
Complaints and service  
improvement report 2025/26
Introduction

This year saw a significant rise in the number of complaints. Despite this our overall 
response performance remained strong and we resolved a high number of the 
complaints we received. Our focus for the year ahead is to deliver faster complaints 
resolution. The Ombudsman reviewed 27 cases during 2025-26 and the proportion 
of negative determinations dropped to 61%, an improvement on last year. We have 
strengthened how we learn from complaints and involve our contractors more directly 
in complaints management and analysing the root causes of issues.

How we perform in responding to complaints on time
Response targets were narrowly missed this year. Given the increase in complaint volumes, we 
performed well overall, with relatively few late responses.

Complaints management is regularly reinforced through staff engagement, helping us 
to understand both its importance and the role all Newlon teams play in delivering good 
complaint handling.

We recognise that our performance in responding to complaints on time has been just below 
our targets. This is an area we are working hard on improving and we are ensuring that the 
Service Resolution team, who respond to complaints, are adequately resourced and are a 
range of tools to track performance.

We know the level of escalations is too high and we are working to improve the quality of our 
complaint responses and ensuring resolutions are put in place so that residents’ complaints 
are resolved sooner.

The table below shows complaints performance for 2025/26. Stage 1 and Stage 2 complaints 
increased and reached their highest level in the last five years. 

Complaints received at each stage  2021/22    2022/23   2023/24   2024/25   2025/26  

Informal complaints    388   91   n/a   n/a   n/a  

Stage 1    601   568   790   839   1050  

Performance Stage 1s   98.67%   98.06%   90.89%    94.04%   96.59%  

Target for Stage 1    90%   95%   95%   95%   98.8%  

Stage 2   93   65   171   257   503  

Performance Stage 2s   79.57%   87.69%   93.57%   89.6%   97.08%  

Target for Stage 2   100%   100%   100%   100%   99.8%  

Percentage of escalations to Stage 2   15%   17%   22%      26%   34.4%  

No. Ombudsman determinations issued  21   15   13   19   28 



The chart below compares complaint numbers by month for 2025/26 with the 
previous year. While they were higher overall this year, the monthly pattern was 
broadly similar across both years. 
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Volume of complaints
During 2025/26, we refused 19 requests to log a formal complaint. These were recorded and 
declined in line with our complaints procedure, mainly because the issues had already been 
considered or related to matters more than 12 months old. 34.4% of complaints were escalated 
to Stage 2, compared to 26% last year. Understanding the drivers for escalation will be another 
key focus this year.

This chart compares 
responses due with 
responses completed 
on time. It shows 
that staff maintained 
strong performance 
despite the significant 
increase in demand
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What are our complaints about?
Repairs, Building Services, Building Safety and Asset Management account for 80% of all Stage 1 complaints 
and 77% of all Stage 2 complaints. 

Building Services mainly manage issues relating to lifts and building security, Asset Management complaints 
relate to planned and cyclical works. Outward is our specialist provider of care and support services. Special 
Projects manage our programme of remedial cladding works and STIR refers to our specialist team who 
manage accommodation for the Royal Free Hospital.

   Stage 1   Stage 2   Total  

Category   Number  %  Number   % Number % 

Antisocial Behaviour   14   1%   19   4%   33   2%  

Asset Management   81   8%   40   8%   121   8%  

Building Safety Works   12   1%   9   2%   21   1%  

Building Services   121   11%   32   6%   153   10%  

Customer Care   29   3%   9   2%   38   2%  

Income and Recovery    4   0.03%   3   1%   7   0.04%  

Neighbourhoods 77   7%   46   9%   122   8%  

Lettings   19   2%   13   3   32   2%  

Outward 2   0%   2   0%   4   0%  

Repairs   625   59%   271   54%   895   57%  

Sales and Development   8   1%   7   1%   15   1%  

Service Charges   7   1%   7   1%   14   1%  

Special Projects    7   1%   33   7%   40   3%  

Staff 47   4%   11   2%   58   4%  

STIR Team   3   0%         3   0%  

Total   1055      503      1558     
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Breakdown of repairs complaints
We hold regular meetings with our repairs contractors about complaints to put resolutions 
in place and reduce the number of complaints.

