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1. Overview

During the financial year 1st April 2024 to 31st March 2025, Housing Pathways Trust
(HPT) received 14 complaints.

5 complaints were from residents living in our alms houses; 3 complaints from a
family member of an alms house resident; 1 complaint from a leaseholder; 1
complaint from people applying for housing, 2 complaints for persons living in the
neighbourhood of one of our sites, 1 complaint from a AGE UK representative on
behalf of a resident; and 1 complaint from a member of Parliament of Ealing Southall
on behalf of a resident.

The complaints were from 9 different residents living at 5 different sites owned by the
charity.

The subject matter of the alms house complaints were as follows:

1 resident complained about the cold conditions of the flat.

1 resident complained about not receiving regular rent statements.

e 4 residents complained about the lack of professionalism and conduct of an
employee.

e 1 family member complained about the lack of care and stress the resident
went through when moved into temporary accommodation due to
refurbishment.

e 1 AGE UK employee contacted us complaining about the difficulty in getting a
resident the money they reclaimed back from housing benefit.

¢ 1 member of Parliament requested an update about the rat infestation

affecting a resident.

The subject of the other complaints are listed below:

e 1 housing applicant complained about the slow progress of their housing
application.



e 1 leaseholder complained about the delays and lack of clarity in the provision
of information relating to the sale of a flat.

e 1 neighbour adjacent to one of our sites complained about the lack of respect
for the wildlife due to trees being cut down.

e 1 neighbour adjacent to one of our sites requested us to arrange tree surgery
and maintain the grounds of one of our sites due to branches weighing heavily
on electrical wires.

HPT also received 2 service improvement requests from 1 alms house resident and
1 leaseholder. These include:

e |naccurate rent balance.
e Incorrect service charges.

All the complaints were resolved at stage one.

None of our complaints were referred to, or investigated by, the Housing
Ombudsman Service in 2024/25.

2. Learning from complaints to improve services

The table below illustrates learning from complaints and the implementation date of
actions:

Action
Issue Learning point Implementation
Date
Complaints

Rent statements not issued | Send quarterly rent
statements to residents, upon 18t April 2025
request.

Cold conditions of flat Monitor and review damp and
mould tracker for affected
properties and put actions in 30t April 2024
place to alleviate negative
impact.

Care while in temporary In the unusual event of

accommodation residents being place in As and when
temporary accommodation residents are in
the charity will ensure there is temporary
a regular communication with accommodation
the resident

Poor staff communication | Organise staff training

and lack of sessions to review case

professionalism studies, aiming to ensure a 1st July 2025
consistent approach in
communications with
residents

Delays in issuing housing | Improve turnaround time for

benefit refund to resident processing refunds and 1t April 2025




compensation to residents
within 21 days.

Dealing with rat infestation

Carry out intrusive survey to
determine access points (by
moving resident to another
property if necessary)

12t November 2024

Assessing applications for
housing

Conduct regular team
meetings to ensure a
consistent approach to
managing the waiting list and
property allocations and
clearly communicate
timelines to applicants.

1st March 2025

Managing leaseholder sale
administration

Outsource leasehold sale
transactions to a trusted
specialist

1t May 2024

Respecting wildlife

Consider environmental
impact when cutting trees
down. Tree management will
be subject to managerial
approval.

30t April 2024

Maintaining grounds and
arranging tree surgeon

Schedule regular visits to
sites and implement regular
grounds maintenance and
tree surgeon visits

30t June 2024

Service impro

vement requests

Inaccurate rent balance

Regularly monitor property

management software to 1st April 2024
ensure the accuracy of rent
balances.
Incorrect service charges | Review service charges to
leasehold properties 30t July 2025

3. Conclusions and additional actions

We received a total of 14 complaints, covering a variety of issues. Of these, 9 were
submitted by current alms house residents. The key takeaways from these 9

complaints indicate that HPT

should:

o Enhance the quality and timeliness of information provided to residents.

e Improve communication skills among staff.

« Expand learning opportunities for employees.

The key conclusions also extend to complaints received from individuals who are not

alms house residents.

HPT is actively working to implement improvements that will support a consistent
and transparent approach to service delivery. Changes to internal processes include:




Monthly management review of complaints

Quarterly MRC and trustee review of complaints

Enhanced learning from service requests

Improved use of IT applications to ensure complaint handling deadlines are
met

e Establish a resident panel to review complaints. The panel to meet in person
or online

We welcome all feedback, especially where we may have fallen short, as it helps us
improve. You can share your thoughts by completing the contact form on our
website, emailing us at info@yourpathways.org.uk, or texting us at 07537 410161.



BOARD’S RESPONSE TO THE ANNUAL COMPLAINTS PERFORMANCE AND
SERVICE IMPROVEMENT REPORT

On 30" April 2025 the Board will receive:

o the 2024/25 annual complaints performance and service improvement report
for residents living in homes owned and managed by Housing Pathways Trust

The Board has a Member Responsible for Complaints (MRC) who provides
additional assurance to the Board on the effectiveness of HPT’s complaints system.

The MRC and the Board have considered and approved the self-assessment that
Charity complies with all aspects of the Housing Ombudsman’s Complaint Handling
Code 2024.

HPT adopts the Housing Ombudsman’s definition of a complaint as any expression
of dissatisfaction. Throughout the year the Board has challenged the data and
information provided to the Board. The challenge includes attending HPT’s annual
resident conference and meeting residents at individual site meetings.

This gives the Board assurance that HPT are recording an accurate volume of
complaints, as the Board does not believe that a low volume of complaints would be
a positive sign. HPT has a dedicated staff member responsible for administering
complaints which provides added assurance HPT’s complaints handling compliant
with the complaint handling code.

As a small provider owning, managing 271 homes, the Board considers a summary
of each complaint, and the lessons learned from individual complaints. Training,
expectations, and systems have all been improved during since April 2023.

The Board will continue to monitor individual complaints received and reported to the
Board to ensure excellent services are delivered to our residents at all times.



