WALTERTON AND ELGIN COMMUNITY HOMES
Complaints received for the year to 31 March 2025

WECH is a community owned and democratically controlled charitable Housing
Association, with our residents in control. Our aim is to provide homes at affordable rents
for those in housing need. It is a primary objective to maintain the connectivity with our
residents that has exemplified WECH since our inception. We work within a tight
geographical boundary - all our homes are located within minutes’ walk from our office,
providing ‘in person’ as well as telephone and digital access to our services five days each
week. Our Complaints Policy reflects this ethos. This report covers complaints processed
between 1 April 2024 and 31 March 2025.

SUMMARY OF COMPLAINTS RECEIVED

Type of Complaint Final Complaint Stage | Number | Completed | Pending
Repairs Stage 1 18 13 5
Housing Management | Stage 1 6 3 3
Leaseholder Stage 1 1 1 0
Estate Management | Stage 1 1 1 0
Leaseholder Stage 2 1 1 0
Housing Management | Stage 2 1 1 0

WECH received 19 complaints in the year to 31 March 2025. In addition, 9 complaints
logged prior to 31 March 2025 were brought forward and concluded, totalling 28
complaints processed. Two complaints were escalated to Stage 2 and twenty were
resolved by 31 March 2025.

Three complaints were resolved within target time; this equates to 16% of complaints
received. Seventeen responses were completed outside of the target time; three
complaints were closed late on the system despite being resolved at an earlier date.
Five complaints pending at 31 March 2025 were still within target, these had been raised
in the last week of March 2025. As noted later in this report, more robust processing and
supervision of complaints has since been implemented.

While complaints were acknowledged quickly, it took longer to complete actions to
resolve them and, in some cases, recording processing periods that were longer than
necessary. Changes of senior staff during the previous reporting period were significant
factors behind these delays. Late recording of conclusions on the system and delays in
closing complaints when remedial actions had been identified and completed
contributed to some cases being closed later than necessary. The Complaints Handling
Code does not require remedial actions to be completed before a complaint is closed,
instead allowing a complaint to be closed once such actions are clearly identified and
committed to. In one instance, a repair was ordered in May 2023 and follow up
inspection scheduled; despite this, the complaint was not closed until August 2024.

Complaints Analysis

18 out of 28 complaints received (64%) relate to repairs and 6 (21%) to Housing
Management. WECH's Repairs Service handled 2,055 individual responsive repairs in the
year 2024/25 and spent £610k on Planned Maintenance works.

78% of complaints about repairs and maintenance related to the length of time a repair
took to be completed and shortfalls in communication.



HOUSING OMBUDSMAN CASE

One complaint was made to the Ombudsman service during the year. This was a
multifaceted claim from a leaseholder who was not happy about the way a repair was
delivered. We have responded to all queries from the Ombudsman and the complaint
was closed internally. The final response from the Ombudsman is awaited.

ORGANISATIONAL LEARNING

Following a change in Board and Chief Executive leadership, WECH underwent a period of
significant reorganisation and systems uplift in 2024/25. There was a need to improve
management and monitoring of complaints, and increase awareness among staff about
corporate expectations when dealing with cases; measures to address these factors have
now been implemented. Following changes in personnel across the Executive Team, all
WECH team members received Complaints Training in November 2024 which included
correct identification and management of complaints, including logging and updating on
the HomeMaster housing management system. Complaints handling was included as a key
agenda item at the annual Team Away Day in March 2025, further embedding the principle
that this is a collective corporate responsibility.

All future remedial works arranged in response to repairs-related complaints will be post
inspected to make sure the matter complained about is resolved to our resident’s
satisfaction.

Work has been done across the Repairs and Reception Services teams to improve inter-
team communications and foster closer collaborative working.

Starting from March 2025, the Management Team has conducted weekly Complaints
Review Meetings, with cases also scrutinised by the Chief Executive personally. In
accordance with the code, complaints are regularly reported to the WECH Board, which
has oversight of performance. Care is taken to convey lessons learned from complaints
resolution to WECH team members where appropriate.

THE CHAIRMAN & BOARD’S RESPONSE

Gordon Quinlan is WECH’s Member Responsible for Complaints and has been Chairman of the Board since
September 2023. As noted, WECH is community owned and democratically controlled. Responding to
our residents expressed wishes, this has been a period of radical change, resetting operational and
strategic arrangements, including in the management of complaints.

The complaints self-assessment has established that WECH’s Complaints Policy is compliant with the
Housing Ombudsman’s Complaints Handling Code. The Board and Executive Team treat all insights from
our residents, including complaints, as an opportunity to refine and improve our services.

The Board has noted that not all complaints were responded to within the expected target times in
2024/25 and recognise the frustration delays will have caused. The Board now receives regular updates
about complaints received and their handling. The Executive Team has provided assurance that
appropriate systems are now in place, with proactive scrutiny of cases at the most senior level routinely
occurring. We are satisfied that appropriate steps have been taken to reinforce complaints case
handling and resolution.

The Board and Executive Team were encouraged by independent assurance received from Ward
Councillor Concia Albert, who wrote (reflecting on a remark by the Lord Mayor of Westminster, Councillor
Paul Dimoldenberg, at WECH’s Annual General Meeting on 24 September 2025):

“WECH is a great housing association and Paul's speech captured it well when he mentioned the lack
of complaints from tenants of WECH whilst receiving complaints from others. This speaks to the



quality and commitment of delivery and as a Harrow Road Ward Councillor it's brilliant to have you in
our Ward.”



