M)
ANNUAL COMPLAINTS REPORT 2025-26 Maryhill

HOUSING

&s How We Handle Complaints

We follow the Scottish Public Services Ombudsman (SPSO) complaints process, which sets
clear standards for how quickly we should respond.

@ Response Times

e Frontline complaints: up to 5 working days
e Investigation complaints: up to 20 working days

@ Find Out More

You can read our full complaints process on our website:
(3 www.maryhill.org.uk/about-us/make-a-complaint

Complaints Received in 2025-2026

This section shows the number of complaints we received and dealt with between 1 April
2025 and 31 March 2026.

We use arrows to show how this year compares to last year:
. Improved
. Got worse
. Stayed about the same

Complaints Received

I I X T
Frontline (Stage 1) (4] Increased
Investigation (Stage 2) 179 156 (4] Increased
Total 720 518 Increased

@ What This Means

o Complaints increased at both stages
e The biggest rise was in Frontline complaints
e Overall complaints rose from 518 to 720
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(" Response Times and Performance

Our average times to respond to complaints are shown in the table below.

"~ Stge | Taget | Tavear | LastYew | Trend
| 5 working 4.7 days 4.0 days Slightly slower
Frontline (Stage 1) davs
y 99.45% on time | 98.34% Improved

21.7 19. I
Investigation 20 working days 9.5 days Slower
(Stage 2) days .

89.94% on time | 96.15% Decreased

& What This Means

o Frontline performance remains strong
o Responses are still within the 5-day target
o More complaints were answered on time than last year

« Investigation performance declined
o Took slightly longer than the 20-day target
o Fewer complaints were answered on time

Complaints by Service Area & Type

This section shows the number of complaints we dealt with in 2025-26, broken down by
service area and type.

Top Complaint Service Areas (2025-26)

Top 5 Service Areas by Complaints (2025-26)

Reactive Repairs
Communal Cleaning

> Cyclical Maintenance

Housing Management

Estate Management
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Mumber of Complainis
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/\ Top Issues
) Reactive Repairs
e 375 complaints (52% of all complaints)

o By far the largest issue
« Also has the highest number of upheld cases (180)

(% Main area needing continued improvement
¢) Communal Cleaning

e 75 complaints (10%)
e High number upheld (40 cases)

(3 Early service issues during contract changes

Other Notable Areas

e Cyclical Maintenance (37)
e Housing Management (33)
« Estate Management (27)

(7 Smaller number of complaints but still important to monitor

Most complaints are about Reactive Repairs and Communal Cleaning, so we will keep
focusing on improving these services.

Top Complaints by Type (2025—26)

This section highlights the main reasons for complaints and shows where issues are most
common.

Top 3 Complaint Types (2025-26)
Poor Quality Service
Long-standing Issues
e Disagree Decisions
Communication

Staff Atiitude
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Mumber of Complaints
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/\ Top Complaint Types
S Poor Quality Service

e 423 complaints (59%)
e 207 upheld

(% This is the main reason for complaints, making up over half of all cases.

?) Long-Standing Issues Not Addressed

e 110 complaints (15%)
e 43 upheld

(3 This shows delays and problems that are not being properly fixed.
Other Key Issues
o Disagreeing with decisions (52)
e Poor communication (50)

o Staff attitude (45)

(¥ These are important issues, but they affect a much smaller number of complaints.

Complaints Overview 2025/26

In 2025/26, we dealt with 541 Stage 1 (Frontline) complaints and 179 Stage 2 (Investigation)
complaints. This is an increase compared with the previous year.

One of the main reasons for this was that we introduced several new service contracts,
including landscaping, communal cleaning and reactive repairs. When big changes like this
happen, it's common to have some problems at the start while things settle down.

We saw more complaints about landscaping and communal cleaning, especially earlier in the
year. As we worked more closely with the contractors and kept a close eye on performance,
services improved and complaints started to go down later in the year.

Where problems didn’t improve, we took action. This included ending the previous cleaning
contract, putting temporary arrangements in place, and working on a longer-term solution.

The new repairs contractor also led to more complaints, along with a backlog of repairs from
the previous contractor. Most of these issues have now been sorted. We are continuing to
work with the contractor to improve communication and give clearer timescales, especially
for more complicated repairs.
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Performance Against Targets

Even though complaints increased, overall performance is still strong:

o Stage 1 (Frontline):
o 99.45% were answered on time
o Average response time: 4.7 working days (within the 5-day target)

o Stage 2 (Investigation):
o 89.94% were answered on time (below the 95% target)
o Average response time: 21.7 working days (slightly over the 20-day target)

Stage 2 performance dropped because there were more complaints and more complex
cases. The good news is that performance has improved recently as services have settled
down.

Learning from Complaints — “You Said — We Did”

The Learning from Complaints Group meet regularly throughout the year to look at issues
raised in complaints and understand what could be improved.

One of the main areas identified was the high number of complaints about reactive repairs,
especially problems with follow-up work and how well contractors communicate with
customers.

 vousad | WeDd |

No one contacted me about |We reminded staff to follow the complaints process so

my complaint. customers are contacted and kept up to date.
Some staff don’t know how to||We are providing extra training so staff can give accurate
deal with complaints. answers and know when to pass issues on.
We are meeting regularly with our repairs contractor to
Fix the actual problem. make sure problems are fixed properly and don’t keep
happening.
Repairs after window We are agreeing clear timeframes with contractors and will

replacements took too long. ||share these with customers so you know what to expect.

| didn’t hear back about my ||Staff have been reminded to reply in writing if they can’t
complaint. reach customers by phone.

We’ve updated our processes so customers get clear repair
details after inspection, and follow-up visits are arranged
where needed.

Ongoing repair issues
haven’t been sorted.
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| YouSad ] WeDid

We are meeting with contractors to address issues and will
Cleaning standards are poor. ||display clear information in closes about expected cleaning
tasks.

We’ve improved communication with our repairs contractor.
Customers now receive confirmation, reminder, and “on the
way” text messages.

| wasn’t told when my repair
would happen.

| didn’t know what would We now make sure staff attend initial visits and that clear
happen during major works. |timescales are agreed and shared at each stage.

Communication with owners |We set up an Owners’ Forum so owners can meet with staff
is too slow. regularly and raise concerns.

Not enough opportunity to We added more consultation workshops and included space
comment on rent increases. |jon the survey for tenants to share their views.
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