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Complaints Performance and Service Improvement Report 2024-25
Introduction
This report presents an overview of Local Space's complaints performance from 1 April 2024 to 31
March 2025. We have used data analysis and insights from customer complaints to set out actions
to improve services for our customers.
Complaints performance
Between 1 April 2024 and 31 March 2025, 92%b of complaints were successfully resolved at stage
one of the complaints process. Overall, we handled 101 stage one complaints and just five stage

two complaints. No complaints were escalated to the Housing Ombudsman.

959%b of stage one complaints were responded to on time, in accordance with the Housing
Ombudsman timescales, and 100% of stage two complaints were responded to on time.
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The most common reasons for customer complaints are related to repairs, with 57%o highlighting
issues such as delays, multiple visits from contractors and extended timeframes for completing
repairs. Improving our repairs service is a key priority for our team in 2025. Income-related
complaints increased from 8% in 2023—24 to 13% in 2024-25. This trend coincides with the
strengthened and more consistent application of our arrears collection processes, which, while
effective in improving compliance, can lead to a higher volume of formal recovery actions and
associated complaints.
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Over the past 12 months, the collection rate has remained stable at 98%, although total arrears
have risen by 34%.

Performance by month

The number of complaints vary each month, with higher numbers of complaints in October 2024
and March 2025. Generally, complaints were resolved almost 100% of the time.

Overall customer satisfaction was at a high in August 2024 and dipped in February 2025. We know
that there is room for improvement to deliver a consistent customer experience throughout the
year.

Number of . Customer Customer
complaints Complamt_s resolved overall satisfaction with
received on time satisfaction | complaint handling |

April 2024 4 100% 82% 46%
May 2024 2 50% 76% 30%
June 2024 3 67% 81% 75%
July 2024 3 100% 76% 50%
August 2024 4 100% 86% 50%
September 2024 10 80% 69% 18%
October 2024 20 95% 79% 89%
November 2024 13 100% 67% 50%
December 2024 5 100% 70% 50%
January 2025 16 100% 86% 44%
February 2025 6 100% 63% 40%
March 2025 20 100% 67% 50%

Annual performance comparison

This year, we recorded a 194%o increase in the number of complaints compared to the previous
year. We have recruited a Complaints Officer to improve communication with residents and make
our complaints handling process smoother. Additionally, the Service Improvement and Customer
Voice Team is conducting a comprehensive review of the complaints process to drive greater
consistency, transparency, and better complaints outcomes for our customers.

We have made progress in responding to complaints within agreed timeframes. Last year, 39% of
stage one complaints were resolved on time and this has risen sharply to 95% this year.
Additionally, stage two complaints resolved on time increased from 83% to 100%. These
improvements reflect our commitment to strengthening the complaints handling process and
delivering a better customer experience.
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Lessons learned and service improvement

Our approach to resolving complaints aligns with the Housing Ombudsman’s principles of
apologising, rectifying issues, and learning from mistakes.

Ensuring customer dissatisfaction is treated as a complaint

One of the lessons we learned was the importance of ensuring all expressions of dissatisfaction are
logged as complaints and ensuring management have the tools to report on complaints
performance effectively. To drive improvements:

e The Service Improvement and Customer Voice Team analysed customer feedback monthly
to identify challenges and implement solutions.

e Throughout the year, we refined our letter templates to ensure a clear, structured, and
consistent approach to complaint resolution.

e We updated our website to reflect clear guidance on how residents can make a complaint in
line with our complaints policy and how to escalate a complaint to the Housing Ombudsman.

Training our people

e We delivered training to colleagues focusing on being proactive which ensures that our team
engage in meaningful, early-stage conversations with complainants.

e We encourage our complaint handlers to follow up on complaints after closure, ensuring that
resolutions are fully implemented and that customers feel their concerns have been
addressed from start to finish.

e We introduced customer journeys, based on real complaints. This has helped the
management team to gain deeper insight into the emotional impact of the complaints
process on our customers.

Response times

In February 2024, our Service Improvement and Customer Voice Team become temporarily
responsible for monitoring complaints performance to ensure consistency and compliance with
resolution targets.

In October 2024, complaints increased to 20, however despite the increase, resolution rates
remained high at 95%, with overall satisfaction improving to 79% and satisfaction with complaint
handling reaching 89%. Following this, we introduced an internal eight-day target for stage one
responses, providing a two-day buffer to meet the Housing Ombudsman’s 10-day standard.

Since then, we have decided that the Service Improvement and Customer Voice team will lead on
complaint recording and coordination. To support this approach and manage the increased
workload, we have recruited a dedicated Complaints Officer. Since April 2025, the Director of
People and Governance is responsible for further enhancing compliance.

