management, Tenancy Management, Allocations, Income and Sheltered Housing.
	Examples included workers taking disability needs into account during bathroom works, arranging a generator so a bedbound resident’s compression mattress remained powered during electrical works, stepping in to help with hotel and cleaning arrangements after surgery, and staff making residents feel at ease.
	Embed this as good practice for vulnerability-aware service delivery: check household circumstances, explain works clearly, plan around essential equipment and treat residents with dignity.

	Good practice examples for Member awareness
	Examples include positive feedback for staff who went above and beyond, completed work to a high standard, cleaned up after themselves, explained safety and repair issues, worked respectfully in residents’ homes and treated residents with dignity.
	The 2025 comparison shows similar positive themes around professionalism, politeness, promptness, clear explanations and staff being helpful, approachable and knowledgeable.
	DSO Building Management and wider Housing services.
	Residents described staff as polite, kind, professional, respectful, knowledgeable, tidy, efficient and helpful. Several compliments said staff were a credit to the team, made a difficult situation easier or took personal circumstances into account.
	Recognise named staff and teams, use compliments in toolbox talks and team meetings, and link positive behaviours to the wider complaints improvement plan.


7. Housing Ombudsman, Regulation and Sector Learning
This section should summarise any Housing Ombudsman determinations, maladministration findings, Complaint Handling Code updates, spotlight reports or wider sector learning considered during the quarter. The update should explain what has been reviewed, whether local practice requires change and how any relevant learning has been converted into policy, process, training or service improvement activity.
	Source of learning
	Issue identified
	Local relevance
	Action agreed
	Status

	Ombudsman findings/ cases considered
	0
	No cases were considered during Q1
	None required
	-

	Housing Ombudsman Spotlight Report- Repairing Trust
	
	HO has made a number of recommendations in regards to repairs and building trust with tenants.
	Working group has been formed with an action plan presented to Housing Cabinet Committee June 2026
	In Progress


8. Risks, Exceptions and Decisions Required
	Risk / exception
	Impact
	Current control or mitigation
	Further action required
	Member awareness / decision

	Open complaint cases approaching or beyond target monitoring point
	Risk of late responses, poor resident experience and non-compliance if extensions and updates are not managed properly.
	Complaint tracker and target dates are recorded.
	Weekly management review of open complaints and early use of holding responses where required.
	For noting

	Repairs, damp and mould, asbestos and safety-related complaints
	Potential tenant health, safety, reputational and regulatory risk, particularly where children, disability or damp and mould are involved.
	Repairs and complaint investigations are identifying learning points and follow-on actions.
	Strengthen action tracking and escalation for complex cases, including damp and mould and multi-trade works.
	For noting and continued oversight

	Vulnerability and reasonable adjustment handling
	Risk of distress, escalation and challenge where vulnerability is not recognised before enforcement, access or repair decisions.
	Learning identified from gas, repairs, allocations and tenancy cases.
	Embed vulnerability prompts, quality assurance checks and staff training on reasonable adjustments and safeguarding.
	For noting


9. Governance and Review
The Complaints and Data Manager will coordinate quarterly reporting, supported by service managers and the Housing Management Team. Progress will be reviewed through routine management oversight before being presented to Housing Cabinet Committee. The dashboard will also inform the annual complaints performance and service improvement report, providing evidence that complaint learning is being acted upon and that further action is taken where improvement is not yet embedded.

