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Introduction

Kingdom Housing Association are committed to providing high standards of service to
all of our customers and stakeholders, and we recognise that sometimes things can go
wrong. Complaints give us valuable feedback on where we can improve help ensure
that our services meet the standards our customers expect.

Our 24/25 Annual Complaints Report has been prepared in line with the Scottish Public
Services Ombudsman (SPSO) Model Complaints Handling Procedure (MCHP). Kingdom
Housing Association has fully adopted the MCHP and follows its requirements for

handling complaints fairly, consistently, and within clear timescales.

The report sets out:

- our performance against the SPSQO's
four key performance indicators (KPIs);

- the trends and themes we have
identified from complaints; and

- the actions we have taken, or will take,
to improve our services as a result.




We received

918

Stage 1
complaints

We received

40

Stage 2
complaints

100%

of Stage 1
complaints were
completed within

timescale

100%

of Stage 2
complaints were
completed within

timescale

We upheld

30%

of our Stage 1
complaints*

We upheld

32.5%

of our Stage 2
complaints




o)%e/ Indicator One: The total number of
complaints received

KHA received
160 complaints
per 1,000
homes

Number of Stage 2 complaints
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Total number
of complaints: 24, of Stage 1 complaints were escalated to Stage 2.

958




w Indicator Two: The percentage of complaints at each

stage which were closed in full within the set timescales
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w Indicator Three: The average time in working days

D for a full response to complaints at each stage

Stage 1 Stage 2
: Escalated
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SPSO requires Stage 1 complaints to be resolved within 100%
5 days and Stage 2 within 20 days. complaints

responded to on
time.




Indicator Four: The outcome of complaints at each

stage as a percentage of complaints received

Stage 1 Stage 2 Escalated

B Resolved " Upheld
 Partially Upheld & Not Upheld

The SPSO require registered social landlords to record the outcome for each complaint. There are four outcome
categories: resolved, upheld, partially upheld, or not upheld

Resolved - we agreed a solution with you at the first point Not Upheld - we did not find evidence that we were at fault
of contact without needing a full investigation

Partially Upheld- we agreed with part of your complaint,
Upheld - we agreed with your complaint and we were at but not all of it
fault
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Service Area & Root Cause of Complaint

Stage 1 Stage 2

B Asset Management
' Development
| Customer Services

" Housing

Top Five Root Causes at Stage 1 Top Four Root Causes at Stage 2

« Lack of Communication » Lack of Communication

« Poor Service Delivery « Poor Service Delivery
- Staff Attitude - Staff Attitude

« Non Attendance to Appointments « Unhappy with ASB Outcome
« Subcontractor Performance




'Kingdom has taken over the ground
maintenance recently. | would like to
say what a wonderful job they are
doing!'

'‘Massive thank you to all
the team involved with
my recent house move.

Excellent customer
service from start to
finish'

'The joiner was really efficient -

fixed all three jobs to a high
standard'



You Said... We did...

— We reviewed the process to make sure
Improve communication . c c
when repairs appointments the customer is contacted in a variety of
are changed channels such as email, SMS and
telephone call.

We reviewed our rent account checks

It would be good to and will regularly run a debit balance
get notified if our account report to notify our customers if
T ancecloie they are due a refund or if they can
building up as a L )
e decrease their direct debit.

handy.

We have created a self assessment tool
Lul L DR TR to ensure we are meeting our void
within our void
properties standards throughout the change of
tenancy period.



