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1. Background and Introduction
1.1 This report captures all dissatisfaction with our services that were reported during 2023/
2024.

1.2 Q4 saw a new complaints report developed in line with the complaints policy review and
self-assessment ensuring we are recording and taking action to improve the quality and
level of service we are providing to our residents. This has had an impact on the overall
figures as the first three quarters of the year were recorded in a different manner.

2. Complaints performance during 2023 / 2024

2.1 When things go wrong, it's important that Reliance works hard to put it right. It's even more
important that we learn from it to prevent it from happening again. Reliance knows that it
can do more to learn from complaints, therefore staff have been working to identify
common causes for complaints. During the year there has been a lot of work with
stakeholders to both reduce possible causes of complaints and ASB as well as resolve
the complaints that do arise. For example:



WM Police have worked closely with Reliance in ensuring service provision is a safe
and secure environment for our residents. They have also worked in partnership with
us in different areas, to counsel us of any risks our provision or residents may be
exposed to and worked with us in reducing these risks.

Our continued partnership with the Local Authority helps support us in identifying any
risk of complaints and working to reduce any concerns raised directly with the Local
Authority.

3. Key points

3.1

3.2

3.3

3.4

Below are the statistics for the year:

430 Complaints/dissatisfactions of service were received within the year
428 Complaints/dissatisfactions of service were resolved at first point of contact.
334 Stage One complaints were received.

1 Stage Two complaints were received.

99.31% of complaints were responded to within target time.

2 Complainants were dissatisfied with outcome or action taken.

1 Complaint was escalated to the Housing Ombudsman

1 Ombudsman determination was received

99 complaints related to repairs and maintenance.

36 complaints related to care, support and supervision.

87 complaints related to a failure to follow policy and procedure

During 2023 -24 the organisation dealt with 430 complaints, and Quarter four saw the
introduction of an Early Resolution, Service Requests and a Two Stage complaints
process in line with the Ombudsman Code and we worked with our residents and
contractors to ensure satisfactory outcomes can be reached before escalation. This
has given the department reassurance that the work in promoting our complaints
policies and procedures is empowering our service users to access us more
successfully. We are accessible to our service users by telephone, website, WhatsApp,
twitter, resident panel and direct 0800 number.

We are working with our partners and external companies in finding new methods of
communication for our residents. Our CLO’s and complaints department continues to
build strong relationships with our partners at BCC, WMP, Probation Services, Social
Services and Homeless action teams within our communities. We are also working
very closely with local neighbourhood policing actions teams to reduce risk of any
negative impact our provision may be having on residents from areas within our
scheme. Where it is highlighted that tenants or the provision is having a negative
impact on communities, we are working together in a multiagency approach to
safeguard our tenants and communities. Where it has been evidenced that our
provision is having a negative impact on communities and service users, we are taking
action to remove provision. We have continued our implementation of property caps on
a number of areas within Birmingham since 2022 thus allowing us to focus on the
quality of service rather than growth, so we can ensure the service being provided to
our service users are in line with the scheme requirements.

We review our complaints figures quarterly to recognise trends and concerns within
properties, areas, and tenants which we then use to risk assess and implement the
necessary mitigation to reduce the impact properties and potentially tenants are having
within communities



3.5

3.6

3.7

3.8

Quarter Four was the first time ASB was recorded separately but the yearly totals
were:

¢ 98 new ASB cases were reported
e None of the new ASB cases reported involved hate incidents
o There were 94 resolved ASB cases

There were 73 safeguarding cases during the year all of which have since been
resolved. The end of the year saw a reduction in the number of safeguarding cases
identified and reviewed. This has mostly been down to the training given to our staff to
ensure they are aware and have a better understanding of the difference between
complaints, safeguarding and incidents.

During the year 121 incidents were reported. All but 15 were resolves and within target.
Those outstanding were raised within quarter four and were still within the resolution
target time.

Unfortunately there were 12 deaths in service, but none needed to be escalated.

4. Conclusion and Recommendation

4.1 As targets are set for 24/25 and reporting continues over the quarters, it will be possible to
see the direction of travel and any areas of improvement. Future reports will report by
exception, highlighting best practice and concerns. In turn this will feed into the regular
reporting of the Tenant Satisfaction Measures for both social housing and how Reliance
has applied them to its non-social housing.

4.2 Going forward Reliance will

Continue its close work with its external partners ensuring that our ethos is delivered
by being approachable and proactive.

Continue to be accessible to its resident’s and seeking ways to improve accessibility.
Ensure any complaint or concern raised is reviewed ethically and fairly in line with the
Housing Ombudsman Code.

4.3 The Tenant and Support Department recommend

4.4

4.5

Reliance continues building stronger relationships and partnership work with its
external partners and stakeholders

Reliance continues working on strategies in being able to be more opened and willing
with its residents and communities especially when addressing concerns or
complaints.

Build on and develop the complaints and CLO department through training and
recruitment.

