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Exeter Homes Trust Annual Complaints Performance & Service Improvement Report – 2026.

The annual self-assessment was completed in line with the Housing Ombudsman’s code and published on our website – www.exeterhomestrust.com
Exeter Homes Trust received 13 complaints from 9 individuals up until 30th April 2026. 
These complaints were broken down as follows:
· 6 complaints regarding concerns about communication or miscommunication
· 5 complaints regarding repairs and refurbishment work
· 1 complaint regarding Weekly Maintenance Contributions (WMCs)
· 1 complaint regarding Health and Safety concerns
None of the complaints received have required involvement from the Housing Ombudsman.
10 of the complaints were acknowledged within the required timescales.
10 of the complaints were responded to and investigated within timescales
2 of the complaints that were not acknowledged or responded to in the required timescales were separate complaints raised by the same resident in one chain of email correspondence. The emails were received over the Christmas period when the office was closed and acknowledged as soon as practically possible upon staff returning to the office in January 2026. 
The other complaint that was not responded to within the required timescale was regarding the conduct of a member of staff and required involvement from the Board of Directors. The investigation required took much longer than originally anticipated due to the nature of the issue.
Exeter Homes Trust’s complaints policy was last updated in March 2025. Exeter Homes Trust continues to review all policies and procedures to ensure compliance at every level.
Any report received from the Ombudsman will be published on our website, in line with the complaint handling code.

Key insights from complaint data analysis
Based on analysis of the complaint data from 2025-2026, clear patterns have emerged that highlight priority areas for service improvement:
Communication failures - Communication represents the largest complaint category. Residents reported concerns regarding the validity of our correspondence, response times, ignored emails, lack of updates on reported issues, and poor follow-up.
Repairs - Residents report dissatisfaction with response times and/or issues relating to ongoing work in their properties including the quality of work carried out. For example, dissatisfaction with the alternative accommodation offered when essential works require residents to vacate their property for a period of time. 
Financial concerns - Following the annual Weekly Maintenance Contributions increase in April 2026 we received a complaint about the perceived value of the service offered and the associated cost to the resident. 
Health and safety issues – One complaint received regarding a fault on the building fire panel and a perceived responsibility for staff to be on site to evacuate residents.
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