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Recommendation(s) for action or decision: 

 

The Scrutiny Board is recommended to: 

 

1. Consider the following Complaints and Service Improvements Report. 

2. Consider the actions carried out following recommendations from the Panel as a result of 

the report presented to them 19 September 2024. 

3. Consider the contents of the report, performance and areas identified for improvement, 

and to provide a response for publication alongside the report.  
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Purpose 

 

1.1 To provide an analysis of complaints handling by City of Wolverhampton Council’s 

(CWC) Housing Managing Agents. 

1.2 To identify any overriding themes of complaints received. 

1.3 To outline the service improvements implemented or planned in response to complaints. 

1.4 To outline the findings, reports and other relevant publications produced by the Housing 

Ombudsman relating to City of Wolverhampton Council’s housing management. 

1.5 To provide an overview of actions carried out by the Housing Managing Agents and 

CWC’s City Housing Landlord Services in response to the recommendations made by 

Scrutiny panel 19 September 2024. 

1.6 Outline briefly the purpose of the report and why it needs to be considered by Scrutiny 

Board. 

2.0 Background 

2.1 The Social Housing (Regulation) Act 2023 empowered the Housing Ombudsman to issue 

a code of practice about the procedures members of the Scheme should have in place 

for considering complaints. After consultation, the Complaint Handling Code came into 

effect on 1 April 2024, with the Housing Ombudsman Service’s (the Ombudsman) duty to 

monitor compliance commencing at the same time. 

2.2 Under section 8 of the Code, Landlords must produce an annual complaints performance 

and service improvement report for scrutiny and challenge, which must include: 

• an annual self-assessment against the Code (appendix 1) to ensure their complaint 

handling policy remains in line with its requirements. 

• a qualitative and quantitative analysis of the Landlord’s complaint handling 

performance - this must also include a summary of the types of complaints the 

landlord has refused to accept. 

• any findings of non-compliance with this Code by the Ombudsman. 

• the service improvements made as a result of the learning from complaints. 

• The most recent available annual report about the landlord’s performance from the 

Ombudsman. 

• any other relevant reports or publications produced by the Ombudsman in relation to 

the work of the landlord. 

2.3  The annual complaints performance and service improvement report must be reported to 

the landlord’s governing body (or equivalent) and published on the section of its website 

relating to complaints. The governing body’s response to the report must be published 

alongside this. 
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2.4 City of Wolverhampton Council (CWC), as a stock-holding local authority, and member of 

the Housing Ombudsman scheme, are responsible for fulfilling the reporting 

requirements outlined by the code. 

2.5 Wolverhampton’s council housing management arrangements are carried out on the 

Council’s behalf by one Arms Lenth Management Organisation (ALMO) and three Tenant 

Management Organisations (TMO). Responsibility for handling complaints have been 

delegated to these managing agents, under their respective management agreements, 

who each have individual complaints policies and processes. These managing agents 

are: 

• Bushbury Hill Estate Management Board (BHEMB) 

• Dovecotes Tenant Management Organisation (DTMO) 

• New Park Village Tenant Management Cooperative (NPV). This organisation has 

been subject to a Supervision Notice and their management functions were 

administered by Wolverhampton Homes during this period. 

• Wolverhampton Homes (WH), the Arms Length Management Organisation. 

3.0 Progress, against previous actions 

3.1 Last year’s report to the Scrutiny Panel produced a set of actions that CWC and our 

managing agents have been progressing: 

3.2 The panel identified that further work was required to better understand the relatively low 

satisfaction with the landlord’s approach to complaints identified through the Tenant 

Satisfaction Measures. This was achieved through engagement with the City Housing 

Oversight Panel (a meeting where committed council tenants discuss housing 

performance and policy). The panel suggested that it should be much easier to make a 

complaint, that the complaints policy should be publicised more proactively, and that 

there were instances of tenants feeling that they had made a complaint, but no formal 

action being taken. 

• The panel asked for a breakdown of the ‘other’ category in the report for 2023 – 

2024. This breakdown has since been shared with the panel and there is no ‘other’ 

category in this year’s report. 

• The panel asked for further work to be done on the classifications used in the 

reporting of service requests, complaints, councillor enquiries and those contacts 

dealt with at the first point of contact. Creating a consistency of classification has 

been a key tenet of the council’s complaints improvement plan. 

