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ANNUAL COMPLAINTS PERFORMANCE AND SERVICE IMPROVEMENT REPORT 2024.2025

A REVIEW OF COMPLAINTS AT jliving – JEWISH COMMUNITY HOUSING ASSOCIATION IN 2024.2025

For the period April 2024 to March 2025, the Association received 33 complaints from 20 tenants living in the homes owned by jLiving, Jewish Community Housing Association.Of these 20 tenants, 3 tenants raised a total of 13 complaints in total. 
The Association also received 2 complaints from a neighbour of an adjoining property relating to the actions of 1 tenant and this matter has been referred to the relevant Environmental Health Team, who have previously taken action in respect of the tenant.
As of March 31st, 2025 – 2 tenants have escalated their complaints following a Stage 2 response to the Ombudsman. One tenant has, as part of the Stage 2 response, accepted compensation and the other refused the offer of compensation. The Ombudsman’s decision is awaited.
The Association has continued to address complaints raised by tenants within properties managed on behalf of a charity partner. Whilst the Association has been able to address the challenging issues raised in respect of repairs required to the properties, these have been extensive and time consuming and further challenged by the age and location of the properties. However, part of the complaints raised also relate to payments of compensation over which the Association has no jurisdiction. One tenant has escalated her complaint to the Ombudsman, however the owner of the property and therefore the party responsible for her complaint solution, compensation, is not a member of the Ombudsman Scheme.
Whilst this report covers complaints for the period April 2024 – March 2025 for the purposes of the Association’s Annual Report complaints for the financial year January - December are reported on.




100% of the Complaints raised within the managed properties relate to water ingress and some evidence of mould and damp.
Other Complaint Categories
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Outcomes 
	Upheld at Stage 1
	Not upheld at Stage 1
	Partially Upheld at Stage 1
	Upheld at Stage 2
	Not upheld at Stage 2
	Partially Upheld at Stage 2
	Referred to the IHO

	
18

	
8

1 – not upheld but resolution found

1 – not upheld but now resolved

	
2 – but could not be concluded as staff member no longer in role. Tenants were informed and advised
	
