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Complaints
Complaint Handling
In 2025, WPH received 144 Stage 
1 complaints, marking a 35.85% 
increase compared to the previous 
year.

Of these, 56 complaints (39%) 
were escalated to Stage 2, which 
is consistent with the percentage 
escalated in 2024. The annual 
targets and tolerances were not 
achieved for response times and 
escalations.

The dip in performance this year 
can be attributed to a period 
of significant change at WPH, 
including new processes and 
systems, as well as a rise in 
complaints.

67% of complaints were upheld 
or partially upheld, with the main 
issues being poor communication, 
delays in completing repairs, and 
contractor performance.

Outcome 2025

Upheld 30.8%
Partially Upheld 35.7%

Not Upheld 33.6%

2

Complaint Satisfaction
Resident satisfaction with WPH’s 
complaint handling stood at 28% 
in 2025, marking a 2% decrease 
compared to 2024.

Satisfaction with complaint 
handling is assessed through 
bi-annual perception surveys 
conducted independently by 
Acuity, as well as transactional 
surveys distributed by WPH. Shajia Ataur, Customer Services 

Manager



Complaint Categories
Below is a pie chart displaying the primary reasons why
residents have made a complaint.

Communications

Contractors
Customer Service

Data Protection /
GDPR

Decent 
Homes 
Standard

Housing

Repairs

Other

ASB

Estate Compliance

32.6%

5.6%

7.6%

7.6%

13.2%

2.1%

1.4%

18.1%

2.1%

9.7%
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Complaints: Lessons Learned

Our commitment to improve 
customer satisfaction is ongoing. 
At the end of 2025, a review of 
complaints was completed and an 
action plan was developed with 
the aim of reducing the number 
of complaints received. Progress 
within this action plan will be 
monitored.

We further monitor complaints 
through Key Performance 
Indicators evaluating response 
times. Performance against 
response time targets fell slightly 
outside tolerance. This was due 
to a combination of staffing 
challenges in the first half of 2025, 
the implementation of a new 
system, and agreed extensions.

With a new system now in 
place, training completed, and 
enhanced reporting to highlight 
where extensions result in 
complaints being recorded as 
late, performance is expected to 
improve.

We continue to discuss and record ‘lessons learnt’ regarding our 
complaints however, at 28% satisfaction we have a significant amount 
of work to do to improve our complaint handling service. 

Complaints
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Nikole Farler, Resident Engagement 
and Resolutions Officer

Tom Harrison, Tenancy and Leasehold 
Officer



Housing:
•	 Ensure compliance with the 

ASB policy and procedure, 
particularly in relation to 
completing action plans, 
keeping the parties affected 
updated and in closing 
cases once they have been 
concluded.

•	 Ensure service expectations are 
clear and relayed to residents 
(ASB case management, 
general responses for queries 
etc).

These are some of the key lessons learnt in 2025. 
Estates:
•	 Prioritise bringing poor 

performing contracts to an end 
in good time.

•	 Ensure resident feedback is fed 
through to contractors along 
with complaints.

Repairs:
•	 Keep residents informed, 

especially regarding delays.
•	 Ensure scripts are created so 

staff ask the right questions to 
understand what the repair is.
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