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Our Commitment

Lets for Life is committed to dealing with any concerns or complaints tenants or their
representatives may have about our service effectively. We aim to clarify any issues
about which they are not sure. If possible, we will put right any mistakes we may have
made. We wish to provide a service and if we have failed to deliver; if we got
something wrong, we will apologise and where possible we will try to put things right.
We also aim to learn from our mistakes and use the information we gain to improve
our services.

We comply with the Housing Ombudsman’s Complaint Handling Code and annually
self-assess our compliance to it and publish the results on our website.
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Lets for Life Board Response to the Complaints Performance and
Service Improvement Report 2025 - 2026

The Board of Trustees continue to recognise and instill the person centred approach
Lets for Life adopt when it comes to tenancy, housing and property services. We
encourage for tenants and staff to recognise complaints as an opportunity for service
delivery across the charity.

Our self assessment against the Housing Ombudsman’s Complaints Handling Code
continues to demonstrate that we work hard to address any complaint and genuinely
care about gettings things right for our tenants and doing things properly.

Being a small charity, we have only received 1 complaint over 2025/26 across our 156
tenants and were able to follow up in accordance with our Complaints Policy and
Procedure satisfactorily as a Stage 1 complaint, therefore we did not record any Stage
2 complaints.

We are committed to continuous improvement and reviewing our operations and
making a positive difference to our tenants.

Chair of the Board of Lets for Life

Complaints

Lets for Life received 1 stage one complaint in 2024-25 across our 156 units. This was
equivalent to 20 per 1000 homes.

We acknowledged the complaint within the set timescaled within the Complaints
Handling Code. With the 1 complaint which was received, in order to fully investigate
the matter, we sought a report by a 3" party contractor. This meant it took longer to
fully respond within the allocated time, however we remained in contact with the
complainant and provided full details of any due delay.

Complaints
CHO1 (1)  [Number of stage one complaints received per 1,000 15
homes.
CHO1 (2) Number of stage two complaints received per 1,000 0
homes.
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CHO2 (1)  [Proportion of stage one complaints responded to within [100%
the Housing Ombudsman’s Complaint Handling Code
timescales.

CHO2 (2)  [Proportion of stage two complaints responded to within [100%
the Housing Ombudsman’s Complaint Handling Code
timescales.

Nature of the complaint

The one complaint we received was regarding high electricity bills following a tenant
first moving into their newly refurbished property. The complainant was the mother
of the tenant who acted as their representative due to their learning disability and
support needs.

Informal resolution of concerns

Upon first being contacted regarding the high electricity costs, we initially liaised with
the contractor who completed the refurbishment regarding the setup and checked
that it was set up correctly and with the support provider regarding any changes of
the settings - and handled it as a service request.

The high electricity costs continued which resulted in it being treated and handled as
a complaint.

Investigation and Resolution

We investigated the complaint to identify the source of the high electricity costs. This
involved an independent 3™ party completing a site visit to check the installation and
configuration of the heating infra red heating system. It should be an energy efficient
heating system. We obtained copies of the electricity bills and compared them to
other units within the block of flats which had the same heating system.

During the investigation, it became apparent that thermostats had been moved
which had caused incorrect settings and subsequent high costs.

Despite follow up investigations to try and determine how the thermostats were
moved, no clear evidence was able to pinpoint a definitive cause.
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We agreed to cover the additional costs of the bills compared to typical usage - which
was agreed to be split 3 ways between Lets for Life, Support Provider and Developer.
The complainant was satisfied with the resolution proposed.

Follow up

We followed up with the complaints in writing as per the guidance in our Complaints
Policy, which aligns with the Housing Ombudsman’s Complaints Handling Code. In
which we defined Complaint and made the complainant aware of their rights to
request the complaint move to a Stage 2 complaint if they were not satisfied with the
outcome. We followed up with them each separately and they concluded that they
were satisfied with the outcome.

The investigation took longer than the allocated time within our Complaints Policy
(which aligns with the Housing Ombudsman’s Complaints Handling Code). In
accordance with our Complaints Policy, we kept in regular contact with the
complainant to notify them of the delay, with justification.

Lessons Learned

Following the complaint, we have reviewed our information booklet and induction
details regarding usage of systems within the property. We provided additional
training to the tenant and support team in the property regarding correct usage.

Monitoring and Review

We will continue to update our Complaints Policy in line with guidance and best
practice - adhering to the Housing Ombudsman’s Complaints Handling Code.

We will continue to complete Tenant Satisfaction Measures alongside our own
satisfaction surveys with tenants, support teams and family members. We will
continue to ensure staff are well trained to deal with the complaints in line with our
Policy - which fully adopts and complies with the Complaints Handling Code.

Staff receive training and refresher training on Complaints Handling in line with the
Complaints Handling Code. The monthly updates by the Housing Ombudsman is
circulated to all staff and access the Learning Hub.

We will continue to self assess our compliance with the code and review our
performance and service delivery.
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We will continue to ensure these key items are regularly within the agenda of Board
Meetings and that our Board Members are satisfied with our performance and drive

Lets for Life for continued improvements.
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