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HOUSING TRUST

Service Improvement Report and self-assessment against the
Complaint Handling Code

The Board has reviewed Newlon’s self-assessment against the Complaint Handling
Code and the Annual Complaint and Service Improvement Report. While complaint
volumes, including Stage 2 escalations, increased significantly during the year, the
Board has received assurance that services are using complaint data effectively to
identify root causes and drive service improvements. Despite the increased demand,
complaint handling performance remained strong, with more than 96% of complaints
responded to within target times, improving on the previous year.

The Board has sought assurance that reducing escalations will be a key priority, with
a focus on achieving earlier resolution at Stage 1 and reducing the number of open
complaints to deliver faster, more effective outcomes for residents.

Further assurance has been provided by the Board Member Responsible for
Compilaints through attendance at monthly Learning from Complaints meetings.
These provide regular oversight of complaint trends, root causes, and improvement
actions, ensuring that learning is embedded across services. As a member of the
Resident Forum, the Member Responsible for Complaints has also provided
residents with regular updates on complaint performance throughout the year.

The Board has also reviewed the Complaint Handling Code self-assessment and is
satisfied that Newlon remains fully compliant with the Code. The Annual Complaint
and Service Improvement Report has been scrutinised by the Resident Services
Committee and a customer-facing version has been reviewed by the Residents
Forum.

The Board is satisfied that these documents provide a comprehensive assessment
of complaint performance and demonstrate a positive approach to learning from
complaints. We have assurance that appropriate plans, governance and resources
are in place to drive further improvements and deliver better outcomes for residents.
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