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Executive Summary
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This report provides an overview of Soho Housing Association's complaint handling performance between 1 April 

2025 and 31 March 2026. It summarises complaint performance, Housing Ombudsman activity, organisational 

learning and the improvements implemented in response to resident feedback.

During the reporting period, Soho Housing experienced a significant increase in complaint volumes alongside

the Housing Ombudsman's Paragraph 49 investigation. These challenges highlighted opportunities to

strengthen complaint handling, governance and organisational oversight across the organisation.

In response, Soho Housing implemented a comprehensive programme of improvements, including

dedicated specialist roles, enhanced governance arrangements, improvements to Microsoft D365,

strengthened quality assurance processes and greater organisational oversight of complaint

handling. This report demonstrates how complaint feedback has been used to drive organisational

learning, improve services and strengthen Soho Housing's commitment to delivering a fair,

accessible and resident-focused complaints service.



Complaints overview 
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• Complaints received (188): Soho Housing received 188 complaints during 2025/26, representing a 

significant increase in complaint volumes compared with the previous reporting year. This reflects increased 

resident engagement with the complaints process, improved accessibility through the dedicated complaints 

inbox and strengthened complaint recording.

• Stage 1 complaints (131): A total of 131 complaints (70%) were resolved through the Stage 1 process. 

This demonstrates that the majority of concerns were addressed without requiring escalation to Stage 2, 

supporting the principle of early resolution set out in the Housing Ombudsman's Complaint Handling Code.

• Stage 2 complaints (57): Fifty-seven complaints (30%) progressed to Stage 2 following a resident's 

request for a review. Stage 2 cases were generally more complex and often related to long-running repairs, 

communication or service delivery concerns that required further investigation.

• Stage 1 responded to in time (74%): Overall Stage 1 compliance was 74% against the 10-working-day 

target. Performance improved significantly throughout much of the year but reduced in March following 

increased complaint volumes, higher inbox demand and the impact of staff annual leave. These pressures 

highlighted the need to strengthen complaints capacity.

• Stage 2 responded to in time (84%): Overall Stage 2 compliance was 84% against the 20-working-day 

target. Although the volume of Stage 2 complaints increased during the year, performance remained 

comparatively strong, reflecting improved oversight and monitoring of more complex complaint 

investigations.



Monthly Performance – Stage 1

This slide shows Stage 1 complaints due each month during 2025/26. Tracking 

monthly volumes helps identify periods of increased demand and pressure on the 

complaints function.
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• Volumes were relatively stable from May to September before increasing from October onwards.

• March 2026 recorded the highest volume, with 22 Stage 1 complaints due, following 20 in February.

• This rise in the final quarter contributed to pressure on response times and supports the need to keep 

complaints capacity under review.



Monthly Performance – Stage 2
This slide shows Stage 2 complaints due each month during 2025/26. Stage 2 

complaints are lower in volume but are generally more complex and time-intensive 

to investigate.
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• Stage 2 volumes remained comparatively low for much of the year, but increased in August and again 

toward year end.

• August 2025 recorded the highest volume, with 9 Stage 2 complaints due; December recorded 7.

• Although lower in number than Stage 1, Stage 2 cases often involve longer-running issues and require more 

detailed investigation and senior oversight.



Complaint themes
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This section identifies the main themes arising from complaints and highlights where residents experienced 

the greatest service issues. Understanding these trends enables Soho Housing to target resources, monitor 

recurring issues and drive service improvements where they are most needed.



Complaint themes observations

Repairs, property & contractor performance (143)

Repairs accounted for 76% of all complaints received during the year, making this by far the most 

significant complaint theme. The majority related to repair delays, contractor performance, 

communication regarding appointments and repeat visits. This continues to be the organisation's 

primary area for service improvement.

Communication & staff conduct (13)

Communication remained the second highest complaint theme. Residents commonly reported delays in 

receiving updates, inconsistent communication and dissatisfaction with how enquiries were managed. 

Improving communication standards remains a key organisational priority across all service areas.

Estate (10) / communal management and ASB (10)

Estate management and anti-social behaviour generated a similar level of complaints. These cases 

were often more complex and required coordinated working between Housing Management, Property 

Services and the ASB Officer to achieve effective resolution.

