ANNUAL COMPLAINTS PERFORMANCE AND SERVICE
IMPROVEMENT REPORT APRIL 2024 - MARCH 25

Message from Anil Sharma, Member Responsible for Complaints

As the member responsible for complaints, | am pleased to share our second Complaints Review
Annual Report for the financial year 2024/25. At Your Place, we prioritise listening to our residents
and working together to provide a high-quality service that is accessible to everyone. This report
demonstrates our commitment to continuous improvement, putting things right and improving our
customer experience across the organisation. We have shared this report with our resident
engagement group, Meeting Place for review and we will also share with all residents. As a Board
we are encouraged by the consistent focus on learning and team development outlined below, as
well as the importance placed on meeting compliance targets.

Alongside this report we have published our annual self-assessment, measured against the Housing
Ombudsman’s Complaint Handling Code, which demonstrates our commitment to best practice and
engagement with our residents. The Board recognises that we need to provide an effective
complaint handling service that is responsive, fimely and personal. While it is disappointing to read
about cases where we have not provided the service that we should have, | am confident we will
use this to improve our services and provide our residents with an even better service.

Introduction

The following report sets out Your Place complaints' performance between Ist April 2024 to 3lst
March 2025 (24/25), in relafion to compliance with our organisational policy and Housing
Ombudsman's Complaint Handling Code 2024. The Housing Ombudsman expects Boards to
scrutinise performance, specifically volume of complaints, types of complaints, case closure times,
outcomes, escalation and organisational learning.

For the period under review, we were responsible for 3 services:
. Core Service - providing accommodation support for homeless prevention pathway, in
partnership with London Borough of Newham (LBN).
2. Intensive Support Service - providing accommodation support to rough sleepers with
complex needs, in partnership with LBN, St Mungo's and Westminster City Council.
3. Hope Street - accommodation support for rough sleepers, in partnership with the Greater
London Authority (GLA).
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Complaints Analysis

We have updated our Complaints process to comply with the Housing Ombudsman's Complaint
Handling Code 2024. We are operating a 2 stages complaint. The table below outlines the stages of
all complaints occurring over the period covered by this report.

Stage Complaint Status total
Resolved Unresolved
1 13 7 20

The number of complaints received Is low relative to the 226 residents accommodated. This is a
result of Your Place having significant onsite presence 24/7 and having staff who are able to
intervene early to avoid incidents or complaints escalating.

Complaints by Service

Launchpa

Core-13

The chart above shows the number of complaints received by service type. The relative number of
complaints by service reflects the relative size of these services, with the core service being much
larger than other services. Although we no longer manage our Launchpad project, one of our ex-
residents has submitted complaint to us.
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Method of Complaint Receipt

-

The methods by which people made complaints varied, however the majority were reported in
person (13), followed by email (4), and phone (3).

Reason for Complaints

Staff, 2 Anti Social
l Behaviour, 3

N\ Decant, 2

Overall
Quality of

Service, 1

Resident

Behaviour, 12 _—

The majority of complaints we received this year related to the behaviour of other residents within
the hostel. Given the size of our hostel and the range of residents' support needs, it is to be expected
that some concerns will arise. These can include difficulties in accessing shared facilities. For example,
one complaint arose when a resident occupied the communal computer room for extended period,
preventing other from using it. Internal neighbour disputes are also captured within this category.

Complaints relating to anti-social behaviour are recorded where our neighbours raise concerns
about resident behaviour that impact their quality of life.
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Two complaints were received in connection with building works. These arose after we had to close
part of the hostel to enable us to do building works, which residents reported had a negative impact
on them.

One complaint related staff conduct. This occurred in a context where the resident was abusive
towards staff member and subsequently made a complaint about their responses. This was
investigated and the allegation was not upheld. There was a recommendation for training around
de-escalation of conflict which was delivered to all Frontline staff.

Finally. A legacy complaint was submitted in a lengthy email alleging multiple failures in the delivery
of a previous rough sleeping service. We reviewed the concerns raised and were able to provide
documented evidence demonstrating that positive interventions had been made at the time with
the resident.

Response to Complaints and Lesson Learned

The main outcome was dispute resolution between residents and a de-escalation in the disruptive
behaviour. This was not always achieved immediately and often had to be re-enforced by staff.

One resident received compensation for damaged property that we had removed during the
building decant.

In relation to quality of service, we have reviewed practice and provided responses to the specific
concerns raised including lessons learned.

Lessons Learned

This year was notable that there were no complaints in relation to maintenance which was the main
reason for complaint last year. This may reflect that we have adopted the Housing Ombudsman’s
definition of service request for maintenance work so has picked up initial areas of dissatisfaction of
building condition. Also, the Facilities Manager has been proactive in our resident Meeting Place
which meets at minimum monthly. This has enabled us to be proactive in picking up building
concerns.

The Meeting Place has provided a different space for resident complaints to be shared with our
staff. Other examples of concerns that were raised include frequency of fire alarm activations,
kitchen cleaning standards, availability of services. Additionally, our Women's Development Specialist
ran women specific meetings which identified a number of safety concerns for women. We will be
reviewing separately the impact that these interventions make in response to resolving concerns.
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A particular challenge for us has been balancing our landlord and support responsibilities to our
residents. This requires us to be proactive in responding to concerns relating to disruptive behaviour
around the building and also being trauma informed in our support for those residents who are in
crisis. In particular where this has impacted on fire safety. Following a Fire Risk Assessment of the
building this has resulted in us taking a more robust approach to challenging residents who
compromise fire safety.

We need to improve our communication across our different feams. We have introduced daily
briefings to facilitate handover.

We also need to improve our record keeping on our case management system. A number of
complaint records are incomplete. This has been addressed by streamlining our complaints
procedure ensuring that we have dedicated team overseeing the reporting and recording.

5

Your Place is the operating name of Your Place (London) Limited, a charity registered in England and Wales (1147794) and a company limited by guarantee
(08075329). Registered with the Regulator of Social Housing (4841). Registered office at Anchor House, 81 Barking Road, London E16 4HB.



