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This report covers our compliance with the Housing Ombudsman Complaint Handling Code and our 
complaints handling performance from April 2024 – March 2025.  

This report outlines our performance and self assessment for the year April 2024 to March 2025 
against the Housing Ombudsman Code. Our Cabinet member responsible for housing complaints, 
and the Homes Policy Development Group have ensured the self-assessment gives a true reflection 
of our complaint handling, the improvements we’ve made, and where we’ll focus future improvement. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Making progress in 2024-2025 

Residents told us where things needed to improve and as a direct result of their feedback we made the 
following changes and improvements: 

• We made improvements to the information provided to residents in regard to their succession 
rights by updating our Tenancy Management Policy and procedures. 

• We reviewed the information we include within our complaint responses. 
• We improved our permission letter templates, procedures and updated our Improvements to 

Council Properties Policy. 
• We improved how we communicate with our tenants in regard to scheduling specialised repair 

works. 

You can view all the improvements we made here 

 

 

Our Report includes: 

• Tenant Satisfactopn Measures Performance 

• Tenant Satisfaction Measures Results 

• Complaint Handling Self-Assessment 

• Service improvements we’ve made as a result of learning from complaints 

• Performance relating to Complaints 

• Ombudsman Determinations 

• Housing Ombudsman Service Landlord Performance Report 

• Complaint Handling Annual Report Summary 

• Mid Devon Housing Complaints Handling Report presented to the Homes Policy 
Development Group on 3rd June 2025 

https://www.middevon.gov.uk/media/357518/hpdg-030625-mdh-complaint-handling-annex-c-complaint-handling-code-self-assessment-form.pdf
https://www.middevon.gov.uk/media/357523/hpdg-030625-mdh-complaint-handling-annex-d-lessons-learnt.pdf
https://www.middevon.gov.uk/media/357517/hpdg-030625-mdh-complaint-handling-annex-a-tsm-performance.pdf
https://www.middevon.gov.uk/media/357522/hpdg-030625-mdh-complaint-handling-annex-b-tsm-results.pdf
https://www.middevon.gov.uk/media/357518/hpdg-030625-mdh-complaint-handling-annex-c-complaint-handling-code-self-assessment-form.pdf
https://www.middevon.gov.uk/media/357523/hpdg-030625-mdh-complaint-handling-annex-d-lessons-learnt.pdf
https://www.middevon.gov.uk/media/357519/hpdg-030625-mdh-complaint-handling-annex-e-performance-document.pdf
https://www.middevon.gov.uk/media/357526/hpdg-030625-mdh-complaint-handling-annex-f-ombudsman-determinations.pdf
https://www.middevon.gov.uk/media/357520/hpdg-030625-mdh-complaint-handling-annex-g-landlord-report-mid-devon-district-council.pdf
https://www.middevon.gov.uk/media/357524/hpdg-030625-mdh-complaint-handling-annex-h-mdh-complaint-handling-summary-report-for-tenants-2024.pdf
https://www.middevon.gov.uk/media/357521/mid-devon-housing-complaints-handling-report-2024-2025.pdf
https://www.middevon.gov.uk/media/357521/mid-devon-housing-complaints-handling-report-2024-2025.pdf


 

MDH also carry out monthly strategic insight/focus meetings to discuss complaint handling data, 
identify themes alongside reviewing progress on implementing lessons learnt. Outputs from these 
meetings are fed back into a structured performance management process which all service 
managers and team leaders participate in. 

Complaints Performance 

MDH have seen a slight decrease in both Stage 1 and 2 complaints during the financial year 2024-25 
in comparison to the previous financial year. 

Overall, of the 210 Stage 1 complaints and 34 Stage 2 complaints which were received during the 
financial year 2024-25. As at 31 March 2025, 204 or 98.5% of complaints were completed at Stage 1 
and 31 or 100% were completed at Stage 2. 

Some 101 or 49.5% of Stage 1 complaints were upheld during 2024-25. Furthermore, 18 or 58.1 % 
Stage 2 complaints were upheld during 2024-25. 

