A bdht 2024/2025

Complaints - how did we do?

Formal Complaints

1104 179% 168% 190%

Received Resolved at Stage 1 upheld Stage 1 investigated
stage 1 within timescales
% 1 34 100%
165% 6
Stage 2 upheld Complaints Stage 2 investigated
stage 2 within timescales
Service Requests Escalated to Housing Ombudsman
% |10 12 0
1361 180% |
Service Service Requests Complaints Complaint Non compliance
Requests resolved Determinations with Complaint
handling code




Top themes for complaints

e Contractor

@ Communication e Grounds Maintenance

Lack of action

@ Damp & Mould @ ASB case handling

building vibrant communities together



Complaint exclusions

a Completed the complaints process

o Subject to legal proceedings

o Not a bdht tenant

Click here to view our full landlord
performance report 2023/2024

building vibrant communities together


https://www.bdht.co.uk/wp-content/uploads/2025/06/Landlord-Report-Bromsgrove-District-Housing-Trust-Limited.pdf
https://www.bdht.co.uk/wp-content/uploads/2025/06/Landlord-Report-Bromsgrove-District-Housing-Trust-Limited.pdf

Some changes we
have made New moving in leaflet

This is given to new customers moving into a new
build property explaining damp, mould and
condensation prevention measures

Changed lettings process

We’re making changes to the process so that
Customers receive a copy of the lettings standard
which is easy to understand.

Tailoring of services

An alert is now added to customers accounts where

additional requirements or adjustments are required
End of tenancy customer support

Review of support offered to customers when ending
atenancy. Improved processes now inplimented

Service Charges communication

We've reviewed the wording on our service charge

Fencing explained letters to be clearer and easier to understand

We have reviewed and made changes to the
explanation in the repair handbook about boundary
fencing responsibilities

Improving contactor service

We've reviewed out contractors service standard
and have increased monitoring to ensure

Planned works improvements , , ,
Improvements in customer service

We’ve reviewed our communication and customer
experience when planned works are being carried out e . -
to improve our customer’s experience building vibrant communities together



How do customers rate bdht?
of customers who made a formal complaint were satisfied
50% : B

with how the case was handled

9 40/ of customers who made a service request were satisfied

with how the request was handled

o of ALL customers were satisfied with how bdht handle
‘ 42 o 1 /0 complaints.
The average satisfaction for other Housing Associations is 34. 5%

(bdht are in the top 25%)

“The Board are happy with the progress on complaints, we recognise an increase in complaints relating to
damp and mould, due to the nature of these, we are scrutinising this area closely.

The four themes chosen for focus are reflective of the customer voice: Communication, Damp, mould and
condensation, anti-social behaviour complaints and planned works. We take complaints very seriously and
meet monthly to look at emerging themes and trends. There has been good progress with recommendations
and learning. We are satisfied that we are compliant with the complaint handling code and are encouraged
by the processes in place to ensure complaints are resolved quickly and to our customers satisfaction.”

Liz Nembhard, Board Member responsible for Complaints. A bd ht



