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Background 

The Association undertakes an analysis of all complaints received on a quarterly basis in order to identify 
whether any service failures occurred and ascertain whether there is an opportunity to improve 
performance in the provision of its services. 
 

The Complaints 

A total of six complaints were received during the quarterly period from April to June. The complaints 
covered a range of issues, including a dispute regarding a recharge for an aerial repair; property 
damage caused by flooding and concerns relating to PAT testing; comments made during a home visit 
concerning issues with wall heater and hot water tank; the out-of-hours emergency response to a 
resident being locked out of their building; a dangerous boiler/flue incident and contractor-related 
issues concerning appointments. 

 

Action Taken 
 

Dispute over a recharge for an aerial repair 
 

• The Stage 1 complaint was not upheld, as the engineer’s investigation found no fault. Following 
escalation to Stage 2, the complaint was partially upheld due to inappropriate wording used in 
the Stage 1 response, and an apology was issued. However, the further investigation found 
insufficient evidence to support the tenant's concerns regarding the contractor's attendance or 
the recharge. No further action was required in relation to these aspects. 
 

Damage to property due to flooding & PAT testing concerns 
 

• The complaint concerned delays in completing repairs to a ceiling following a leak from the flat above. 
While the property had been made safe, the investigation found that the Association had not 
adequately engaged with the tenant to establish whether any follow-on decorative repairs were 
required. 
 
The complaint was upheld at Stage 1 and remained upheld following escalation to Stage 2. The 
further investigation identified shortcomings in the overall management and coordination of the 
repairs, including unproductive and unclear contractor visits. It also acknowledged the inconvenience 
and disruption experienced by the tenant, including the impact of a loss of electricity. A Time & 
Trouble and Goodwill payment was made to the tenant. 
 

Comments made during a home visit in relation to issues with wall heater and hot water tank  
 

• The complaint concerned comments made during a home visit, concerns about the handling of 
electrical switches by individuals the tenant believed were not appropriately qualified, prolonged 
disruption to heating and hot water services, and the adequacy of repair instructions provided to 
contractors. 

 
Following investigation, the complaint was partially upheld. Service failures were identified in 
relation to communication and the management of follow-up actions associated with the repair. 
However, the concern regarding comments made during the home visit was not upheld, as there was 
insufficient evidence to substantiate the allegation. 

 

Out of hours emergency response to being locked out of building  
 

The complaint concerned a tenant’s dissatisfaction with the emergency assistance provided when it 
was required. Following a thorough investigation, the complaint was upheld due to a clear failure to 
provide an appropriate and effective emergency response. The investigation also identified 
insufficient engagement from the on-call officer, alongside shortcomings in the out-of-hours 
procedures and emergency response arrangements.  A Time & Trouble payment was made to the 
tenant. 



 
 

Dangerous Boiler/Flue Incident 
 

• The complaint concerned a tenant’s concerns regarding a boiler incident at the property.  Following 
investigation, the complaint was not upheld as no service failure was identified. LHA had complied 
with all legal gas safety requirements, with annual servicing completed on time and to the required 
standard. There was no evidence that the boiler or flue had previously been left in an unsafe 
condition, and the fault appeared to have developed suddenly between inspections. LHA 
responded promptly once the issue was reported. 

 

Contractor issues regarding appointments 
 

• The complaint concerned the contractor’s handling of appointment arrangements and was partially 
upheld following investigation.  A breakdown in communication between the contractor and tenant 
was identified, and the level of customer service provided did not meet the expected standard. 
 

However, LHA had taken reasonable steps to facilitate access, including contacting the tenant in 

advance and arranging appointments where no response was received. LHA had acted in accordance 

with its policies and the tenant’s tenancy obligations by arranging appointments during the tenant’s 

working hours. 

 
 

Analysis 
 
As the Association had 963 properties at the end of June, the complaints received during this quarter 

represented 0.6 % of its housing stock. None of the complaints related to an equality issue.  With respect 

to stock type, all the complaints were from Tenants. 

 
 

Overall Complaints 1 April 2026 – 30 June 2026 Quarter 
 

 
Complaint Area 

 

 
Department 

Total No.  
of Complaints 

Unresolved 
Complaints 

Dispute over a recharge for an aerial 
repair 

Property Services 1 0 

Damage to property due to flooding 
& PAT testing concerns 

Property Services 1 0 

Comments made during home visit 
in relation to wall heater and hot 

water tank 
Housing Services 1 0 

Out of hours emergency response to 
being locked out of building 

Property Services 1 0 

Dangerous boiler/Flue incident Property Services 1 0 

Contractor issues regarding 
appointments 

Property Services 1 0 

Total  6 0 

 
 
 
 
 



 

 
 
 
 
Complaints Status 
 
 

Complaint Area 
Resolved to 

Complainant’s 
Satisfaction 

Upheld 
Partially 
Upheld 

Not Upheld 

Dispute over a recharge for an 
aerial repair 

0 0 1 0 

Damage to property due to 
flooding & PAT testing 

concerns 

0 1 0 0 

Comments made during home 
visit in relation to wall heater 

and hot water tank 

0 0 1 0 

Out of hours emergency 
response to being locked out 

of building 
0 1 0 0 

Dangerous boiler/Flue incident 0 0 0 1 

Contractor issues regarding 
appointments 

0 0 1 0 

Total 0 2 3 1 

 
 
 
Stage 1 Frontline Resolution 
 

Complaint Area 
No. of 

Complaints 

Resolved 
Within 
Target 

(5 Working 
Days) 

 
Outwith 
Target 

% 
Within 
Target 

% 
Outwith 
Target 

Out of hours emergency 
response to being locked out 

of building 
1 1 0 100 0 

Dangerous boiler/Flue 
incident 

1 1 0 100 0 

Contractor issues regarding 
appointments 

1 1 0 100 0 

Total 3 3 0 100 0 

 
 
 
 
 
 
 
 
 
 
 
 



 
 
 
 
 
 

Stage 2 Investigation 
 

Complaint Area 
No. of 

Complaints 

Acknowledged 
Within Target 

(3 Working 
days) 

Resolved 
Within 
Target 

(20 
Working 

Days) 

 
Outwith 
Target 

% 
Within 
Target 

% 
Outwith 
Target 

Comments made 
during home visit 
in relation to wall 

heater and hot 
water tank 

1 0 0 1 0 100 

Total 1 0 0 1 0 100 

 
 

Stage 1 Escalated to Stage 2 
 

Complaint Area 
No. of 

Complaints 

Acknowledged 
Within Target 

(3 Working 
days) 

Resolved 
Within 
Target 

(20 
Working 

Days) 

 
Outwith 
Target 

% 
Within 
Target 

% 
Outwith 
Target 

Dispute over a 
recharge for an 

aerial repair 
1 1 1 0 100 0 

Damage to 
property due to 
flooding & PAT 

testing concerns 

1 1 1 0 100 0 

Total 2 2 2 0 100 0 

 


