Boughey Roddam Housing Association
Annual Complaints Performance and Service Improvement Report

	Meeting
	Management Board 

	Meeting Date
	8th September 2025

	Report Author
	Linda Palmer-Pitchford

	Sensitivity
	Not Confidential

	For Decision or Information
	Decision




The Board is required to approve the Complaints Self-Assessment and Complaints Performance and Service Improvement Report.

The Ombudsman Complaints Code 2024 requires the Association to publish the Annual Performance and Service Improvement Report, including comments from the Board.  It is also a requirement that the final report will be published on the Association’s website and submitted to the Ombudsman.

The information below indicates the performance during the last financial year (2024) and inclusion in the Annual Report is as follows.

During the year 2024, we received 0 complaints from our tenants.

No complaints were referred to the Housing Ombudsman and there were no reports, findings or publications from the Ombudsman

Complaints Handling

Statement from the Management Board

As a Board we are keen to demonstrate that we have scrutinised the report and are satisfied that it is an accurate reflection of the Association’s position for this period.

We have reviewed our systems to enable us to monitor and report on instances which may escalate and possibly result in a complaint being raised.

In future, Boughey Roddam Housing Association will ensure that Tenant Complaints are a regular item on the Agenda at Management Board meetings so that they can be discussed and monitored appropriately.

The Board has recently appointed a member responsible for complaints to ensure that the Board receives regular information and insight into the Association’s complaints performance.

Linda Palmer-Pitchford
Secretary
8th September 2025

