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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. 

Josie Saville 

Chair of the Board of Lets for Life 

A Review of Complaints at Lets for Life in 2025-2026 

Lets for Life received 1 stage one complaint in 2025-26 across our 156 units.  

• 1 complaint was related to utility supplies after moving into a new home. 

In 100% of the cases, the complainant was satisfied with Lets for Life’s reply at Stage 1 

of the Complaints Policy so no complaints were escalated to Stage 2. 

Therefore, none of our complaints were referred to or investigated by the Housing 

Ombudsman Service in 2025/26. 

Conclusions 

Following the complaint, we have reviewed what information we provide. We 

delivered additional training to all parties involved to minimise the chances of a 

similar issue occurring.  
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We should be easy to contact via telephone on 01625 462880 and always reply to an 

email within 72 hours. We’re keen to know if we fall short and we’re grateful for any 

feedback on our complaints process. 

Please let us know at enquiries@letsforlife.org.uk or calling 01625 462880. 

mailto:enquiries@letsforlife.org.uk