Complaint handling process (7) and Housing management (5)

A smaller number of complaints related directly to complaint handling and housing management 

services. Although these themes generated fewer complaints, they have informed improvements to 

complaint investigations, quality assurance, case ownership and compliance with the Housing 

Ombudsman's Complaint Handling Code.



Lessons learnt
Key Learning Service Improvements

Complaint Handling & Communication

Complaint investigations identified inconsistent 

communication, delayed responses and a lack of 

ownership, resulting in residents having to repeatedly 

chase for updates.

Complaint handling has been centralised through a 

dedicated Complaints & Insight Officer and a dedicated 

complaints inbox which now provide a single point of 

contact, supported by improved case tracking within 

Dynamics 365. Staff training has also been delivered 

on the complaint lifecycle and Complaint Handling 

Code.

Policies & Procedures

Complaint investigations highlighted that some policies 

and procedures required updating to reflect current 

legislation, Housing Ombudsman guidance and 

operational practice.

Policies have been reviewed and updated, including 

the Complaints Policy and ASB related policies. 

Complaint handling processes have been standardised, 

and the D365 complaints module has been redesigned 

to improve workflow, audit trails and compliance with 

the Housing Ombudsman Complaint Handling Code.

Repairs & Contractor Performance

Complaint analysis identified repairs delays, contractor 

performance and poor communication as the primary 

causes of resident dissatisfaction. Complaints also 

highlighted recurring issues with follow-on works and 

quality assurance.

Complaint trends have been used to inform contractor 

performance management. New contractors have been 

introduced for responsive repairs, heating and complex 

works, while complaint themes are now regularly 

reviewed to identify recurring issues and support 

continuous service improvement.

Organisational Learning

Historically, learning from complaints was not 

consistently recorded or monitored, making it difficult to 

evidence service improvements across the 

organisation.

A formal Lessons Learned process has been 

introduced within Dynamics 365, enabling service 

improvements to be recorded, monitored and reported. 

Learning from complaints is now embedded within 

complaint responses and regularly shared with 

managers to support continuous improvement.



Housing 

Ombudsman cases
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Housing Ombudsman Cases 

New referrals (21): Soho Housing received 21 new Housing Ombudsman referrals during the year. This 

increase reflects both continued resident engagement with the complaints process and changes introduced 

by the Housing Ombudsman, which now allow residents to refer complaints before the landlord's complaints 

process has concluded. This has resulted in more cases being referred at an earlier stage and has 

increased the volume of Housing Ombudsman enquiries received by the organisation.

Cases closed (21): A total of 21 Housing Ombudsman cases were concluded during the year. These 

closures included referrals received in both the current and previous reporting periods, demonstrating 

continued progress in managing the Ombudsman caseload.

Open cases (16): At the year end, 16 Housing Ombudsman cases remained live on the Housing 

Ombudsman portal. The live caseload comprises a combination of historic referrals and more recent cases 

awaiting assessment or investigation and should not be interpreted as inactivity by Soho Housing.

Current Housing Ombudsman allocation delay: The Housing Ombudsman has advised landlords that, 

due to exceptionally high national demand, allocation of new investigations is currently taking between 8 

and 10 months. Consequently, cases can remain on the Housing Ombudsman portal for extended periods 

before being allocated to an investigating officer. Throughout this period, Soho Housing continues to 

respond to all Housing Ombudsman information requests within the required timescales and maintains 

regular oversight of every live case.
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Article 49:

What caused it and 

how we delivered 

change
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Why was Soho Housing subject to a 

Paragraph 49 review
The Housing Ombudsman initiated a Paragraph 49 review following a number of complaint 

investigations that identified recurring themes across the organisation. Rather than relating to a 

single complaint, the review considered whether there was evidence of wider service failure and 

opportunities for organisational learning. The review identified several areas requiring 

improvement, including:

Complaint Handling

•Inconsistent complaint investigations. 

•Delays in complaint responses. 

•Limited quality assurance and governance. 

•Inconsistent record keeping. 

Anti-Social Behaviour

•Delays progressing ASB investigations. 

•Limited risk assessments. 

•Inconsistent victim-centred approach. 

•Opportunities to strengthen case recording. 

Communication

•Residents not always receiving timely updates. 

•Poor expectation management. 

•Limited ownership of complex cases. 

Governance

•Lack of dedicated complaint ownership. 

•Limited management oversight. 

•Inconsistent learning from complaints. 

•Opportunities to strengthen organisational accountability.



