Breakdown by stage of complaints – Stage one 

	2025 to 2026
	Apr
	May
	Jun
	Jul
	Aug
	Sep
	Oct
	Nov
	Dec
	Jan
	Feb
	Mar
	Total

	No. complaints
	10
	4
	5
	7
	9
	15
	19
	18
	11
	15
	16
	10
	139

	No. Responded within timescales (including permitted extension within complaint handling code)
	9
	4
	5
	7
	8
	13
	19
	16
	9
	15
	16
	10
	131

	No. Service Requests
	7
	3
	2
	3
	 
	4
	5
	4
	2
	1
	3
	2
	36

	No. days
	115
	31
	47
	65
	97
	160
	192
	202
	128
	191
	168
	141
	1537

	Average time to respond (working days)
	11.5
	7.8
	9.4
	9.3
	10.8
	10.7
	10.1
	11.2
	11.6
	12.7
	10.5
	14.1
	11.1


Non-compliant stage one responses - (Complaint Handling Code timescales)
Below is a list of complaints that were not responded to within complaint handling timescales, along with the reason why and the relevant department:
Not acknowledged within complaint handling timescales (5 working days from receipt) 
Community Safety - 1
Lettings - 2
Major Works - 1
Responsive Repairs and Voids - 2
Not responded with complaint handling timescales (10 working days from acknowledgement)
Housing Management – 1
Major Works - 1
As non-compliance with the requirements of the Code has been identified, these have been raised with the relevant department and advice given on how to achieve compliance. Compliance with the Code is closely monitored. Complaint handlers have also received additional training on dealing with housing complaints.