Having received the quarter four report and approved the results of the Housing
Ombudsman self-assessment, Members are asked to note and approve the annual
report so it may be published on the Reliance website.

It is a regulatory requirement that along with the Housing Ombudsman self-
assessment, this report and the Board'’s response is published on the organisation’s
website. Members are asked to delegate authority to do this to the Company
Secretary.






appendix 1

Complaints self-assessment (Housing Ombudsman)

Self-assessment form

This self-assessment form should be completed by the complaints officer and it must be reviewed and approved by the landlord’s governing body at least
annually.

Once approved, landlords must publish the self-assessment as part of the annual complaints performance and service improvement report on their website.
The governing body’s response to the report must be published alongside this.

Landlords are required to complete the self-assessment in full and support all statements with evidence, with additional commentary as necessary.

We recognise that there may be a small number of circumstances where landlords are unable to meet the requirements, for example, if they do not have a
website. In these circumstances, we expect landlords to deliver the intentions of the Code in an alternative way, for example by publishing information in a
public area so that it is easily accessible.



Section 1: Definition of a complaint

Code . Comply: . .




Section 2: Exclusions




Code . Comply: . .







Section 3: Accessibility and Awareness

Code . Comply: . .










Section 4: Complaint Handling Staff

Code . Comply: . .




Section 5: The Complaint Handling Process

Code Comply:

Code requirement Yes / No Evidence Commentary / explanation




Where a landlord’s complaint response is
handled by a third party (e.g. a contracto

complaints processes.

ny third parties handle complaints in line
ith the Code.

When a complaint is logged at Stage 1 o
scalated to Stage 2, landlords must set
ut their understanding of the complaint

he Code will refer to this as “the complaint

efinition”. If any aspect of the complaint i
unclear, the resident must be asked fo
clarification.

When a complaint is acknowledged at ei-
her stage, landlords must be clear which
aspects of the complaint they are, and are
not, responsible for and clarify any areas

here this is not clear.




Where a response to a complaint will fall
outside the timescales set out in this Code,
he landlord must agree with the resident

uitable intervals for keeping them in-
ormed about their complaint.

andlords must make reasonable adjust-
ents for residents where appropriate un-
er the Equality Act 2010. Landlords must
eep a record of any reasonable adjust-
ents agreed, as well as a record of an
isabilities a resident has disclosed. Any
greed reasonable adjustments must be
ept under active review.




andlords must not refuse to escalate a

omplaint through all stages of the com-
plaints procedure unless it has valid rea-
sons to do so. Landlords must clearly set
out these reasons, and they must compl

ith the provisions set out in section 2 of
his Code.

full record must be kept of the complaint,
and the outcomes at each stage. This must
iginal complaint and the date
received, all correspondence with the resi-
ent, correspondence with other parties,
relevant supporting documentation
reports or surveys.

andlords must have processes in place to
nsure a complaint can be remedied at an
stage of its complaints process. Landlords




must ensure appropriate remedies can be
provided at any stage of the complaints
process without the need for escalation.

Landlords must have policies and proce-
dures in place for managing unacceptable

unacceptable behaviour must be propor-
ionate and demonstrate regard for the

Section 6: Complaints Stages

Stage 1
Code Code requirement Comply: Evidence Commentary / explanation
provision Yes / No

Landlords must have processes in place to
consider which complaints can be re-
sponded to as early as possible, and which
require further investigation. Landlords must
consider factors such as the complexity of

he complaint and whether the resident is
ulnerable or at risk. Most stage 1 com-
plaints can be resolved promptly, and an ex-
planation, apology or resolution




omplaints must be acknowledged, defined
and logged at stage 1 of the complaints pro-
cedure within five working days of the
omplaint being received.

andlords must issue a full response to
tage 1 complaints within 10 working da
f the complaint being acknowledged.

andlords must decide whether an exten-
sion to this timescale is needed when con-
sidering the complexity of the complaint and
hen inform the resident of the expected
imescale for response. Any extension must

e no more than 10 working days without
good reason, and the reason(s) must be

clearly explained to the resident.

complaint response must be provided to

racked and actioned promptly with appro-

priate updates provided to the resident.




are unrelated to the issues already being in-




Stage

The person considering the complaint at
stage 2 must not be the same person that

Landlords must issue a final response to the
stage 2 within 20 working days of the

extension to this timescale is needed when
considering the complexity of the complaint

2
Code . Comply: . :




and then inform the resident of the expected
timescale for response. Any extension mus
be no more than 20 working days without
good reason, and the reason(s) must be
clearly explained to the resident.

hen an organisation informs a resident
about an extension to these timescales,
they must be provided with the contac

Landlords must address all points raised in
the complaint definition and provide clea
reasons for any decisions, referencing the
relevant policy, law and good practice where




Section 7: Putting things right

Code . Comply: . :




Section 8: Self-assessment, reporting and compliance

Code reremen Vee Conmentary  expanator










Section 9: Scrutiny & oversight: continuous learning and improvement

Code . Comply: . .