Delivering change following the 

Paragraph 49 review
Following the Housing Ombudsman's Paragraph 49 review, Soho Housing implemented significant 

improvements to strengthen complaint handling, improve accountability and embed a culture of 

continuous learning across the organisation.

Governance People

• Enhanced Board reporting on complaints

• Improved performance monitoring

• Strengthened quality assurance

• Greater management oversight

• Permanent Complaints & Insight Officer appointed

• Dedicated ASB Officer introduced

• Customer Services Team established

• Additional complaints support introduced (June 2026)

Systems & Processes Continuous Improvement

• D365 complaints module redesigned

• Dedicated complaints inbox introduced

• Improved case tracking and audit trail

• Lessons Learned function implemented

• Complaint Handling Code embedded

• Learning from complaints incorporated into every response

• Regular performance reporting introduced

• Organisational learning shared across teams

✓ Successfully completed the Paragraph 49 improvement programme.

✓ Strengthened complaint handling through improved systems, governance and quality assurance.

✓ Established clear accountability for complaint investigations and organisational learning.

✓ Introduced new systems and processes that support compliance with the Housing Ombudsman Complaint 

Handling Code.

✓ Embedded a culture where complaint learning is used to improve services and inform operational decision-

making.



Soho Housing published lessons learned statement
Through complaint investigations, Housing Ombudsman determinations and the wider Paragraph 49 review, Soho Housing 

identified recurring issues relating to complaint handling, anti-social behaviour (ASB) management, communication, record keeping 

and escalation handling. Resident complaints played an important role in helping us understand where our services and operational 

structure were not working effectively and where residents felt let down by their experience.

The review identified that our previous patch-based housing management structure created competing operational pressures for 

Housing Officers, who were managing tenancy matters, repairs liaison, ASB, complaints, estate management and customer 

enquiries simultaneously. This reduced capacity for proactive case management, timely communication and consistent oversight.

The Ombudsman's findings and our internal reviews highlighted the need for clearer accountability, stronger governance, improved 

case recording and a more specialist approach to complaint handling and ASB management. It also reinforced the importance of 

recognising vulnerability, carrying out risk assessments and ensuring residents feel heard, informed and supported throughout the 

management of their case.

In response, Soho Housing has implemented significant structural, procedural and governance changes across the organisation. 

Dedicated specialist roles have been introduced, including a permanent Complaints & Insight Officer, a dedicated ASB Officer and 

Customer Services Officers to manage first-point-of-contact enquiries. Governance arrangements have been strengthened through 

enhanced Board oversight, quality assurance, staff training and improved performance reporting.

We have also strengthened our use of D365 to improve complaint recording, monitoring, audit trails and organisational oversight. 

These changes are already resulting in measurable improvements to service delivery and resident experience. Complaint response 

performance has stabilised, resident satisfaction is improving and learning from complaints is now embedded across the 

organisation.

While we recognise there is still more work to do, the Paragraph 49 review has provided an important opportunity for reflection and 

continuous improvement. Soho Housing remains committed to listening to residents, learning from complaints and continually 

improving the quality, accountability and responsiveness of the services we provide.



Looking ahead 

2026/27 priorities
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Significant progress has been made over the past 12 months to strengthen 

complaint handling, improve governance and embed organisational learning. 

The focus for 2026/27 is to build on these improvements, reduce complaint 

demand and continue improving the resident experience.

2025/26 Achievements

 Successfully completed the Paragraph 49 improvement programme

 Complaint handling centralised and strengthened

 D365 complaints module redesigned and implemented

 Complaint Handling Code embedded into daily practice

 Improved evidence-based investigations and response quality

 Stronger organisational learning and performance reporting

 Improved Housing Ombudsman engagement and compliance

 New repairs contractors appointed to improve service delivery

2026/27 Priorities

 Continue reducing complaint volumes through improved repairs performance

 Embed the new D365 complaints module and Lessons Learned process

 Continue using complaint trends to drive service improvements

 Improve resident satisfaction with complaint handling

 Maintain compliance with the Housing Ombudsman Complaint Handling Code

 Continue developing staff knowledge through complaint case studies and training

 Strengthen contractor performance monitoring using complaint intelligence

The complaints function has undergone significant transformation during 2025/26. The priority 

for 2026/27 is to build on these foundations, ensuring complaints continue to drive service 

improvement, strengthen resident trust and support the delivery of high-quality housing 

services.
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