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Foreword

Our vision is “Better Lives for More People.” Everything 
we do is directed towards that. But sometimes we 
don’t get things right, and when this happens we 
need to learn from our mistakes and put things right. 

This report tells you how we  
did in 2025/26.
It also tells you about the 
compliments we received.  
In fact, in 2025/26 we received 
more compliments than 
complaints, something to be 
proud of.
We expect all colleagues to 
make decisions and to act in 
line with our values of Ambition, 
Respect, Courage, Integrity, and 
Partnership. Of course, this is 
especially important when things 
have gone wrong.  
 
 

You - our tenants - have a very 
important role because you tell 
us when we haven’t got it right. 
We hope you feel confident to tell 
us about any concerns you may 
have and if necessary, to make a 
complaint. 
We will listen to you. If you 
complain we will fully investigate 
it. We will work with you to put 
things right and having listened 
and learned, we will make any 
wider changes that might be 
needed, working through our 
Tenants Scrutiny Panel.  
 
 

We follow the Housing 
Ombudsman’s complaints 
handling code. This means we 
keep our policies up-to-date 
and it also means that we share 
your experiences of our housing 
service across our organisation, 
including at the Board. We have 
followed the Code since it was 
first introduced in 2020 and we 
regularly check that we are still 
following it.  
 
 
 
 
 

Huw John 
Member Responsible for 
Complaints	

Nick Baldwin 
Chair	

Nick Baldwin 
Chair	

Huw John 
Member Responsible for 
Complaints	

Our performance in handling 
complaints, our learning 
from them, and the results of 
complaints investigations are 
reported regularly at the Quality 
& Practice Committee. We are 
pleased that all complaints 
in 2025/26 were investigated, 
and where they were upheld or 
partially upheld, we took the right 
actions to resolve them. 
No complaints were escalated 
or referred to the Housing 
Ombudsman and no 
compensation was needed 
to address any of this year’s 
complaints. 
With best wishes

If something isn’t right, 
please tell us. We will listen 
and we will act.  Huw John
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Complaints

We received 18 complaints in 2025/26, compared to 17 the year before.  17 of the 
18 complaints were resolved at Stage 1, with one complaint being escalated to 
Stage 2.  No complaints were escalated to the Housing Ombudsman.

5

6 7

Upheld

Partially upheld

Not upheld

Reason for complaint
2025/26

Summary of complaints

2025/26 2024/25

Number of formal complaints received 18 17

% of formal complaints acknowledged within our target of 5 working days  
of receipt of complaint 94%* 94%

% of formal complaints responded to within our target of 10 working days 
from date of acknowledgement of complaint 89%** 88%

Number of formal complaints where an extension to the original  
10 working day target was required 1 0

Number of formal complaints resolved at stage 1 17 17

Number of formal complaints escalated to stage 2 1 0

Number of cases escalated to the Housing Ombudsman 0 0

 
*Acknowledgement for one complaint was late by one day as the complaint had been emailed to an individual 
who forwarded to another colleague who was on leave.  On their return from leave the complaint was assigned 
immediately, and acknowledgement letter sent that same day.

** Three complaints were responded to outside of the required timescales due to the following reasons:
1. The outcome of one complaint was communicated via email and telephone within 10 days; however, the formal 
written response was not issued until the 11th day.  
2. One complaint was completed prior to a period of annual leave but wasn’t issued in time. The draft response 
remained in a colleague’s inbox during their absence of leave and was sent immediately upon their return, resulting in 
a one day delay. 
3. One complaint required a 10 working day extension to the original timeframe due to delays in receiving necessary 
information from a contractor as part of the investigation.  The complaint was subsequently responded to within four 
working days of the 10 day extended deadline.

 

  18
number of complaints  
received 2025/2026

   17
number of complaints  
received 2024/2025

Work Delay

Speed of response/attendance

Communication

Colleague Conduct

Repair Recharge

New Build Issues

Incomplete Work

Loss of personal property

Security Concern

Overgrown Garden

Property Condition

0		     1		       2		         3

Number of complaints
2025/26
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Learning Outcomes/Changes Made

Learning Outcomes Changes Made/To Be Made

Staff (including RHAs and support teams) need to be 
more mindful of tenants’ needs. If unsure, they should 
check with their manager or the maintenance team.  
Staff must also avoid using mobile devices while driving.

This will be raised with Regional Housing Advisor  
colleagues in monthly and one-to-one meetings.

Communication between contractors and sub-
contractors needs to improve. If the site had been 
informed earlier, the complaint may have been avoided.

This was discussed at the contract meeting on 1 July 
2025. The contractor has reminded sub-contractors of 
correct processes. They must now update sites if they 
cannot attend an emergency job within 24 hours.

Better internal communication is needed when staff 
change roles. A scheduled visit was not passed on to the 
new locality manager.

The Tenancy Services Manager has discussed this 
with the site’s Operational Director. Staff have been 
reminded to share key information about visits.

