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Complaints - how did we do?
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Received Stage 1 upheld
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Top themes for complaints bt

Repairs

Communication Customer Service

@ Conduct @ Lack of action

@ Damp & Mould @ Anti Social Behaviour

building vibrant communities together



Complaint exclusions bdht

e Completed the complaints process
o Subject to legal proceedings
e Historic Issue (over 12 months old)

o Unreasonably Persistant
e Separate Appeals Process o GDPR Data Breach

Click here to view our full Landlord Performance report 2024/2025

building vibrant communities together


https://www.bdht.co.uk/wp-content/uploads/2026/09/Landlord-Report-Bromsgrove-District-Housing-Trust-Limited.pdf

Some changes we bdht
have made Customer Service Standard

Training to all staff on our new customer service
standard to support timely responses to

New ASB Officer Ustomers
New anti-social behaviour enforcement officer
appointed to focus on cases where legal .
intervention is required Fencmg

Process changed relating to a dispute over fences

Review of noise impact to ensure issues are assessed holistically

Reviewed policy for noise nuisance where noise
impacts the structure of a property to clarify what
actions will be taken and the timescales

Insurance
Review of insurer’s customer care standards,
including clearer service agreements with defined
New Process timescales and communication methods
New process to subsidence to provide written
communication outlining a clear action plan and

responsibilities

Review property offers

Greater emphasis placed on listening to residents’
concerns about location & safety before finalising offers,
with consideration for those with mental health
conditions.

Appointment improvements

We have employed a Resource Planning Manager to
reduce complaints relating to follow on works which .. . -
has already reduced complaints building vibrant communities together



How do customers rate bdht?

\ 570/ are satisfied with the level of customer service of the staff
(0 member handling the complaint

8 80/ 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
43 o 8 /o complaints.
The average satisfaction for other Housing Associations is o
o

(bdht are in the top 25%)

The Board are pleased to see big improvements withthe number of stage 1 complaints completed within
timescales, however, we have requested that complaints being escalated to stage 2 due to works at stage 1 not
completed are closely monitored.

We’'re pleased with the measures in place to look more regularly at recommendations and works outstanding
and will continue to have oversight of the performance of this. It is important that we monitorthe upward trend
of formal complaints being logged. We are satisfied that we are compliant with the complaint handling code and

the processes in place to ensure complaints are resolved quickly and within timescales.

We have identified 5 themes this year which is causing customer dissatisfaction; these are; Communication,
Damp & Mould, Repairs, Asset Management complaints and Anti-Social Behaviour. We have an action plan for
improvement for each of the areas in hope to reduce complaints and improve our service to customers.

Liz Nembhard, Board Member responsible for Complaints.
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