To provide context, MDH have a housing stock of 2840 properties, of the 210 Stage 1 complaints 
received in 2024-25 this equates to around 7.39% of our housing properties with 92.61% of properties 
therefore having no recourse to make a complaint. We have 3529 formal tenants living in our 
properties. 

Top 5 (most common) complaints categories 

 

 

 

 

 

 

 

 



 

Bottom 5 (least common) complaint categories (2024-25) 

 

You can view the full Complaints Handling Performance report here. 

Ombudsman Determinations 

The Housing Ombudsman is a free (to residents), independent, and impartial service. You can find out 
more about the Housing Ombudsman service by visiting their website. 

 
 

Notes for table above: 

Determination: The overall outcome of the findings of a case. 

https://www.middevon.gov.uk/media/357519/hpdg-030625-mdh-complaint-handling-annex-e-performance-document.pdf
https://www.housing-ombudsman.org.uk/


Findings: If several issues are raised within one case a finding is made on each issue. 

Maladministration findings: a finding of service failure, maladministration or severe maladministration  

Orders: Remedies to put things right to resolve the individual complaint. These can include compensation, ordering a repair to be undertaken or 
a survey to be completed, as well as apologies and reviews of policy.  

Recommendations: further opportunities for improvement 

Complaint Handling Failure Order: Issued if a landlord does not comply with any orders made 

 

 

 

 

 

 



 

 

 

You can download the full Housing Ombudsman report here. 

You can download the full Ombudsman Determination outcomes here. 

Tenant Satisfaction Measures 

MDH is performing against the Regulator’s Tenancy Satisfaction Measures relating to complaints 
2024-25. 

CH01: Complaints relative to the size of the landlord. 

Measured by: landlords’ management information. 

This measure will be based on the number of complaints the landlord receives for each 1,000 homes 
they own. 

75 complaints – This is based on 212 stage 1 and 2 complaints with a housing stock of 2840. 

CH02: Complaints responded to within Complaint Handling Code timescales. 

Measured by: landlords’ management information. 

This measure will be based on the percentage of complaints the landlord responds to within the times 
set by the Housing Ombudsman’s Complaint Handling Code. All social housing landlords have to 
follow this Code. 

185 of stage 1 complaints received in 2024/25 

https://www.middevon.gov.uk/media/357520/hpdg-030625-mdh-complaint-handling-annex-g-landlord-report-mid-devon-district-council.pdf
https://www.middevon.gov.uk/media/357526/hpdg-030625-mdh-complaint-handling-annex-f-ombudsman-determinations.pdf


 

 

180 (98.90%) of these complaints were responded on time. 

27 of stage 2 complaints received in 2024/25. 

27 (100%) of these complaints were responded on time. 

Note: The above figures will differ, as at the time of reporting, there were complaints pending 
investigations. In addition, we may see an increase of complaints escalated to stage 2 over the next 
Year. The above figures only show complaints that come under the remit of the Regulator’s Tenancy 
Satisfaction Measures and do not include non housing ombudsman complaints. 

You can view the full report here. 

Tenant Satisfaction Perception Survey results relating to complaints. 

Tenant Satisfaction Perception Survey results relating to Complaints 2024-25. 

Effective handling of complaints. 

TP09: Satisfaction with the landlord’s approach to handling of complaints. 

Measured by: tenant perception survey. 

All tenant perception surveys must include this question:  

• Have you made a complaint to your landlord in the last 12 months? 
• If yes, how satisfied or dissatisfied are you with your landlord’s approach to complaints 

handling? 

This measure is based on the percentage of tenants who said they were satisfied. 

Quarter 1 – MDH were too late to collect for Quarter 1, however, this data has been combined into 
Quarters 2, 3 and 4. 

Quarter 2 - 33% 

Quarter 3 – 45% 

Quarter 4 – 33% 

Overall satisfaction 37% 

You can view the full report here. 

https://www.middevon.gov.uk/media/357517/hpdg-030625-mdh-complaint-handling-annex-a-tsm-performance.pdf
https://www.middevon.gov.uk/media/357522/hpdg-030625-mdh-complaint-handling-annex-b-tsm-results.pdf

