WALTERTON AND ELGIN COMMUNITY HOMES
Complaints received for the year to 31 March 2026

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.

SUMMARY OF COMPLAINTS RECEIVED
1 April 2025 to 31 March 2026

Complaints received during year by subject type

Number Concluded
Repairs 10 9
Leaseholder administration 2 2
Housing management 2 2
Estate management 1 1
TOTAL 15 14

Complaints concluded during the year

Number
Open stage 1 complaints brought forward from 2024/25 8
Stage 1 complaints received during 2025/26 12
Stage 2 complaints received during 2025/26 2
Complaints refused (in line with policy) in 2025/26 0
TOTAL COMPLAINTS CONCLUDED IN 2025/26 22
Total complaints carried into to 2026/27 1*

*complaint open after 31 March and closed early in 2026/27 within time.

Time targets achieved during the year

Percentage
Resolution target times achieved in 2024/25 (as reported last annual report) 16%
Resolution target times achieved in 2025/26 50%

Target time: policy allows up to 25 working days from notification date to resolution date. This
also assumes that an agreed extension period of 10 working day was applied as is permitted.
There’s an additional 20 days for a stage 2 complaint.




At the start of the 2025/26 the leadership of WECH adopted a more co-ordinated approach to
ensure each complaint was dealt with in a timely manner; and lessons from those complaints
were learned throughout the team. Significantly improved complaints response times over the
previous year has been observed (2024/25 - 16% achieved target). Another improvement factor
was changes in repairs and maintenance contractors. Their improved responsiveness led to
outstanding repair complaints being dealt with more quickly, and to the satisfaction of residents.

HOUSING OMBUDSMAN

No new complaints were logged with the Housing Ombudsman during the year, and there is one
determination currently awaited from the Housing Ombudsman dating back to 2024. There has
been engagement with the Housing Ombudsman during the year to ensure communication details
are up to date, and to add back up communication channels.

Archive Housing Ombudsman determinations are available from:
www. housing-ombudsman.org.uk/decisions

ORGANISATIONAL LEARNING

The following improvements have arisen from learning during the year:

e Backup for the complaints officer, allowing timely closure of complaints to continue in their
absence This includes communication channels with the Housing Ombudsman. More consistent
and quicker conclusions have resulted.

e Improved communication with the main office and maintenance contractors to ensure
residents are kept informed (repairs being a popular source of complaints). Less escalation of
complaints has resulted.

e Improved scrutiny of complaints by the Board, and the Operations Committee, has led to
resident complaints being more central to organisational thinking.

Ongoing objective:
To use learning from complaints to drive continued improvements in service delivery.

Performance will be measured by improving tenant satisfaction measures, which will also be
publicly reported.

RESPONSE OF THE BOARD

The Board met and received the annual complaints received report for the year ending 31 March
2026, and the Housing Ombudsman’s Self-Assessment. Following assessment of both documents, it
was concluded that:

1. The complaints received report presented a true and accurate reflection of complaints
performance for the year ending 31 March 2026, and the report will be shared with the



residents of WECH on its website.

2. The WECH self-assessment continued to provide a true and accurate reflection of full
compliance with the Housing Ombudsman’s Code. The self-assessment will be published on
residents of WECH on its website.

3. Improved complaints performance was welcomed, particularly in respect to meeting target
response times; and a continued effort by, and empowerment of, staff to resolve complaints
quickly and to the satisfaction of the residents.