0
	
1
	
2
	
2







Complaints by scheme
	Daniel Court
	16%

	Ellis Franklin Court
	6%

	Gordon Court
	0%

	Harmony Close & Meta Worms Court
	3%

	Lionel Leighton Court & Wolfson Court
	3%

	Maitland Joseph House
	3%

	Montefiore Court
	0%

	Shine House
	13%

	South Lodge
	16%

	Wohl Lodge
	3%

	Young Court
	12%

	The Martins
	0%

	Holland Road
	3%

	Vallance Gardens
	3%

	New Church Road
	0%

	Westbourne Villas ( managed property)
	9%

	Carlisle Road ( managed property)
	0%

	External Complaints
	9%




Conclusions & Response of the Board.
The Board notes that the number of complaints raised and dealt with under the Complaint Handling Code and Policy has remained consistent with results from the year 2023.2024. It is noted that a significant amount of time has been spent on ‘inherited’ issues within the managed property portfolio, issues that have been challenging to resolve due to the age and location of the properties. The Board also notes an increase in noise and sound related complaints but is satisfied that the jLiving team have addressed these appropriately by way of extensive acoustic testing and the installation of soundproofing measures where these have been accepted by the tenants involved and have been possible to install. It is noted that 2 of the soundproofing exercises have been undertaken within the Hove properties, properties that are considerably older than the rest of the portfolio and whilst compliant in respect of soundproofing requirements at the time of construction and improvement, were causing some issues for the current tenants. One further offer of soundproofing within one of our London schemes was refused, however a transfer of accommodation was offered to the tenant alleged to be causing noise disturbance.
The remaining sound issues relate to intermittent noise being caused by a new boiler by virtue of its location within the block. It is thought that the noise which is infrequent may be caused by fans or cooling equipment. It has however proved challenging to measure sound levels due to the infrequency of the occurrence and the time at which it is alleged to occur.
The installation and design of the boiler was overseen by the Associations instructed consulting engineers and we are satisfied that the installation is fully compliant in respect of design, and all necessary requirements in respect of noise levels. We consider it unlikely that we will be able to offer any further resolution other than to suggest soundproofing to the affected flat if levels of noise can be determined. Whilst the obvious option may be to install soundproofing, due to the high cost and further disruption to the tenant, the Association wishes to be clear that these measures will affect the required outcome. A transfer of accommodation has been offered.
As a Board and Housing Operations Sub Committee, we have examined the complaints lodged in respect of concerns about staff and are satisfied that the provision of additional training has assisted with some of the concerns raised. We also note that the Senior Management Team have instructed for extensive additional and updated training to be offered to all team members that commenced in Autumn 2024. Similarly, we are satisfied that the Senior Management Team have made appropriate and significant use of the Associations external HR consultant and legal advisors when addressing complaints. We acknowledge that 2 of the complaints raised could not be upheld due to a lack of evidence provided and that the member of staff against whom allegations were made, was also in the process of retiring at the time of the complaints. We acknowledge that the complaints raised caused significant distress to the former member of staff who was well regarded by other tenants and team members.
We note that 2 complaints have been escalated to the Ombudsman, 1 is now being considered following an extensive submission of evidence requested and to the best of our knowledge 1 case awaits allocation. As a Board whilst we fully appreciate and acknowledge the role undertaken by the Ombudsman, we are concerned that information sent to the team is at times unclear and correspondence is not responded to. We would further add that we have had sight of the most recent submission sent to the service and acknowledge the complexity of the issues being considered – similarly we acknowledge that due to this complexity and the number of team members involved in the complaint, it is likely that a finding of some maladministration may be identified, this is accepted.
We note that as a Board and team we have not been advised of the outcome of a complaint submitted in January 2024 in respect of the Chief Executive and closed in September 2024 according to the Ombudsman portal. Further information and clarification has been requested but not acknowledged or received.

On 25th June 2025 the Board received:
• The 24/25 annual complaints performance and service improvement report for residents living in homes owned and managed by jLIving
• A further copy of the Complaints Policy previously updated and adopted in March 2024.
• A self-assessment against the new Housing Ombudsman Complaint Handling Code 2024
The Management Committee has a Member Responsible for Complaints (MRC) who provides additional assurance to the Board on the effectiveness of jLiving complaints system. The MRC and the Board have considered and approved the self-assessment that OHS complies with all aspects of the Housing Ombudsman’s Complaint Handling Code 2024.
Throughout the year the Board has challenged the data and information provided to the Board and Housing Operations Sub Committee. jLiving adopts the Housing Ombudsman’s definition of a complaint as any expression of dissatisfaction. This gives the Board assurance that jLiving are recording an accurate volume of complaints.
Given our size, jLiving does not have enough complaints to learn from trends. But our learning from individual complaints shows that communication is a key factor across complaints. The Board will monitor the feedback on communication through the individual complaints reported to the Board during 25/26. In conclusion and to provide reassurance, the Board monitor Complaints at all quarterly meetings. 
The Housing Operations Sub Committee also retains oversight of complaints received and review this information also on a quarterly basis.
As a Board we are mindful that whilst we are fortunate to receive a relatively low number of complaints on an annual basis, that some of these complaints could be addressed informally by team members other than the Complaints Officer at a scheme level and only escalated as a formal complaint if not resolved. We consider that this is evidenced by the number of complaints not upheld at Stage 1 but were nonetheless resolved satisfactorily.
We are also concerned and wish to note within this report, that whilst the Complaints Policy and Procedure is widely available both on our website, Tenant Handbook and within the schemes on request, a small number of tenants have made direct approaches to the Chair of the Association both at his home address and via his work and personal email address. We do not consider this to be appropriate.
Similarly, we are mindful that whilst it is appropriate for the Complaints Officer to investigate Stage 1 complaints in addition to the other requirements of their role, the nature of complaint being received whilst relatively small in number can be complex in nature and therefore thought will be given to providing additional resources to Complaint Handling this however needs to be balanced with financial resources available.

Signed on behalf of the Board.



Joshua Prince
Member Responsible for Complaints.
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Complaint Issue Percentage

Pigeons 3.23                                                                 

Noise / sound insulation 25.81                                                              

Gardening 6.46                                                                 

Service Charges 6.46                                                                 

Paving 3.23                                                                 

Neighbour Concerns 3.23                                                                 

Repairs 12.91                                                              

Staff 16.13                                                              

Guest Room Use 3.23                                                                 

Compensation Delay 3.23                                                                 

Heating & Hot Water 6.46                                                                 

Access issues - Pest Control 6.46                                                                 

Helpline 3.23                                                                 
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