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1. Introduction 

YMCA Norfolk is committed to being an organisation that listens to young people 
and customers. We cannot fulfil our mission of transforming young lives unless 

we do. We believe that feedback and the way the organisation responds to this 
feedback whether negative or positive, is a vital indicator of the overall 

performance of YMCA Norfolk.  

Our aim is to maintain a high level of performance and improve the quality of 
service offered to clients and customers, who feel that they have not received a 

high standard. This includes providing timely responses to complaints whilst 
continuing to learn and improve. 

Whilst it can be easy to focus on the complaints; it is as equally important to 
focus on the compliments received, by doing this, we can learn from what we 

are doing well and ensure that the organisation continues to provide a high level 
of service. 

The information is the report covers the 2025-26 financial year (1st April 2025 – 

31st March 2026). 

2. Housing Ombudsman Code of Conduct 

The Housing Ombudsman’s Code sets out requirements which all landlords must 

follow by law. One of the key requirements of the Code is that we issue an 
annual report on our complaints performance and the service improvements 
made as a result of the learning from the complaints.  

In line with the Housing Ombudsman Complaints Handling Code we have 
completed our annual selfassessment against the code which is available on our 

website Compliments and Complaints - YMCA Norfolk 

As a regulated social landlord we are also required to collect and submit annual 
Tenant Satisfaction Measure data (TSMs) to the Regulator of Social Housing. 

Complaints data will form part of this annual TSM submission. 

Our Residents Charter sets out what residents can expect from us and is 

provided to all young people when they move in.  

Whilst the Code only looks at our landlord services, we feel it is important that 
all our complaints handling is reviewed annually, so this annual report sets out 

our performance in relation to complaints received across all our services. 

  

https://www.ymcanorfolk.org/contact-us/compliments-and-complaints/


  

3. Complaints 

3.1 Number of Complaints Received 
During the reporting period, the organisation received a total of 60 complaints 
compared to 53 in 2024/25.  These are detailed below: 

 

 

3.2 Category of Complaint 
The organisation has categories what the complaint was about, these are 
detailed below:  

 

During 2025/26 no complaints were received by or escalated to the Board of 
Trustees. 
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3.3 Responses to Complaints 

The stages and timeframes for response to complaints were as follows 

Stage 1  
Acknowledgement receipt due date 

5 working days after the complaint is 
raised. 

Stage 1  

Resolution due date 

10 working days after the stage 1 

acknowledgement receipt. 

Stage 2  

Acknowledgement receipt due date 

5 working days after escalation 

Stage 2  

Resolution due date. 

20 working days after the stage 2 

acknowledgement receipt. 

At the end of 2024/25, two complaints remained open: 

One was made on 26/03/2025 for Umbrella by a neighbour regarding the lack of 
waste disposal at one of our properties. This complaint was resolved in 2025/26 

on time at Stage 1. 

The other was made on 27/03/2025 for Muddy Puddles from a customer of the 
nursery waiting list who was not satisfied with the service they received. The 

complaint was deemed unable to be resolved and subsequently closed as the 
customer disengaged with the complaints process. An acknowledgment of the 

complaint was sent with an invitation to a meeting to discuss further, however 
the complainant did not respond to any further correspondence.  

In 2025/26, of the 60 complaints made, 52 were resolved (2 additional 

complaints were resolved which were made last period). 

The total number of complaints resolved in 2025/26 was 54, resolved in the 

following stages: 

 

8 complaints remain open at the end of March 2026. The resolution of these will 
be reported on in the 26/27 report. 

The following reports are shared with both the Compliance and Performance 

Committee and the Board of Trustees quarterly. 
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Organisational Complaints Resolved at Each Stage 
Total number of complaints and their resolution 

 

  April May June July Aug Sept Oct Nov Dec Jan Feb Mar Total 

Complaints made 

2025/26 

0 9 8 10 6 4 0 8 1 6 2 6 60 

Complaints 

resolved 2025/26 

2 6 7 11 4 7 2 4 2 5 2 2 54 

Complaints 

resolved on time 

2025/26 

2 6 5 9 4 5 0 3 0 3 1 0 38 

Complaints made 

2024/25 

8 6 6 7 7 4 6 0 2 1 2 4 53 

Complaints 

resolved 2024/25 

3 10 7 4 1 10 8 0 1 1 1 5 51 

Complaints 

resolved on time 

2024/25 

3 9 6 4 0 3 7 0 1 0 1 3 37 

Complaints made 

2023/24 

2 2 1 6 5 6 8 3 4 6 2 6 51 

Complaints 

resolved 2023/24 

5 1 0 6 5 6 6 3 3 7 3 5 50 

Complaints 

resolved on time 

2023/24 

1 1 0 5 3 5 2 2 1 5 0 4 29 
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Housing Complaints Resolved at Each Stage 
Number of housing complaints and their resolution 

 

  

Apr 
25 

May 
25 

Jun 
25 

Jul 
25 

Aug 
25 

Sep 
25 

Oct 
25 

Nov 
25 

Dec 
25 

Jan 
26 

Feb 
26 

Mar 
26 

Stage 1 1 6 5 9 3 5 0 1 2 4 1 1 

Stage 2 0 0 0 0 0 0 2 0 0 1 0 0 

Total  1 6 5 9 3 5 2 1 2 5 1 1 

On Time 1 6 3 7 3 3 0 1 0 3 1 0 
 

 

Complaints Not Resolved on Time 

70.37% of complaints were resolved on time. 

