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Annual Complaints Performance and Service Improvement Report 1 January 2025 to 31 December 2025
This report provides information regarding complaints recorded during the reporting year (1 January 2025 to 31 December 2025). It has been produced to:
· Meet the Housing Ombudsman’s stipulation that landlords produce an annual complaints performance and service improvement report for scrutiny and challenge. 
· Ensure that the Trustees have oversight of the complaints received by the organisation and the service improvements that have taken place because of complaints.
Introduction
Our Comments, Suggestions and Complaints Policy has been extensively revised to meet the requirements as set out in the Housing Ombudsman’s Complaint Handling Code. 
The Regulatory framework also requires providers to give tenants information about the type of complaints received and how they have learnt from complaints to continuously improve services. Information about this can be found later in the report.
1. The Annual Self-Assessment:
In line with the requirements of the Housing Ombudsman, we have carried out a self-assessment to identify whether the organisation’s current approach to complaints handling meets all the requirement of the 2024 Complaint Handling Code.
This will be submitted to the Housing Ombudsman appropriately. 
2. Analysis of Complaint Handling Performance.
During the Period relevant to the report the provider received no complaint. 
Complaint handling stages:
	Period
	Stage 1 complaints
	Stage 2 complaints

	01/01 2025- 31/12 2025
	0
	0



Areas of complaint (A single complaint can have more than 1 area of dissatisfaction)
	Invoicing 
	0

	GDPR – Confidentiality
	0

	Staff conduct 
	0

	General lack of duty of care
	0

	Alleged anti-social behaviour
	0



The organisation has not refused to accept any complaints.
No complaints were referred to or investigated by the Housing Ombudsman Service in the period applicable to the report.
3. Service Improvements Made as a Result of the Learning from Complaints 
As a small provider, it is expected that complaint numbers will be low and therefore there will be limited opportunity for learning from complaints.
Key improvements made, or actions taken with the period, as a result of complaints are: 
• No new action on the result a complaint. 
Staff continues to receive frequent training and Complaints policy is updated at least once yearly or when there are changes. 
4. Any Findings of Non -Compliance with this Code by the Ombudsman To date
The organisation has not been found non-compliant with the code by the Ombudsman.
5. Annual report, other reports or publications about the landlord’s performance from the Ombudsman 
There are no reports available regarding Norwich Consolidated Charities performance.
6. Landlord Governing Body response to self-assessment and Annual Complaints performance and Service improvement report. 
The trustee’s board is confident that it has a robust system to management complaints and be responsive to people concerns that is in line with all statutory requirements. 
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