• The panel also asked for greater clarification about the relationship between the 

Councillor Support Team who process councillor enquiries for CWC and each of the 

managing agents’ systems for recording contacts. Work to align these systems was 

undertaken in 2023 but we have identified that there are some discrepancies 

between the two systems. 
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3.3 As a result of last year’s report, CWC’s City Housing collated a complaints improvement 

plan in order to best ensure compliance with the Complaint Handling Code, and to align 

with the recommendations made by the scrutiny panel: 

• It was identified that any member enquiries that contain expressions of 

dissatisfaction need to be given the opportunity to raise a complaint. This would 

exclude cases where complaints procedures are already underway. 

• Improvements in our data collection methods and reporting are being explored. The 

first step has been moving our Tenant Management Organisations (TMOs) to logging 

all contacts via NEC, the housing management software used by WH. 

• The overarching aim of the plan was to make it easier to make a complaint. For 

example, residents must be able to make a complaint via any of the methods by 

which they can contact their managing agent. This has been part of a larger policy 

review for each of our managing agents and we are confident that positive 

amendments have been made to the accessibility of the complaints process. 

• Similarly, we conducted ‘click tests’ on the websites of each managing agent to 

ascertain how easy it was to raise a complaint online. It was concluded that each 

website should be made easier to navigate with regards to complaints, and this 

finding has influenced reviews of each website which are currently in progress. 

3.4 Alongside this report, and a response from the scrutiny panel, we are required to 

complete a self-assessment (appendix 1) against the Housing Ombudsman’s Complaint 

Handling Code. We will be reporting one area of non-compliance with the code, which 

relates to the requirement to regularly report complaints data and themes to the ‘Member 

Responsible for Complaints’. While each managing agent produces a quarterly 

complaints report for their Board (or subgroup), we have not collated these reports on a 

quarterly basis for our Member Responsible for Complaints (MRC). This will be rectified 

in 2025 – 2026. 

3.5 The changes made by each managing agent in response to learning from complaints, 

and the complaints improvement plan, will be detailed in their respective ‘service 

improvement’ section of this report. 

4.0 Bushbury Hill EMB Complaints Analysis 2024 – 2025 

1.1 Bushbury Hill EMB (BHEMB) are a Tenant Management Organisation who manage more 

than 900 homes on behalf of CWC. 

4.1 During 2024 – 2025, the organisation received six complaints and two MP enquiries. 

These were in addition to 17 contacts which were processed as service requests. 

BHEMB Complaints Category Complaints Service Requests 

Repairs 3 12 
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Staff 2  

Property Condition 1  

Garden  1 

Neighbours  1 

Other  3 

Total 6 17 

4.2 All six complaints received during 2024 – 2025 were resolved at Stage 1. All complaints 

were acknowledged within 5 working days and each stage was responded to within 

policy timescales. These six complaints represent an increase in the number of 

complaints received compared to 2023 – 2024, when just two complaints were received. 

BHEMB Complaints Stage Number Received 
% Responded to 

Within Timescale 

Complaints Resolved at Stage 1 6 100% 

Complaints Resolved at Stage 2 - - 

4.3 City of Wolverhampton Council are required to survey tenants on an annual basis as part 

of the Tenant Satisfaction Measures (TSMs). Through this, we know that satisfaction with 

Bushbury Hill EMB’s complaint handling is as follows: 

Satisfied Neither Dissatisfied 

54% 16% 30% 

5.0 Bushbury Hill EMB Complaints Service Improvements 

5.1 BHEMB have appointed a Board Member Responsible for Complaints (BRC) who meets 

with the Chief Officer and Complaints Officer quarterly to review complaints, the EMB’s 

responses and trends. They also oversee the complaints reporting to Board, identifying 

and recommending actions for improvement. 

5.2 Due to low levels of reporting BHEMB have previously reported complaints annually, 

however, from April 2025 these will be reported quarterly to Board members and the 

reports will be published on the TMO’s website annually. 

5.3 BHEMB’s website has been updated and reviewed, now giving much more information to 

tenants on their rights with the Ombudsman and how to make a complaint and what they 

can expect from us when they do so. 
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5.4 The organisation has also updated the accessibility features on the website to include a 

translation service and also a ‘text to voice’ service in response to section 3.4 of the 

Ombudsman’s Code which relates to the accessibility of the complaints policy. 

