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Foreword

| am pleased to introduce Teign Housing’s Annual Complaints Report for the year 1
April 2025 to 31 March 2026. This report highlights the issues our customers have
raised with us, how we have responded, and most importantly, the improvements we
have made as a result of the learning gained from complaints.

As the Board Member Responsible for Complaints, my role is to provide assurance to
the Board that our complaints process is effective, transparent and focused on
delivering positive outcomes for residents.

| also provide challenge where needed to ensure that complaints continue to drive
meaningful service improvements.

Over the past year, Teign Housing has continued to strengthen its approach to
complaint handling and learning. While the number of complaints received remained
broadly consistent with the previous year, it is encouraging to see the range of
improvements that have been introduced across our services as a direct result of
customer feedback.

Complaints provide valuable insight into customers’ experiences and help us identify
where changes are needed. By listening carefully, acting on feedback and sharing
lessons learned across the organisation, we can continue to improve the services we
provide.

The actions in this report demonstrate Teign Housing’s commitment not only to
resolving issues when they arise, but also to preventing them from happening again.
On behalf of the Board, | would like to thank all customers who have taken the time to
share their experiences with us.

Whether through a complaint, compliment or piece of feedback, your voice plays an
important role in shaping our services. We remain committed to making customers feel
heard, respected and confident that their feedback leads to positive change.

Rebecca Harwood Lincoln
Board Member Responsible for Complaints




What were the complaints
about in 2025/267?

273...

the number of complaints we received
during the year. In 2024/25 it was 269.

Complaints remained consistent after last
year following the Housing the new
Complaints Handling Code introduced in
April 2024.

( )
Complaint themes 2025/26

r'I'here are two stages to our formap

complaints process, starting with
an investigation followed by a
review. 49 went to Stage Two

(review) during the year.




Number of complaints received each quarter
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Business area Q1 Q2 Q3 Q4 Total
Repairs / Templer
HomeBuild 35 29 34 54 155
Customers and
" 20 33 30 24 108
Communities
Development 1 0 0 3 4
Finance 3 1 1 1 6
Total 59 67 65 82 273




How were complaints resolved in 2025/26?

Stage One complaints

Not upheld
28%

Stage Two complaints

Upheld
52%

Not upheld
40%

Upheld

Partially upheld 40%

20%

Partially upheld
20%

@ What does it mean? )
Upheld = there has been a failure in the service

for all elements of the complaint.

Not Upheld = We have acted in line with our

policy and there has been no service failure.
Partially Upheld = there has been a failure for
some areas of the complaint, but we have acted in
\ line with our policies. y

How quickly did we deal with complaints?

Stage one complaints Stage two complaints

97.6% were acknowledged on time 98.6% were acknowledged on time
99.1% were responded to on time 98.6% were responded to on time



And how this compares to 2024/25

Stage One complaints

Partially Upheld 7
3% There are two stages to our formal

complaints process, starting with
an investigation followed by a

review. 55 (20.4%) went to Stage
Two (review) during the year.

Not Upheld
27%

Stage Two complaints

Partially Upheld

Upheld 4%

70%

Upheld
o
Not Upheld 43%
47%
r What does it mean? Y
Upheld =there has been a failurein the service
for all elements of the complaint.
Not Upheld = We have acted in line with our
policy and there has been no service failure.
Partially Upheld = there has been a failure for
some areas of the complaint, but we have acted in
line with our policies.
A 0 /
How quickly did we deal with complaints?
Stage one complaints Stage two complaints
92.9% were acknowledged in time 100% were acknowledged in time
99.2% were responded to in time 100% were responded to in time

The timescales for acknowledging and responding to each stage are
set out in the Housing Ombudsman’s Complaint Handling Code




Complaints referred to the Housing Ombudsman Service

We work closely with the Housing_ Ombudsman Service to make sure we are dealing with
complaints inline with the Complaints Handling Code, and to help us improve our services.