How long do we take to deal with complaints?
This table shows the number of complaints being overseen by the Service Resolution team in July 2026. It 
includes complaints awaiting a response as well as those where the response has been sent out and the agreed 
resolution is still being delivered. Although this is a snapshot in time, it gives a clear indication of the scale of open 
complaints and shows an increase compared with the same point last year. We are working hard to reduce the 
number of open cases and this is becoming more achievable as there has been a fall in complaints in the first 
quarter of 2026–27.

Length of time complaints are open

Length of time open   Stage 1   Stage 2  

Less than 1 month   123   0  

Less than 3 months   115   72  

3 – 6 months    71   88  

6 – 12 months   61   92  

Over 1 year   19   53  

Total    389   305  

We keep complaints open until the actions we 
have promised have been fully delivered.

Some complaints are complex and involve 
multiple issues, which can take more time 
to resolve. Even so, average closure times 
improved this year: Stage 1 complaints 
reduced from 77 days to 60 days, and Stage 2 
complaints reduced from 140 days to 112 days.

This is a big improvement considering the level 
of demand but we want to go further so that 
more complaints can be resolved and closed 
more quickly.



Ombudsman determinations
The Ombudsman issued seven more determinations than in the previous year. Our 
maladministration rate improved positively from 70% in 2024/25 to 61% in 2025/26.  
The Ombudsman has not yet published their annual landlord report for Newlon, so a national 
benchmark is not currently available. When we receive a determination from the Ombudsman 
concerns, actions and lessons learned are identified and are reviewed monthly.

The table below show Ombudsman determinations by service area.

Category  

M
alad

m
in

istratio
n

Severe  
m

alad
m

in
istratio

n

Service failu
re  

R
ed

ress  

N
o

  
m

alad
m

in
istratio

n

O
u

tsid
e  

Ju
risd

ictio
n

  

To
tal   

ASB   1         1   1      3  

Sales               1      1  

Service charges   1               1   1  

Complaint handling 4      11   3   1      19  

Compensation   1   1   1      3  

Record keeping      1               1  

Estate management       1   1         2  

Health and safety     1      2         3  

Moving to a property    1         1         2  

Occupancy rights         1      1      2  

Repairs/property condition   4   1   4   4   3   1   17  

Total    11   3   18   13   8   2   54  

Negative and positive    61%         39%     



Learning from complaints – a main focus for Newlon

Service area  What we have done What we still need to do  

Vulnerability 
and reasonable 
adjustments 

We have updated our policy in this area 
and reinforced it through Staff All In Days.  

Further work is still needed to improve 
data quality and staff training so that we 
can consistently deliver the right support 
to residents.

Communication 
around repairs 

A significant proportion of complaints 
relate to poor communication about  
repair appointments. We have introduced 
a code of practice for contractors.  
Our repairs team has made a big 
improvement in this area. 

We asked the Think Tank to look at the 
code of practice for contractors and are 
working on updating this to ensure it 
covers recent learning from complaints. 
We are continuing to work with 
contractors in this area.  

Complaint handling We have introduced additional checks 
on complaint responses to improve 
quality and ensure they are consistent 
with the complaint’s procedure. We have 
appointed a new manager whose focus 
is to improve the quality of complaint 
responses. We have reviewed cases 
where poor complaint handling was 
identified to ensure the team are clear  
on where improvement is required.  

We will be carrying out a quality audit to 
ensure that these changes have been 
embedded.  

Management of 
cladding remediation 

Service leads have developed more 
detailed guidance for responses to 
improve quality and consistency. 

We are working on developing a 
communication strategy for schemes 
undergoing remediation and have 
appointed a Communications manager 
for this area.  

Improved data We have held sessions with staff 
to ensure staff are clear on their 
responsibility for updating our systems 
to ensure we have accurate data.  

We are holding more training for staff in 
this area focusing on what is expected 
and we are developing clearer guidance 
on this. We will be developing our 
customer portal to enable residents to 
check the key data we hold and enable 
them to update this.  

You can find more information on the Learning from complaints page on our website about how we learn 
from complaints so that we can reduce repeat problems.

You can also find out more about how we manage and respond to complaints in the Complaints section 
of our website.

https://www.newlon.org.uk/learning-from-complaints/
https://www.newlon.org.uk/residents/making-a-complaint/