5.5 In direct response to one complaint, where a tenant in a newly let property removed 

wallpaper to decorate and revealed plastering defects. This was despite the wallpaper 

being in good condition when the property was let. When investigating the complaint, it 

was discovered that the previous tenant had lived there for a great number of years. In 

future, if the previous tenant had occupied the property for more than 15 years, wall 

coverings will automatically be removed during the void period, and any plastering / 

plaster repairs will be undertaken to avoid any inconvenience for the tenant. 

6.0 Dovecotes TMO Complaints Analysis 2024 – 2025 

6.1 Dovecotes TMO (DTMO) are a Tenant Management Organisation who manage more 

than 700 homes on behalf of CWC. 

6.2 DTMO received ten complaints during 2024 – 2025 and four member enquiries. The 

breakdown of complaints categories can be seen in the following table. The ten 

complaints received during 2024 – 2025 represent a significant increase on the four 

received in 2023 – 2024. 

 DTMO Complaints Category Complaints 

Repairs 6 

Environment 2 

Highways 1 

Lettings 1 

Total 10 

6.3 All complaints were resolved at Stage 1, but only 80% of them were responded to within 

timescale. This is in part due to the organisation’s new reporting methodologies. DTMO 

are working on these minor issues and seek to return to 100% for the next year. 

DTMO Complaints Stage Number Received 
% Responded to 

Within Timescale 

Complaints Resolved at Stage 1 10 80% 

Complaints Resolved at Stage 2 - - 

7.0 Dovecotes TMO Complaints Service Improvements 
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7.1 Dovecotes TMO have completely refreshed their complaints policy in response to the 

complaints improvement plan, with the intention of making it easier for tenants to make a 

complaint. 

7.2 They are also migrating their recording of all contacts to NEC, the housing management 

system used by WH, and will use this tool to more seamlessly track and report on 

complaints. 

7.3 City of Wolverhampton Council are required to survey tenants on an annual basis as part 

of the TSMs. Through this, we know that satisfaction with Dovecotes TMO’s complaint 

handling is as follows: 

Satisfied Neither Dissatisfied 

32% 14% 54% 

8.0 Wolverhampton Homes Complaints Analysis 2024 – 2025 

8.1 Wolverhampton Homes are an Arms Length Management Organisation (ALMO) and 

manage more than 19,000 homes on behalf of CWC across the city. They received a 

total of 524 complaints in 2024 – 2025. These complaints were categorised as follows: 

Category Number of Complaints 

Repairs 229 

Tenancies 41 

Lettings 37 

Home Sales 41 

Capital Works 26 

HIA 33 

ASB 27 

Income 24 

Homeless 20 

Neighbourhoods 11 

Stock Investment 9 

Concierge 6 

Compliance 4 
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Estate services 4 

Customer service 5 

Miscellaneous 4 

Leasehold 1 

Out of hours 1 

Voids 1 

Total 524 

8.2 In 2024 – 2025, Wolverhampton Homes received 415 complaints which were resolved at 

stage 1 and 109 that were resolved at stage 2. 99% of the stage 1 complaints were 

responded to within the Housing Ombudsman’s timescales, and 100% of the stage 2 

complaints were responded to within timescale. None of the complaints responded to 

within timescale required an extension to the Ombudsman’s specified deadline. 

Complaints Stage Number Received 
% Responded to 

Within Timescale 

Complaints Resolved at Stage 1 415 99% 

Complaints Resolved at Stage 2 109 100% 

8.3 City of Wolverhampton Council are required to survey tenants on an annual basis as part 

of the TSMs. Through this, we know that satisfaction with Wolverhampton Homes’ 

complaint handling is as follows: 

Satisfied Neither Dissatisfied 

30% 11% 59% 

9.0 Wolverhampton Homes Complaints Service Improvements 

9.1 Wolverhampton Homes have made service improvements as a result of learning from 

complaints received throughout the year. They have provided the following overview of 

their learning from complaints: 

• Promoting use of ‘My Account’ app – to help manage customer expectation in 

relation to timescales and completion targets. A comms video has been used to 

promote My Account usage. 

• Contract Management – WH have established a focused workstream with 

contractors to address complaints (both in relation to Capital Works and Asset 

Compliance). They have: 
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o Increased presence on estates to monitor the work of their contractors. 

o Inspected areas of concern which have been raised by tenants. 

o Door knocked to check customer satisfaction with the ‘tidy garden service’ work.  

o Planned a review of grounds maintenance areas manage by City of 

Wolverhampton council and Wolverhampton Homes with possible changes 

planned where areas are adjacent. 

o Tasked Tenancy and Leasehold Officers with identifying areas of concerns when 

out on estates.  

o Improved colleague awareness of grounds maintenance schedules to assist with 

monitoring. 