During 2025/26, seven complaints were investigated by the Housing Ombudsman.
Five cases of maladministration were identified in the investigations and four of no
maladministration. We were given 13 orders within the findings, which we complied with.

Findings Orders Maladministration
7 13 5

Maladministration was found in our response to damp and mould, in our handling of reports
of ASB and in relation to a roof repair and associated decorating works.



https://www.housing-ombudsman.org.uk/residents/

Service Improvements from our learning from complaints

We’ve started a full complaints review this year, and made improvements to our
complaints service for our customers.

We share insight about complaints at team meetings and directorate briefings about
complaint trends and learning from lessons to promote a culture of ownership and
responsibility, making the distinction between service requests and complaints clearer.

We give customers more awareness of complaints by publishing lessons learnt on our
website, showing how we take their valuable feedback and turn their insight into action.

We review the lessons learned from complaints regularly to gain assurance that we are not
repeating the same mistakes.

Improving the customer experience

« We've introduced clearer and more consistent communication across services,
using digital and online platforms as well as letter and email.

. We've enhanced handover information and welcome packs for new residents.

. We've introduced processes to notify residents when frontline staff change.

. We've reviewed customer-facing communications to improve clarity and
consistency.

Improving the repairs experience

. We've introduced a new repairs communication process to keep residents
informed throughout their repair journey.

. We've improved repair scheduling, monitoring and job ownership to increase
accountability.

. We've introduced new systems and resources to better manage outstanding
works.

. We've developed processes to ensure survey recommendations progress to

completed works.

We've explored additional service improvements to make it easier for residents to

receive updates.




Improving quality and service standards

. We've increased quality inspections, audits and post-work checks.

. We've strengthened oversight and performance monitoring of contractors and
operatives.

. We've delivered additional training and toolbox talks to reinforce workmanship
standards.

. We've improved continuity by rebooking the same operative for follow-on
appointments wherever possible.

. We've reinforced quality expectations through regular team discussions and
reviews.

Improving homes before and after letting

. We've strengthened empty homes inspection standards.

. We've introduced enhanced checks for heating systems, damp risks and loft
spaces.

. We've implemented new empty home checklists and sign-off procedures.

. We've improved processes for identifying and completing remedial works before
occupation.

. We've continued reviewing empty homes and lettings processes using learning
from complaints and customer feedback.

Improving tenancy services

. We've introduced additional inspections, audits and training to strengthen mutual
exchange processes.

. We've improved information provided to residents about tenancy responsibilities
and rechargeable works.

. We've introduced clearer inspections and supporting guidance for residents
leaving their homes.

. We've continued to review rechargeable works procedures to improve
transparency.

. We've continued reviewing tenancy assignment, succession and survivorship
processes to improve consistency and efficiency.




Improving Anti-Social Behaviour support

. We've introduced monthly reviews of all anti-social behaviour cases.
. We've implemented quality assurance checks to strengthen case

management.
. We've revised letters and communications to provide clearer expectations for
residents.
. We've delivered additional training to frontline staff on managing ASB cases.
. We've strengthened case closure processes to ensure actions are completed and
reviewed effectively.

Improving estates and ground services

. We've introduced revised grounds maintenance schedules to improve service
consistency.

. We've strengthened service resilience through improved staff deployment.

. We've improved communication with residents when services are disrupted.

. We've provided additional guidance to staff on working around residents and their
belongings.

. We've reviewed estate management processes and guidance to support effective
neighbourhood management.

Improving contractor and resident communication

. We've strengthened expectations around contractor communication and customer
service.

. We've increased monitoring and performance reviews of contractors.

. We've improved communication with residents and neighbours affected by
planned works.

. We've worked with contractors to embed best practice and improve service
standards.

. We've reviewed arrangements for scaffolding and external works communication.




Improving accessibility and resident safety

. We've completed site reviews to identify potential accessibility concerns.
. We've encouraged frontline teams to proactively identify and report barriers
experienced by residents.

. We've reviewed mobility scooter storage arrangements and associated safety
considerations.

. We've improved collaboration between teams where responsibilities overlap.

