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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.

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.

‘ ‘ If something isn't right,
please tell us. We will listen
and we will act.” Huw John
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Huw John
Member Responsible for
Complaints

This is our second “Complaints
and Service Improvement:
annual report.” It details our
latest self-assessment and tells
you how we did in 2024-5.

Huw is our Board member with
lead responsibility for complaints
and we are both especially keen
that we not only produce this
report but also share it widely.
Our performance in handling
complaints, our learning

from them, and the results of
complaints investigations are
reported regularly at the Quality
& Practice Committee.

L

Nick Baldwin
Chair

We are pleased that all
complaints in 2024/25 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. And by April, 100% of
our Housing team had taken the
Housing Ombudsman’s training
on the Complaints Handling
Code.

With best wishes

NS B~

Huw John Nick Baldwin
Member Responsible for Chair
Complaints
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Summary of complaints

Q1 Q2 Q3 Q4 Total
2024/25 2024/25 2024/25 2024/25 2024/25
. . . . o
The number of complaints received in 2024/25 (17) increased by 240%, Number of formal complaints received 2 A 2 . p
compa red with the preViOUS year 2023/24 (5) % of formal complaints acknowledged within
our target of 5 working days of receipt of 100% 75%" 100% 100% 9412%
Although this increase might appear All complaints received during 2024/25 complaint . —
concerning, the overall number is still relatively were resolved at Stage 1, with no complaints % of formal Comp|0lht5 responded to within
low and we have been actively seeking to being escalated to Stage 2, or to the Housing our target of 10 working days from date of 100% 75%" 67%** 100% 88.24%
ensure all complaints are recorded, so the Ombudsman. acknowledgement of complaint
figures may reflect that. Last year the number Number of formal complaints where an
of complaints received reduced by nine on extension to the original 10 working day 0 0 0 0 0
2022/23. target was required
Number of formal complaints resolved at 3 4 3 7 17
stage 1
. Upheld Number of formal complaints escalated to 0 0 0 0 0
stage 2
. Partially upheld
. Not upheld Number of cases escalated to the HO 0] 0 0 0] 0

*Out of four complaints received, there was one complaint where an acknowledgement letter was at 15 working days due to a change in Locality
Manager and the complaint was missed. The Operational Director spoke to the complainant and apologised. The resolution letter was sent at
57 working days as we had to write to the Local Authority, who the complaint had originally been raised with, to obtain a copy of the complaint
due to GDPR regulations.

**Out of the three complaints received, there was one complaint where a resolution letter was sent at 12 working days, however, the complainant

. had been telephoned within the 10-working day target by the investigator to inform them of their findings.
Reason for complaint P g day target by 9 9

number of complaints number of complaints
received 2024/2025 received 2023/2024

Quality of work Communication Work delay Property condition

6 Annual Housing Complaints, Concerns & Compliments Report 2024-25 Annual Housing Complaints, Concerns & Compliments Report 2024-25 7



Learning Outcomes/Changes Made

Learning Outcomes

Changes Made/To Be Made

Improved communication

- Clearer instructions with contractor, with identification
of delays and a quicker response to escalation.

+ Follow up on OOH and emergency response calls with
contractor to ensure attendance has been made and
what the resulting attendance timeframe was.

- Clear information on what is tenant and what is
maintenance responsibility.

- Provide planned works information/timetable to wider
housing team.

«+ Creation of access assessment sheets for external
works. This will include notice of access requirement
- appointments, scaffolding (if required), staff cars to
be removed (as identified), wheelchair uses on site and
their needs for access.

Discussed with contractors as part of contract
meetings.

Weekly reports are sent to each contractor for them to
update with attendance timescales. New suite of KPI's
to be introduced 2025/26

This is to be picked up in the review of the
Maintenance Policy during April/May 2025.

To be followed up by the Head of Property and shared
for 2025/26

To be followed up by the Maintenance Manager
to create a document that should be used by
contractors.

Contractors should implement photographic evidence
and quality check their work.

A new suite of KPIs for maintenance contractors has been
created for 2025/26, one of which is the need to carry out
10% each calendar month.

The need to record in our system when the people we
support in Support Only properties need reasonable
adjustments in relation to appointments so that this
information can be shared with our contractors.

It is envisaged that we can implement the flagging
system as part of the Pyramid G2 development. In the
meantime, the Compliance Manager will hold a list of
sites which need support with organising service visits.

Ensure instruction is understood by maintenance contract
partners and their engineers on expectations for what
should be shared and with whom.

This was raised and discussed as part of a contractor
meeting.

When work carried out in Support Only properties as
an exception we need to ensure records are accurately
recorded as to who is responsible for future maintenance.

An alert has been added to the property in Pyramid to
identify responsibility for the TMV And Electric Shower
Repairs.

Need to identify emails containing quotes so these can be
actioned as soon as possible.

A new process has been put in place for dealing with
emails received into the Maintenance Inbox, a rota has
been created to enable colleagues to deal solely with
emails and not get distracted by phone calls.

The need to be able to review calls into the Housing Hub
and a recording of a call would provide clear details of
what communication took place.

To investigate the possibility of call monitoring via
Touchpoint during 2025/26.

On bathroom refurbishments we should provide specifics
of our requirements e.g. specify a pre-formed level access
shower tray to be installed, rather than utilise an existing
drain when we are aware there was a problem.

We already have a Standard Workmanship and
Materials Specification that is shared with prospective
contractors prior to the award of work, but there is a
need to add any specialist requirements as an
addition to this, which the Development & Asset Team
will pick up.
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As well as the Learning Outcomes being recorded on Radar, a Tracker is to be created within Housing so
that we can monitor learning outcomes from each complaint to ensure that changes are being made and
recorded.