Tenants and support teams need clearer information 
about repair charges.

While full details cannot be shown on invoices, 
a breakdown is now included in the recharge 
notification emails.

Contractors must report issues with key safes so 
properties remain secure.

This has been implemented through contract 
meetings with compliance and day-to-day 
contractors.

Properties with Guardians must have appropriate 
garden maintenance.

Our Contracts & Partnership Manager is to meet 
with the Guardians property manager to discuss 
gardening arrangements.  Checks are now carried out 
with Regional Housing Advisors to ensure gardening 
contracts continue for empty properties occupied by 
guardians.

Staff should ensure positive communication and 
respectful language when working with tenants and 
professionals.

Training on language, tone and positive interactions 
was delivered at the Housing Hub Team Meeting on  
6 November 2025.

There should be quicker, more empathetic responses to 
issues affecting residents, along with stronger quality 
checks during handovers.

Contractors will be reminded about handover 
procedures, and improved checklists will be 
introduced.

Although policies were followed and emergency repairs 
were completed within 24 hours, expectations around 
response times differed.

The complainant has been informed about 
the maintenance policy and emergency repair 
timeframes.

A safety risk has been identified relating to a sink.
A temporary strainer has been fitted, and an 
alternative sink with an integrated strainer is being 
sought.

The Learning Outcomes Tracker developed last year enables timely implementation of actions identified 
through learning reviews.  It support Housing Services in monitoring outcomes from each complaint,  
ensuring that improvements are implemented, tracked and appropriately recorded.

Delays in quotations were caused by communication 
issues and an additional factor that was not previously 
identified.

This was raised with the contractor at the contract 
meeting on 13 February 2026.

A misunderstanding occurred about whether work had 
been completed or needed another visit due to having 
missing tools/parts.

Communication between all parties will be reinforced 
at the next contract meeting.

Communication and response times from a contractor 
for emergency work need to improve.

The Contractor is to provide daily updates on 
emergency jobs. Monitoring is to be undertaken by 
the Maintenance Manager, and the contractor is to 
introduce a client portal in July 2026.
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Case study

Complaint
The complainant reported that he was unhappy 
about receiving a recharge of £420.00 for aborted 
visits to carry out a repair at his property in July 
and August.
The complainant advised that he allowed access 
to his property on 4 July but did not understand 
why the contractor required access to the loft 
space, as it was not used. As a result, he refused 
access to the loft.
The complainant also advised that he was at 
home when the contractor attended on 14 August 
but said that no one knocked on the door or rang 
the doorbell. He therefore disputed that access 
had not been provided.

Desired outcome
The complainant requested that the  
recharge be cancelled.

Investigation 
•	 18 June – The Compliance Manager emailed 

the Housing Hub requesting that a repair 
order be raised for the day-to-day contractor 
to install a walkway in the loft to provide safe 
access for survey and maintenance purposes.

•	 26 June – A non-urgent repair order was 
raised with a target completion date of 24 
July.

•	 4 July – The contractor emailed the Housing 
Hub at 08:31 confirming attendance at the 
property, as previously arranged with the 
tenant. They advised that the purpose of 
the visit had been clearly explained when 
the appointment was booked; however, the 
tenant refused access, stating that he did not 
want or require loft boarding. The engineer 
reportedly attempted to explain the reason 
for the work again, but access was still refused. 
The contractor advised that an abortive 
visit charge would apply and requested 
confirmation once the issue had been 
discussed with the tenant. 
The Housing Hub subsequently contacted the 
Regional Housing Advisor (RHA) requesting 
support in liaising with the tenant to enable 
the work to proceed and advising that the 
abortive charge would be recharged to the 
tenant. 
The RHA then contacted the tenant’s support 
worker, explaining that a charge would be 
applied due to the refused access and asking 
them to discuss the matter with the tenant.

•	 24 July – The contractor queried whether the 
work could be rearranged. The Compliance 
Manager confirmed that the work was 
essential, as the water tank required 
inspection and new health and safety 
requirements meant access could not be 
safely achieved without loft boarding.

•	 14 August – The contractor attended the 
scheduled appointment, but there was no 
response at the property. They confirmed that 
a further failed visit charge would apply and 
sought instruction on how to proceed.

•	 26 August – The contractor advised that the 
tenant had contacted them to rearrange the 
appointment, stating that he may not have 
heard the door when the engineer attended 
on 14 August. They requested confirmation to 
proceed with rebooking.

•	 27 August – The Compliance Manager 
confirmed that the work should be completed.

•	 10 September – The contractor attended and 
successfully completed the work, installing a 
safe access pathway to the water tank.

•	 31 October – The RHA informed the tenant’s 
support worker that an invoice for £420.00 
would be issued in relation to the failed visit 
on 14 August.

•	 18 November – The support worker contacted 
the RHA advising that the tenant had received 
the invoice and was dissatisfied, reiterating 
that he believed the contractor had not 
knocked or used the doorbell.

