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Board’s response to the annual Complaints Performance and Service Improvement Report

On 11th June 2026 the Board received:
· Exeter Homes Trust’s 2025-2026 Self-Assessment against the Housing Ombudsman Complaint Handling Code.
· Exeter Homes Trust’s Complaints Performance & Service Improvement Report for 2025-2026.
The Board has a Member Responsible for Complaints (MRC) Robert Barrett. The MRC and the Board have reviewed the self-assessment and recognises that Exeter Homes Trust complies with all aspects of the Housing Ombudsman’s Complaint Handling Code.  
The Board acknowledges that due to there being no complaints made in the 2024-2025 there has been a 100% increase in complaints. Exeter Homes Trust welcomes feedback from all residents and recognises that receiving complaints is not a negative but instead evidences the complaints policy is easily accessible and gives us an opportunity to use information received from complaints to identify issues and improve our service delivery. 
The Board also acknowledges that there is always room for improvement when it comes to the process for handling complaints, and will continue to focus on improving response times to ensure Exeter Homes Trust is compliant.
Exeter Homes Trust seeks to achieve continuous improvement in the services we provide to all our customers, and to maintain positive working relationships with them. The Board will continue to monitor feedback on complaints received in 2026-2027 so we can continue to learn and improve our service. 
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