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Board of Trustees Response
The Board of Trustees for Creative Support have reviewed the annual complaints performance and service improvement report and the self-assessment that has been completed against the Complaints Handling Code.  
We are pleased to see that Creative Support has managed all complaints between April 2025 and March 2026 in line with the Complaints Handling Code, and also, their own corporate Housing Complaints and Compliments policy.  
We believe that the organisation has a positive attitude towards complaints handling and seeking good outcomes for those who raise complaints.  
We are pleased to observe that there was an overall low level of complaints during the 12 months, with 13 complaints in total, a reduction from the previous year’s 28 complaints.  We acknowledge that the majority of complaints relate to anti-social behaviour and that this year, more of these have come from external complainants rather than residents.  We understand that there have been a number of difficult tenancy related cases during the year which have led to these complaints.   
We can see that Creative Support is working hard to manage instances of anti-social behaviour and to minimise the impact of these on members of the public, family and others.  We can also see a commitment to partnership working with other agencies including social workers and the police to reach prompt, satisfactory outcomes but that sometimes this can be difficult where they do not want to engage with us.
We were happy to see that all complaints except one were resolved at stage one and that in addition, Creative Support has not had any cases of non-compliance or cases referred to the Housing Ombudsman. 
We are confident that Creative Support has good oversight of the complaints that they receive and are reassured that Officers are committed to continuing to improve their response to complaints.  This is evident from the self-reflection completed after each complaint, considering what learning can be taken from the complaint.  This learning is shared with the Housing Sub-Committee at each meeting.  This year this has included offering different ways of speaking to complainants, for example by zoom, and ensuring that staff improve attention to detail to prevent delays in repairs being done due to poor communication.
We review all housing related complaints with Officers every two months as part of our Board of Trustees Housing committee.  These list all housing related complaints (property and tenancy) in the reporting period, the investigation that was carried out, the final outcome and any subsequent learning Officers took from the complaint.  We believe the Annual Complaints and Service Improvement report accurately reflects the complaints that we have been made aware of.  We have committed to continue reviewing all housing related complaints, as a Board of Trustees every two months.
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