•	 15 December – The contractor was contacted 
regarding the complaint and asked to provide 
clarification. They confirmed that both 
appointments had been arranged with the 
tenant and that the purpose of the work had 
been explained on each occasion, with the 
tenant agreeing to the second appointment.

The contractor charged Dimensions a total of 
£1,426.80, comprising £840.00 for the failed 
visits on 4 July and 14 August, and £586.80 for 
the completed work. Given the high cost of the 
aborted visits, it was decided that only one charge 
would be recharged to the tenant.
The charge applied related solely to the failed visit 
on 4 July, and the usual 10% administration fee 
was not applied.

Complaint Outcome 
The contractor arranged appointments 
with the tenant for each visit and clearly 

explained the purpose of the work. During 
the first visit, the engineer provided 
an explanation on site, and this was 

reiterated when arranging the second 
appointment. Communication was also 

maintained with the tenant’s support 
worker to ensure the tenant understood 

the requirement.  The contractor followed 
due process and made multiple attempts 

to complete the work, which was 
ultimately carried out on the third visit.

The complaint was not upheld.
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Concerns

We received seven concerns or service requests in 2025/26 
compared to three in 2024/25.

  7
number of concerns 
received 2025/2026

   3
number of concerns 
received 2024/2025

Work
Delay

Increased 
Water Bill

Length of 
time to 

answer call

Concerns are where individuals do not want 
to make a formal complaint but instead raise 
a suggestion for improvement.  These are 
investigated in the same way as complaints, with 
feedback being provided to the individual raising 
the concern.  

A service request is a request for action to be taken 
to put something right. Service requests are not 
complaints, but must be recorded, monitored and 
reviewed. 

Where the same concern or service request is 
raised more than once, it is escalated and treated 
as a complaint.  During the reporting period, none 
of the concerns/service requests progressed to a 
complaint.

None of the 
concerns raised 
became a 
complaint.

0.0

0.5

1.0

1.5

2.0

MP Enquiry 
re damaged 

aerial

MP Enquiry 
re windows 
not being 
replaced

Unstable 
Fencing
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Compliments

  23
number of compliments 
received 2025/2026

   10
number of compliments 
received 2024/2025

The number of compliments received in 2025/26 was 23, 
compared to 10 in 2024/25.  

I would like to say I think 
Dimensions is a great place 
to live, I love it here.” 
(Anon, tenant survey)

0
1
2
3
4
5
6
7
8

Contractor 
Conduct

Quality of 
Work

Colleague 
Conduct

Colleague 
Assistance

Partnership 
Working/

Communication
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Response from 
Dimensions Board

•	 The Dimensions UK Board has reviewed the Annual Complaints 
Report and our Self-Assessment of Compliance with the Housing 
Ombudsman Complaint Handling Code of Practice and is 
satisfied that complaints have been responded to appropriately 
and with regard to both the Housing Ombudsman code of 
practice, and the needs and experiences of our tenants. 

•	 Where lessons have been learned, we are satisfied that action 
is taken to improve and prevent reoccurrence, and our annual 
report demonstrates that concerns are investigated thoroughly. 

•	 It was good to see that the work we have been doing to improve 
contractor performance in 2025-26 has resulted in an increased 
number of compliments about our contractors’ conduct and 
quality of work. 

•	 Overall, the Board is assured that we have a strong focus on 
welcoming complaints and responding positively when things 
go wrong. We welcome the positive approach to learning from 
complaints and our continued focus on our tenant experience 
and continual improvement.

This self-assessment form should be 
completed by the complaints officer 
and it must be reviewed and approved 
by the landlord’s governing body at 
least annually. 

Once approved, landlords must  
publish the self-assessment as part of 
the annual complaints performance 
and service improvement report on 
their website. 

The governing body’s response to the 
report must be published alongside 
this. 

Landlords must complete the self 
assessment in full and support all 
statements with evidence, with 
additional commentary as necessary. 

We recognise that there may be a 
small number of circumstances in 
which landlords are unable to meet 
the requirements, for example, if 
they do not have a website. In these 
circumstances, we expect landlords 
to deliver the intentions of the Code 
in an alternative way, for example, by 
publishing information in a public area 
so that it is easily accessible.

Housing Ombudsman’s complaints 
handling code self-assessment
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Find out more
dimensions-uk.org
T 0300 303 9001 
E enquiries@dimensions-uk.org

Find us on social media 
@DimensionsUK

Our address
Building 1230, Arlington Business Park,  
Theale, Reading, RG7 4SA

Dimensions supports adults with learning  
disabilities, autistic people, individuals with  
complex health or forensic needs, and those  
with a history of behaviours of distress.
The people we support and their families are  
at the heart of everything we do. We want every  
person we support to have a great, ordinary,  
active life as part of their local community.

Dimensions (UK) Ltd is a charitable registered society number 31192R.  
Building 1230, Arlington Business Park, Theale, Reading, RG7 4SA. Apr 2025


