Annual Complaints Review 2026 and Board Response – covering April 25-end March 26

Background and Introduction.

To ensure compliance against the Housing Ombudsman Complaints Handling Code, NWHA provides an annual complaints performance and service improvement report, the report includes: 

• An annual self-assessment against the Code to ensure our complaint handling policy remains in line with the codes requirements. 

• A qualitative and quantitative analysis of NWHA’s complaint handling performance. This will also include a summary of the types of complaints NWHA has refused to accept

 • Any findings of non-compliance by NWHA with this Code by the Ombudsman 

• The service improvements made by NWHA because of the learning from complaints 

• Any annual report about NWHA’s performance from the Ombudsman 

• any other relevant reports or publications produced by the Ombudsman in relation to the work of NWHA 

NWHA’s annual complaints performance and service improvement report is reported to NWHA’s governing body and published on the section of its website relating to complaints. The governing body’s response to the report is published below the report detail

Our annual self assessment against the ombudsman code is published separately on our website.

1. Analysis of Complaint Handling Performance.

	Complaint stage
	Number of complaints
	Summary

	Stage 1
	18
	Main areas included : repairs, contractor performance, cleaning service, ASB and neighbour nuisance

	Stage 2
	1
	




	Complaints resolved
	Complaints ongoing at year end
	Unresolved complaints

	14
	4
	One ongoing across the year end




2. NWHA Acceptance of Issues as a Complain / Refusal of Complaints

There were no issues raised that were not accepted as complaints.



3. Findings of Non-Compliance Against The Code by Ombudsman.

There was one instance where the ombudsman ruled against the association which has been reported to the board previously.

4. Service Changes As A Result of Complaints Made / Learning From The Process.

We have made some refinements to how we record and process repairs..

5. Ombudsman’s Annual Report on NWHA.

Not applicable 

6. Reports or publications from the  Ombudsman in relation to NWHA.

None.




Response From The Board of NWHA.

This is the third full report on complaints performance since the introduction of the new code and regulations. 

The board receives reports on complaints at each of the Board meetings. We note that all complaints were addressed within timescales set out by the ombudsman service.

The Board is satisfied that the association is compliant with the code. 

It is always the aim of New World to actively listen and learn from our residents and we welcome this approach to complaints monitoring. Within our next residents survey we will be seeking additional feedback from residents on our complaint handing.

 
