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Board statement in response to:

Complaints Performance and Service Improvement Report 2024-25

As the lead Board Member for complaints at Local Space, I am issuing this statement on behalf of
the Board in response to the annual Complaints Performance and Service Improvement Report
2024-25. This response complies with the Housing Ombudsman’s Complaint Handling Code.

Board’s commitment and response

We are pleased to report that in 2024-25, 92%o of complaints were resolved at stage one of the
process, compared with 81% in 2023-24, with no cases escalated to the Housing Ombudsman,
reflecting strong early resolution practices. Furthermore, 95%o of stage one complaints were
resolved within the Housing Ombudsman’s target timescales, a substantial improvement on last
year's 39%, demonstrating our continued focus on timely and effective complaint handling.

Key areas for improvement

1. Responsiveness to urgent issues and excellence in complaint handling:

The Board confirms that our highest priorities are the swift and effective resolution of all
health and safety-related issues and the consistent delivery of high-quality complaint
handling. All health and safety-related complaints are now fast-tracked and monitored until
resolved. We continue to strengthen our processes, staff capability, and communication to
ensure every complaint is managed in line with best practice and customer expectations.

2. Communication and transparency: Customers reported difficulties accessing support
and a lack of clarity around complaint progress. We are exploring the introduction of a real-
time complaint status tracker via our customer portal. This work is in the early exploration
and scoping phase to assess technical feasibility, cost, and integration options. Once these
have been determined, we will set and communicate a clear timeframe for delivery. In the
meantime, we have reinforced our commitment to issuing prompt acknowledgements and
regular, consistent updates throughout the complaints journey.

3. Accountability and ownership: A recurring theme in feedback was the need for better
ownership and follow-through. We have introduced a model where all complaints are
assigned to a dedicated handler, supported by a tracked resolution timeline, to ensure clear
responsibility and consistent communication from start to finish.

4. Staff training and capability: We acknowledge that some employees require further
support in effectively managing complaints. Our ongoing programme of enhanced
complaints training is designed to strengthen skills, build confidence, and drive better
outcomes for our customers.
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Service improvements and learning

The recent recruitment of a dedicated Complaints Officer, alongside proactive engagement with
customers for feedback, marks a significant step forward. These actions enable us to better identify
root causes, respond to emerging trends, and implement sustainable, long-term service
improvements.

Compliance with the Housing Ombudsman’s Code

Our updated complaints policy aligns with the Housing Ombudsman’s latest requirements. It
ensures timely responses and considers the Ombudsman’s Remedies Guidance for appropriate
resolutions.

Conclusion

The Board is committed to addressing the key areas for improvement identified in this report and
have devised an improvement plan that aligns with the priorities from our self-assessment and the
best practice principles set out in the Housing Ombudsman’s Complaint Handling Code. We will
monitor implementation closely to ensure these actions deliver measurable improvements in service
delivery and customer satisfaction.

We thank our customers for their feedback and assure them their concerns are taken seriously. The
Board will ensure that the lessons from this report lead to tangible and lasting improvements in our
services.

Alwyn Lewis

Lead Board Member for complaints
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