. We've continued assessing opportunities to improve accessibility across our
communities.

Improving transparency and accountability

. We've introduced clearer processes for identifying fencing ownership and
responsibilities.

. We've improved service charge calculations and strengthened quality controls.

. We've made service charge statements easier to understand.

. We've improved communication about tenancy recharges and resident
responsibilities.

. We've continued reviewing processes to ensure information is transparent,
accurate and accessible.

Improving partnership working

. We've introduced regular meetings with partner organisations to improve
coordination and support.

. We've strengthened information sharing and joint working arrangements.

. We've increased monitoring of repairs, complaints and tenancy issues involving
partner agencies.

. We've improved support arrangements for residents with additional needs.

. We've continued developing stronger partnerships to deliver better outcomes for
residents.




How we will monitor this

We will continue to monitor our Complaints performance through the following
methods:

. Tenancy Satisfaction Measures

. Complaints feedback and customer satisfaction
. Key Performance Indicators

. Complaint outcomes

. Lessons learned

« Complaints reports and case studies

« Ongoing monitoring of our Complaints Review

Key improvements

« Stronger focus on resolving complaints effectively at Stage 1.

« Enhanced staff training using case studies and mock investigations.

. New investigation forms and guidance to improve consistency and quality.

. Planned move to a centralised complaints team for greater oversight and quality
assurance.

« Continued resident scrutiny and quality checking through the CHATT group.

« Revising policy and procedure using lessons learnt.

« Building reporting dashboard.

. Clear acknowledgement that improvement is ongoing and there is no complacency
about current performance.




Customer Satisfaction with our complaints service

62%

of complainants were satisfied with the
way we handled their complaint.

24°% were not satisfied and 14% were
neither satisfied nor dissatisfied.

Q J
o~ o
@A~
Ol AN
RN AR
r )

\.

65%

of complainants said that they were happy
that we kept them updated about their
complaint.
22% were not happy and 13% were neither

happy nor unhappy. y

3

72%

said they were happy that the staff
understood the issue they were raising
their complaint about.
16% were unhappy and 11% were neither

\ happy nor unhappy. p

29% were not satisfied with the outcome

\.

57%

of complainants were satisfied with the
outcome of their complaint.

and 14% were neither satisfied nor
dissatisfied.




Board response to our Annual Complaints self-assessment

The Board has reviewed the Annual Complaints Report and
Ombudsman Self-Assessment and is satisfied that Teign remains compliant with the Housing
Ombudsman's Complaint Handling Code.

However, the Board recognises that compliance is only the foundation of effective complaint handling
and that there remain opportunities to improve the quality, consistency and timeliness of our service
for our customers.

During the year, we have begun to undertake a comprehensive review of our complaints service to
identify learning and strengthen our approach. As a result, we have prioritised improvements to the
quality of complaint investigations and stage 1 responses, recognising that resolving issues
effectively at the earliest opportunity delivers better outcomes for customers and reduces the need for
escalation.

To support this, we have introduced enhanced training for colleagues, including the use of case
studies and mock investigations to improve investigation skills and the quality of responses. We are
also implementing new investigation templates and guidance to promote consistency and good
practice across the organisation. Further complaint handling training will continue throughout the year.
Looking ahead, we are planning to establish a centralised complaints team to provide greater
oversight, improve quality assurance, strengthen learning from complaints and support the prevention
of avoidable escalations. This new approach will help ensure residents receive a more consistent and
responsive service.

Resident involvement also remains an important part of our improvement journey. Our CHATT
resident group continues to quality assure a range of complaint responses and investigations,
providing valuable customer insight and challenge to help us improve. Our Customer Experience
Committee also discusses complaints reports and case studies to monitor our performance.

The Board welcomes the progress made to date and is encouraged by the clear focus on
learning and continuous improvement. While performance is moving in the right direction, the
Board recognises that further work is required and will continue to monitor complaint handling
performance closely to ensure that lessons are learned, service improvements are embedded,
and residents receive the high standard of service they expect.
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