• Customer Contact and Access – enhanced approach to triage and first point of 

contact arrangements including additional training for call handlers, increased call 

monitoring. They are also increasing the use of text and email notifications to 

improve communication with customers. They have produced a Frequently Asked 

Questions document for use by Councillors to enable a timely first point of contact 

resolution to be offered rather than a member’s enquiry being raised. 

• Data processes – improved communication on Home Sales process to provide 

customers with up-to-date, relevant information throughout the process. 

• Systems improvements – in place and impending customer communication 

improvements to ensure the flow of information / notifications to customers are 

reflected within customer contact processes. 

• Record keeping – improved record keeping ensuring customer data reflects activity 

and contact. 

• Making every contact count – customer contact and access arrangements include 

the aim to resolve all contacts at the earliest point of contact. 

• Homeless Services – prior to the transfer of services to the Council in April 2025 

WH:  

o Completed a review of the homeless process. 

o Improved the process so that customers now receive one duty call to capture all 

relevant information needed for a homeless application. 

o Launched a pilot where those in need of temporary accommodation receive a 

same/next day face-to-face visit. 

• Repairs - To ensure work is completed in a timely manner, they have improved the 

monitoring of orders raised for contractors to complete repairs. They have also 

improved the monitoring of scaffolding erected at properties for repairs, to ensure it is 

only in place for as long as required. WH have:  
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o Made improvements to record keeping and customer call backs including the 

implementation of a new record of inspection to provide customers with intended 

next steps following an inspection to assist with our communication and record 

keeping. 

o Improved communication between planners and operatives via new electronic 

reports. 

o More closely monitored follow-on works and completed post-inspections to check 

quality. 

o Improved coordination of roofing works. 

o Implemented a service restructure to improve lines of responsibility. 

o Implemented a new Repairs and Maintenance Policy, including the approach to 

fencing works. 

o The repairs Planning team are working to ensure customers are kept informed 

• Customer Voice – regular attendance by the Customer Experience managers at the 

Customer Involvement Panel to gain feedback on the complaints process, customer 

information and correspondence. 

10.0 Year-on-year Complaints Data 

10.1 The following graph depicts year-on-year changes in the number of complaints received 

by each of our managing agents. Through our complaints improvement plan, we 

recognised that we receive a relatively low number of complaints for the number of 

homes that we own. An increase in the number of complaints received is hopefully an 

indication that complaints processes have become more accessible and that tenants are 

increasingly aware of the options available to them. Improving accessibility remains an 

ongoing project for each of our managing agents, and the council. 

11.0  Question for Scrutiny to consider 
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11.1 Whether there are any areas for improvement that the panel can identify, or any areas 

which merit further investigation. 

12.0 Financial implications 

12.1 There are no financial implications arising from this report. [JM/27052025/M] 

13.0 Legal implications 

13.1 The complaints procedure must comply with the Housing Ombudsman’s Complaints 

Handling Code 2024, which is required by all landlords following the passing of the Social 

Housing (Regulation) Act 2023. [DA/28/05/2025/1] 

14.0 Equalities implications 

14.1 Considering equalities is a mandatory requirement; no equalities implications have been 

identified, within this report. 

15.0 How will this contribute to the Our City Our Plan     

15.1 This report contributes to the provision of good homes in well-connected 

neighbourhoods. 

16.0 All Other Implications  

No further implications. 

17.0 Background Documents 

17.1 City Housing Complaints Performance and Service Improvement Report 2023-24 

17.2 Scrutiny Panel response to City Housing Complaints Performance and Improvement 

Report 2023-24 

18.0 Appendices 

18.1 2025 Wolverhampton Complaints Self Assessment 

18.2 2023-24 Landlord Report Wolverhampton City Council 

https://www.wolverhampton.gov.uk/sites/default/files/2024-09/City%20Housing%20Complaints%20Performance%20and%20Service%20Improvement%20Report%202023-24.pdf
https://www.wolverhampton.gov.uk/sites/default/files/2024-09/2023-24%20Governing%20Body%20Response%20to%20Complaints%20Report.pdf
https://www.wolverhampton.gov.uk/sites/default/files/2024-09/2023-24%20Governing%20Body%20Response%20to%20Complaints%20Report.pdf

