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Response Rate: Stage 1 and Stage 2 Complaints

In the last Quarter, response performance was over 20% improved compared to 
Quarter 2. October was the highlight at 82.5%.

It is expected performance will continue  to improve in line with the Improvement 
Action Plan.



Lessons Learnt

Comments on performance
• Since April 2024, a total of 685 cases have been closed at stage one, of which 68.3% of cases were 

upheld, 23.4% not upheld and 8.2% not defined as a complaint. 
• The bar chart shows a breakdown of the categories selected as lessons learnt. The significant 

three lessons relate to operational service delivery, customer service and communications.



Improvement Action Plan Update

1.Annual complaints report considered by Cabinet in January. 
Housing Ombudsman now confirmed compliance with reporting 
for this year.

2.Looking to improve lessons learned reporting.

3.Undertaking monthly quality checks.
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