Orchard Housing Society


ANNUAL COMPLAINTS PERFORMANCE AND SERVICE IMPROVEMENT REPORT 2025

The Management Committee were pleased to note a very low level of complaints during the year. The boiler replacement programme resolved the majority of the ongoing heating and hot water issues within the scheme experienced in 2024.

13 complaints were raised during the period, 5 relating to the guest room facilities, 4 relating to the communal laundry facilities, 1 relating to flies entering a 1st floor property, an ongoing complaint relating to the use of the communal lounge and kitchen, despite the extensive installation of soundproofing to both areas, and a failing shower. The remaining complaint related to a communication sent to a group of tenants reminding them of courteous behaviour.
Guest Room Facilities – tenants complained in respect of the age of some of the furniture and sometimes lack of deep cleaning. The cleaning issues have been resolved. jLiving have agreed to update the furniture and decorate the rooms following the merger.
Laundry Facilities – tenants complained in respect of the limited number of machines and the delays sometimes experienced in waiting for engineers to visit. jLiving have agreed to investigate a better use of the laundry space available following the merger and whether additional machines can be provided. The service contract remains under review but has improved.
Ongoing noise from the communal lounge and kitchen area – whilst extensive soundproofing has been undertaken in both areas, to which no further proofing can be installed or improved upon – complaints have persisted in respect of the use of the lounge and kitchen in the evenings. We have requested that tenants remain mindful of tenants living above the area but have had to balance this with the fact that tenants are entitled to use the lounge and kitchen.
The failing shower was remedied with the installation of a new level access wet room.

Flies entering a 1st floor property – the tenant was advised how to deter flying insects.

Following complaints from a small number of tenants relating to inappropriate comments made by others, a note was sent to those who had made the comments, reminding them of courteous behaviour to others. One of the tenants to whom the note was sent lodged a further complaint that they were not present. The Tenant Support Manager offered a sincere apology for the error made. The complaint escalated to Stage 2 with a request for a formal apology from the Chair and the Management Committee. This apology has now been sent, it is understood however that this complaint has been escalated to the Ombudsman, but no further information has been provided.
Conclusions:
As a small community-based provider operating on one site only, OHS is fortunate to enjoy low levels of complaints. A full handover of ongoing complaints has been handed over to jLiving.

BOARD’S RESPONSE TO THE ANNUAL COMPLAINTS PERFORMANCE AND SERVICE IMPROVEMENT REPORT
The final meeting of the now former Orchard Housing Society Management Committee was held on June 24th 2026 – the Transfer of Engagements was however completed on April 30th 2026.
• The 2025 annual complaints performance and service improvement report for residents living in homes owned and managed by OHS
• 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 had a Member Responsible for Complaints (MRC) who has provided additional assurance to the Board on the effectiveness of OHS complaints system. The MRC and the Management Committee 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 Management Committee has challenged the data and information provided to the Management Committee. OHS adopts the Housing Ombudsman’s definition of a complaint as any expression of dissatisfaction. This gives the Management Committee assurance that OHS are recording an accurate volume of complaints.
Given its size, OHS does not have enough complaints to learn from trends. But our learning from individual complaints shows that communication is a key factor across complaints. In conclusion and to provide reassurance, the Management Committee monitored Complaints at all quarterly MC meetings.