Of the 17 complaints not resolved on time: 

• 2 of these were not acknowledged within 5 working days of the Stage 1 
complaint. Both were resolved at Stage 1 on the day they were 

acknowledged.  
• 1 of these was not acknowledged within 5 working days of the Stage 2 

complaint. The Stage 1 was acknowledged and resolved on time, however 

the Stage 2 appeal was acknowledged outside of the timeframe and was 
ultimately closed as the complainant disengaged with the process. 

• 14 of these were acknowledged on time, but the Stage 1 complaint was 
not resolved within 10 working days of the complaint being acknowledged. 

 

4. Compliments  

During the reported period the organisation received a total of 238 compliments 
(2024/5 127 compliments) across various sectors of the organisation as detailed 

below: 
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4.1 Category of Compliment 

As with complaints the organisation has certain categories to define who the 
compliment was raised by, for the reporting period these are detailed below:  

 

5. Service Improvements 

Overall, the volume of complaints increased slightly to 60 (from 53 in 2024/25).  

The report data evidence a high proportion of complaints are being resolved at 
Stage 1, with very few escalated. No complaints were received by the Board of 

Trustees or escalated externally to the Housing Ombudsman, and there were no 
findings of non-compliance with the Complaints Handling Code. This indicates 
that service’s resolution processes are effective and trusted. 

However, timeliness remains a key area for improvement. 70.37% of complaints 
were resolved within target timescales, with delays primarily occurring in Stage 

1 responses and disproportionately affecting housing services. While most 
complaints were acknowledged on time, resolution times were not consistently 
met. 

Clear improvements are needed both in terms of acknowledging complaints 
within the time frames and also responding to the complaint within the time 

frame. The analysis shows that often we are 1-3 days late.  

As a result of our learning from 2025/26, we are changing our monthly reporting 
metrics to the following  

• % age of Stage 1 and Stage 2 complaints acknowledged within 5 working 
days 

• % age of Stage 1 and Stage 2 complaints responded to within 10 working 
days (Stage 1) and 20 working days (Stage 2) 

• YTD complaints responded to on time, which covers both metrics. 

• Number of complaints upheld. 
 

85

60

48

37

3 5

0

10

20

30

40

50

60

70

80

90

By client about a
member of staff

By external agent
about staff

Neighbour /
general public

compliment

By client about
service /

accommodation

By external agent
about client

By external agent
about service /

accommodation



  

The data shows that the majority of complaints are raised by our residents, 
which reflects a culture where individuals feel able to voice concerns and expect 

to be heard. 
The 2024/5 residents’ survey further supports this, with 78% of residents 

satisfied with how their complaint was handled. Over the coming year, we will 
strengthen our approach to resident involvement to deepen our understanding of 
their experience and ensure that feedback more consistently informs service 

improvement. 
 

It is encouraging to see that we received 4x the number of compliments 
compared to complaints during 2025/26, with the focus of many of these being 
about our staff. The number of compliments received in 2025/6 is double that of 

2024/5. the high number of compliments—particularly about staff—demonstrates 
the strength of front-line delivery and the positive impact of services across the 

organisation. 

 

6. Housing Ombusdman 

Between 1 April 2025 31 March 2025 no complaints were raised with the 
Housing Ombudsman.  

During 2025/26 the Housing Ombudsman had not made any findings of non-

compliance with the Complaints Code against us and there was no annual report 
about our performance or any other relevant reports or publications produced by 

the Housing Ombudsman in relation to our work. 

YMCA Norfolk’s Housing Ombudsman Self-Assessment can be found here. 

7. Board Response 

YMCA Norfolk’s mission is to transform young lives. We provide services to 
enable this. We recognise that the Compliments and Complaints process serves 
as an important part of achieving our mission for young people. 

As a Board, with the support and scrutiny of our Compliance and Performance 
Committee and the Member Responsible for Complaints (MRC), we have 

reviewed the report and noted our self-assessment against the Housing 
Ombudsman Complaint Handling Code. 

The Board of Trustees, Executive team and operational management teams are 

committed to providing the highest standards of care and service to all including 
but not limited to residents, service users, staff, volunteers, suppliers etc.  

Complaints are treated seriously, dealt with by careful process and in addition to 
any direct response, they are used to learn, develop and shape the way we work 
going forward 

The board is satisfied that this report represents an accurate picture for 2025/26 
and reflects the determination to do all it can to uphold the highest level of 

operational standards care and service upon which it prides itself. 

https://ymcanorfolk.sharepoint.com/trustees/trustees/3.%20Board%20Meetings/Board%20Packs/2026/Board%20Pack%2020260615/B26.07%20Appendix%20A%20-%20YMCA%20Norfolk%20Housing%20Ombudsman%20Self-Assessment-2025-26.pdf

