Climate Change, Housing and Communities Scrutiny Panel

Response to City Housing Complaints Performance and
Improvement Report 2024 -2025

The Councillors on the Climate Change Housing and Communities Scrutiny Panel were
given a presentation and a copy of the annual report to scrutinise at a meeting on 12 June
2025.

A key responsibility of the Scrutiny Panel is to be assured of the provision of quality
housing services provided by the housing management agents on behalf of the City of
Wolverhampton Council.

A report on the number and nature of complaints about housing related services provides
Councillors with valuable insight into how tenant complaints and concerns are being
managed, and assurance that timely action is being taken in response.

The panel members were keen to understand any changes made or planned as a result of
learning complaints handled by City of Wolverhampton Council’'s (CWC) Housing
Managing Agents in 2024 — 2025.

The Scrutiny Panel welcomed the good progress made to address specific issues listed
below in response to the previous report presented on 19 September 2024.

e Better understand the low satisfaction with complaints among tenants
e Greater clarity needed around complaints stage classification
e Clarify the relationship between Councillor Support Team and the managing agents

The Scrutiny Panel welcomed the change to ensure that any Councillor enquiries
expressing dissatisfaction lead to an opportunity to raise a formal complaint.

The Scrutiny Panel commented on the importance for residents being able to make
complaints through any existing contact method with their managing agent. The Scrutiny
Panel welcomed the review of the managing agents’ websites to improve complaint
navigation process and the introduction of new complaint handling software.

A summary of key panel member questions and response is given below:

1. Concerns about a lack of communication regarding Anti-Social Behaviour (ASB) issues
at Dovecotes TMO and noted issues with smaller TMOs like New Park Village, which
had been under supervision.

Response - The ASB service, provided by Wolverhampton Homes, is tenure-neutral and
its service level agreement is under review to address communication expectations. New
Park Village's services were handled by WH during supervision and will appear in next
year's report as they have resumed their functions.

2. A query about whether complaints from New Park Village TMO were included in
Wolverhampton Homes’ figures and if so, would this distort the results reported,
particularly with regards to tenant satisfaction with complaint handling.



Response - New Park Village complaints were included in the overall WH figures. Further,
that nationally, satisfaction with complaints processes tends to be low, and the tenant
satisfaction survey is perception-based, meaning respondents may not have even made a
complaint themselves.

3. A query about what could be done to change the perception of complaint resolution and
effectively publicise positive outcomes.

Response - The regulator requires demonstrating how tenant feedback influences
services. Managing agents are being asked to publicise positive changes resulting from
complaints and to communicate them widely to tenants. This will be part of a future
Complaints Improvement Plan.

4. A query about the reference to the ‘other’ category of Landlord Type in the attached
Housing Ombudsman Service performance report April 2023 — March 2024.

Response - Agreed to investigate and report back the findings

5. A query about if the Wolverhampton Homes Board's tenant representative was
exclusively from WH properties and suggested a combined oversight panel with
representatives from all managing agents (WH, Dovecotes, Bushbury, and New Park
Village) to capture broader views given the dissatisfaction measures would be a better
option.

Response - Confirmed the City Housing Oversight Panel already includes tenants from all
four managing agents. In addition, an offer to facilitate links between the WH
board/customer insight panel and the City Housing Oversight Panel, and to also use the
managing agent’s forum for sharing best practices.

The Scrutiny Panel supported the planned actions in response to the annual report
findings and formally endorsed the City Housing Complaints Performance and Service
Improvement Report 2024 — 2025.

The Scrutiny Panel agreed to add the report to the future work programme agenda and will
continue to monitor progress against key actions.

Councillor Barbara McGarrity QN — Chair — on behalf
of Climate Change, Housing and Communities
Scrutiny Panel.




