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Customer Complaints Annual Report 2022-2023 

Introduction: 

Customer feedback is vital to us. Having received almost 114,000 customer contacts over the 

past year (April 2022 to March 2023), your comments about your experiences - whether it’s a 

complaint or other contact - are regularly used to understand how our services are 

performing, and to make improvements to the services we offer. 

 

Some of the feedback we receive may be recorded as dissatisfied contacts or as formal 

complaints: 

• A dissatisfied contact is usually a minor issue you have raised, which requires action 

to be taken including putting things right. 

• A formal complaint is where you have raised a more serious issue, or where you 

contacted us about something you were dissatisfied with, which you feel is still 

unresolved after we have had an opportunity to deal with it. 

 

Overview: 

We have a moderate annual volume of complaints compared to many similarly sized housing 

associations. However, following the COVID-19 lockdowns, expectations of landlords are 

generally higher, which has been compounded by negative media coverage of social 

housing. Overlaying this, many customers are acutely feeling the effect of the cost-of-living 

crisis. This combination of factors has led to far more formal complaints this year than in 

previous years. 

 

Dissatisfied Contacts and Complaints 2022/23 Full Year Summary: 

During 2022/23, there were 19% more dissatisfied contacts than in 2021/22 (1,204 compared 

to 1,013). However, far more have escalated to formal complaints over the past 12 months. 

There were almost 2.5 times the number of new Stage 1 complaints in 2022/23 (137) than in 

2021/22 (56). 

 

The profile of contacts and cases by category is very similar to 2021/22. As can be seen in 

the chart overleaf, just over 80% of the contacts and cases in 2022/23 related to repairs and 

housing (58.0% and 22.6% respectively). In 2021/22, repairs accounted for a slightly lower 

proportion (56.6%), whilst housing was slightly higher (24.9%). In 2022/23, almost 13% of the 

contacts and cases were either about programmed works (8.0%) or rent and service charges 

(5.7%). Compared to 2021/22, when programmed works comprised 6.0% of contacts and 

cases, and rent and service charges 8.1%, the overall proportion is very similar. 

 

We are finding that more customers are prepared to escalate their case to appeal and 

ultimately to the Housing Ombudsman, should they feel it has not been resolved to their 

satisfaction through our complaints process. 21 cases escalated to Stage 2 (appeal) across 

the year, three times as many as in 2021/22, when only 7 cases went to appeal. Two-thirds 

of the Stage 2 cases this year relate to repairs and housing (7 each), with the remainder 

covering programmed works, service charges, development, and a data protection breach. 

 

Seven cases have been taken to the Housing Ombudsman (HO) in the 12 months to March 

2023, compared to 1 case only in the 12 month period ending March 2022. Four of the HO 

cases are complaints about housing with the other three encompassing repairs, service 

charges and development. 
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Dissatisfied Contacts and Formal Complaints by category: 2022/23 Full Year 

  Category Total % Contact 
Stage 1 

Case 

Stage 2 

Case 

Housing 

Ombuds 

Dissatisfied Contacts and 

Formal Complaints split 

Repairs 794 58.0% 720 66 7 1 

 

Housing 309 22.6% 270 28 7 4 

Program Works 109 8.0% 87 20 2  

Rent & S Charges 78 5.7% 64 11 2 1           

Development 28 2.0% 19 6 2 1           

Grounds Maint 19 1.4% 19    

Staff 12 0.9% 10 2   

Data Protection 10 0.7% 5 4 1  

Other 10 0.7% 10    

Total 1,369  1,204 137 21 7 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 