Compensation approach

We don't have a framework for offering compensation, instead, we empower colleagues to make
fair, tailored resolutions that meet or exceed customer expectations. Our teams are trained to
engage with residents, understand their preferred resolution, and agree on a suitable outcome —
whether that be monetary compensation, a goodwill gesture, or a more personalised approach,
such as a thoughtful gift. However, we recognise the need for greater consistency and fairness in
our approach. To address this, we have:
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o Reviewed compensation for missed repair appointments, acknowledging that sector-wide
payments are often too low and may not fully reflect the inconvenience caused. We assess
individual circumstances rather than applying a fixed amount.

o Developed a compensation tracker to ensure decisions remain balanced, fair, and aligned
with past cases, preventing excessive or inconsistent payments.

e Continued monitoring of the Housing Ombudsman’s spotlight reports, ensuring our
compensation approach remains in line with evolving sector standards.

By improving oversight while maintaining flexibility, we aim to deliver meaningful and fair
resolutions that reflect the needs and experiences of our residents.

Enhancing reporting and systems

We have significantly improved our reporting processes which means we can now monitor
complaints in real time and ensure that the team can prioritise urgent complaints to meet response
deadlines.

Additionally, we have updated and simplified our customer database, Civica (CX), to ensure that
complaints are logged accurately, categorised correctly, and include a clear timeline for providing
customer updates and responses.

Identifying and addressing root causes

Our staff training has focused on improving empathy and proactive engagement. We have also
introduced customer loyalty huddles and monthly ‘learning from complaints’ sessions. Our team also
attends sessions with the Housing Ombudsman, gaining valuable insight into effective complaint
handling and receiving guidance on structuring and writing detailed responses.

Customer feedback and implementation

Customer feedback has helped us to identify areas for improvement. We have focused on improving
responsiveness to urgent issues, communication, accountability and staff training.

What we did well What we could improve | How we’re going to improve

Our Customer Engagement e Lack of timely updates e We have engaged
consultants to conduct an
independent review of our
dissatisfied customers to e Delays in completing Property Services team.
Their expertise is helping
us design a sustainable,
offer support, and escalate high-performing repairs
and maintenance service.
o We have worked closely
with our contractors to
improve repair completion
times and call centre
responsiveness.

Officer reached out to on repair progress.

understand their experiences, repairs.

unresolved issues.
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What we did well

Responsiveness to urgent issues

What we could improve

How we're going to improve

e Fast response times to
complaints, with repairs
often initiated within a
week.

e Issues were handled
promptly and effectively.

What we did well

Residents raised concerns
about slow responses to
urgent issues, including
security concerns and water
leaks.

Communication

What we could improve

e We've ensured that our
response process how
prioritises urgent
complaints such as health
and safety and security
issues.

e Health and safety-related
complaints will be fast-
tracked for quicker
resolution.

How we're going to improve

e Customers felt
consistently updated,
which reassured them
that their concerns were
taken seriously.

e Staff were recognised for
being responsive and
efficient.

What we did well

e Communication about
complaint status was
often unclear, with
residents frustrated by
being passed between
staff without resolution.

e Residents highlighted
difficulty in reaching
support via phone and
email.

What we could improve

e Complaints are now
acknowledged immediately.

e Clear and consistent
updates are provided
throughout the complaints
process.

e We're investigating the
addition of a complaint
status tracker in the
customer portal.

e Phone and email
accessibility have been
improved to reduce wait
times and increase

responsiveness.
Accountability

How we're going to improve

e Accountability was
demonstrated by
addressing issues directly
with contractors.

e Mistakes, such as

residents by contractors,
were acknowledged and
corrected.

incorrect blame placed on

follow-through and
ownership in the
process.

e There was a call for a
third-party-style
oversight to ensure
fairness.

e Residents wanted better

e All complaints are now
logged and tracked
systematically, with regular
updates provided to
residents.

e Dedicated representatives
now handle complaint
follow-ups to offer
consistent, fair, and less
stressful experiences.

Staff training

What we could improve

How we're going to improve
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Some staff handling complaints were perceived | e Enhanced training has been delivered to

as lacking the skills or follow-up needed. ensure staff are equipped to resolve
complaints effectively.

e We've implemented consistent follow-ups
to ensure full resolution.

In summary, the fast response times, effective communication, and accountability in resolving
complaints were the main reasons for customer satisfaction. Customers felt their concerns were
treated with importance and resolved in a timely and transparent manner.

Looking ahead to 2025-26, we are excited to collaborate with our new Resident Policy and Scrutiny
Panel and Scrutiny Group. Working in partnership, we will launch a new section on our website
dedicated to our residents’ rights while living in a Local Space home.

Housing Ombudsman compliance and policy updates

We conduct an annual review of our compliance with the Housing Ombudsman’s Complaint
Handling Code. Our complaints policy was updated in 2024 to reflect the latest requirements, and
following a recent review, no further amendments are required for 2025.

Housing Ombudsman determinations

Local Space has not had any findings of non-compliance by the Housing Ombudsman in

relation to the Complaint Handling Code. We have not received an annual report regarding
our performance from the Housing Ombudsman.
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