Staff Training

The Housing Ombudsman’s Complaint Handling Code (HOCHQ) became statutory on 1st April 2024 and sets
out best practice for landlord’s complaint handling procedures, to enable a positive complaints culture across
the social housing sector, regardless of the size or type of landlord.

A decision was made within Housing that every member of the team should undertake training on the HOCHO.
To this aim each member of the team was asked to undertake the e-learning module provided by the Housing
Ombudsman on their website. As of 31st March 2025 95%, (21 out of 22) of the team had successfully completed
the training. With the remaining colleague completing the training in April 2025.
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Case study

Complaint

Friday 3rd January

The complainant had been without heating
or hot water for three days. They advised

that they had reported this issue several
times. The complainant’s support team
contacted Dimensions to advise that the
boiler was showing a fault. The complainant
was present on the call and advised the call
handler that they had attempted to reset the
boiler and this was not working.

The call handler had informed them to do a
quick Google search, advising them to bleed
the radiators and manually fix the boiler
pressure. They informed the call handler that
this was not suitable for them to do. They said
the call handler seemed reluctant to request
an engineer but eventually advised an
engineer would be visiting within 24 hours.

Saturday 4th January

The support team member called the
Housing Hub Out of Hours Service (OOH),
Orbis, at 10am but did not get through until
Tam. The Housing Hub advised an engineer
would be at the property as soon as possible.
At 17:30 they contacted OOH again when
they were advised that the engineer could
take 24-48 hours to visit the property. The
OOH were informed that the property

had 5 vulnerable tenants and no access to
heating or hot water. Support team members
contacted the Housing Hub four more times
and left messages on the voicemail, but no
call back was received.

Sunday 5th January

The complainant advised that the on-call
manager was advised an engineer would be
at the property today. The on-call manager

waited 45 minutes for her call to be answered.

Monday 6th January

The engineer had still not arrived at the
property.
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Desired outcome of complaint

The complainant wanted us to investigate
the matter and provide an update as soon as
possible.

Investigation

On 3rd January (10:51) a repair order had

been raised by a member of the Housing Hub,
emailed to the contractor and telephoned to
their out of hours (OOH) as the contractor was
closed for a fortnight over the Christmas and
New Year period.

We requested recordings of calls made to the
contractor by Orbis. It was clear from listening
to the recordings that Orbis were doing all
they could to resolve the issue, contacting
the contractor's out of hours provider who
assured that an engineer would be attending.

We also requested recordings from the
contractor's OOH provider. They were unable
to provide call recordings but shared their
findings of their OOH Provider investigations
into the failings around this job:

The initial issue was a technical glitch that
caused the job sheet not to be sent to

the contractor. The contractor was having
issues with their email but confirms
receipt of the email late 4th Jan.

The contractor was deployed 4th Jan (4-
hour response) and chased 5th Jan due
to no attendance.

The engineer had been delayed on
another job and had failed to provide
the update to their office. The contractor
passed on their apologies, and the
engineer was disciplined and received
further training.

The contractor advised that they are
looking at ways to improve and asked
if there was anything they could do to
compensate the people we support
and colleagues for the stress and
inconvenience.

Complaint Outcome

There was a failure in communication
by our contractor’s out of hours (OOH)
call provider and the contractor.

The complaint was upheld and

our contractor apologised for the
inconvenience and distress that

may have been caused. They also
provided compensation of £400 for
the people we support.
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The number of concerns received in 2024/25 (3)
remained the same as the previous year 2023/24 (3).

1.0 -
08
06
04

0.2

0.0

Waste disposal Untidy garden Interruption of
water supply

3 3

— o

number of concerns number of concerns
received 2024/2025 received 2023/2024
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Concerns are where individuals don't want to
make a formal complaint but want to make

a suggestion for improvement and they are
investigated the same way as a complaint, with
feedback being given to the person raising the
concern.

If the same concern is raised more than once,
then it will be treated as a complaint. None of the
concerns raised became a complaint.

None of the
concerns raised
became a
complaint.




The number of compliments received in 2024/25 (10) reduced by 41%,

compared with the previous year 2023/24 (17).

5

14

Contractor Colleague Quality of work  Colleague/contractor
behaviour behaviour assistance
number of compliments number of compliments
received 2024/2025 received 2023/2024

Annual Housing Complaints, Concerns & Compliments Report 2024-25

éé

They do all the repairs, they listen to what we
have to say. Keep us safe and they do their job
well. I am very happy where I live. I would like
to stay here for as long as I can.I love it here’
(Anon, tenant survey)




Response from

Dimensions Board

Housing Ombudsman’s complaints
handling code self-assessment

The Board was pleased to note the increase in tenant complaints,
which we hope is an outcome of improved communication and tenant
awareness. In our governance roles, we will continue to monitor this
figure and how tenants are made aware of their rights to share any
issues.

The introduction of our link Housing member for Housing Complaints
has strengthened our direct governance links with tenants and their
concerns.

To provide our Housing with further governance strength we have
established an annual Housing focus at our Quality and Practice
Committee (QPC) to review the outcomes of the annual Housing
complaints review in detail before further reporting at full Group Board.

The introduction of the Tenant Scrutiny Panel to QPC and
establishment of an annual presentation and discussion will further
strengthen this area.

We have agreed that the Board lead on Housing complaints will attend
Tenant Scrutiny Panel on an annual basis to strengthen direct contact
between the governance of the organisation and our tenants.

The Board is positive about the introduction of new key performance
indicators and weekly reports, which will improve the quality of the
data provided to the various levels of governance in place.

Annual Housing Complaints, Concerns & Compliments Report 2024-25

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.
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VY dimensions

Better Lives for More People
—

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.

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



