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ANNUAL COMPLAINTS PERFORMANCE AND SERVICE IMPROVEMENT REPORT 24-25

A REVIEW OF COMPLAINTS AT CRAWLEY OPEN HOUSE IN 2024-2025
During 2024 to 2025 we received 7 complaints from 6 residents living in the housing owned by Crawley Open House and 1 from a neighbour of a property owned by Crawley Open House. 
• 0 complaints related to our repairs and maintenance service.
• 7 complaints related to how we dealt with anti-social behaviour issues.
• 0 complaints related to rents and utility supplies after moving into a new home.
• 0 complaints additionally related to how we dealt with rent.
• 2 complaints were upheld and appropriate action taken.  

In 0% of the cases, the complainant was not satisfied with Crawley Open House’s reply at Stage 1 of the Complaints Policy and they asked for their complaint to be escalated to Stage 2. 

None of our complaints were referred to or investigated by the Housing Ombudsman Service in 2024/25.

Learning from complaints to improve services
	Issue

	Learning point


	A resident was dissatisfied about the inhouse boundary sanctions being applied unfairly. 

	This complaint was upheld and the relevant staff member received refresher training from their line manager. 

	A complaint was made from a neighbour about residents littering in the designated smoking area. 
	Steps were taken to remind the residents of their responsibilities and their consequences of their actions. They were supported in the provision of new bins. 




Conclusions:
We were pleased that the process for making a complaint was easily accessed by our clients and members of the public. 
The nature and outcomes of our complaints also demonstrated that the process is effective in investigating, responding to and resolving complaints in an efficient and effective manner. 
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