Board Chair for Populo Homes has said:
This year's Housing Ombudsman self-assessment gives us a chance to look honestly at what's changed since last year, and to test whether the systems we put in place are working well for our residents. I am pleased to report that we have sharper visibility into complaints than we've ever had, faster response times, and a clearer understanding of our residents’ wants and needs. We have also identified areas where there is more work to do, and we have already started to work on them.
As a result of this year's self-assessment, cross-referencing against how Populo Homes handles complaints in practice, we can share the following key improvements over the past year:
· The Populo Homes Board has retained its Board Member Responsible for complaints, who continues to provide oversight and assurance to the Board on how effectively the landlord's complaints process is working.
· The Populo Homes Board has received and reviewed this year's annual complaint performance and service improvement report, along with the self-assessment. Having reviewed and challenged both, the Board is satisfied with their contents.
· We have embedded a dedicated Customer Services Manager role with ownership of a rigorous, process-driven complaints handling approach. This gives complaints a single point of accountability rather than splitting oversight across the wider Customer Service team.
· Staff have received structured training on the complaints handling process, covering both the regulatory Code and the practical steps required at each stage. The results of this process-driven work are shown in the numbers below.
New Housing Management System
Last year we reported that our previous system, wasn't fit for purpose, and that we were implementing a new Housing Management System (HMS) in response. The new HMS has now gone live which gives staff a single dashboard for tracking, allocating and overseeing complaint cases, with a full audit trail of actions taken. We are now in the process of introducing end-of-closure surveys, so that residents can tell us directly how well their complaint was handled once it's resolved. This will give us a live measure of satisfaction to take forward.
Complaint Numbers and Response Times
We recorded 19 Populo Homes complaints this year, more than last year. We believe this as a sign that our complaints tracking process has improved, as the system has made it far easier to log and categorise complaints consistently, which means fewer complaints slipping through informal channels.
What matters more is how we respond once a complaint is raised. Last year, only 58% of Stage 1 complaints were answered within the required response timelines. This year that figure is 89%. In addition, stage 2 complaints this year were responded to within the window 100% of the time. 
Anti-Social Behaviour (ASB) and Equity, Diversity and Inclusion (EDI) Data
Our new HMS includes a dedicated ASB logging section, so anti-social behaviour cases can be captured and managed as they arise with tracking oversight provided to management. The system also allows us to record EDI data against individual cases, so we will be better understand the residents we're working with and respond to their needs accordingly.
Resident-Facing Improvements
We introduced dedicated on-site surgery days this year, giving residents a regular, predictable opportunity to raise concerns face to face rather than relying solely on phone or email. We also launched resident newsletters, giving residents practical, useful information about their homes and their landlord on a regular basis.
Populo Homes is looking forward to building on this year's progress, and to reporting next year on how these changes continue to bed in.
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