Prestwich and North Western Housing Association

Board Response to the Annual Performance and Service improvement Report on
Complaints for 2024/2025

The Board welcomed the annual performance and service improvement report and was
particularly pleased to note that the report had been a joint one between the CEO and
the Member Responsible for Complaints (MRC). The Board also noted and approved
changes to the Customer Feedback Policy and the Annual Self-Assessment against the
Complaints Handling Code.

The Board noted the rigorous review undertaken by the MRC of both the Self-
Assessment and the Customer Feedback Policy and plans to digitize the current paper-
based method of processing complaints.

The Board noted the large increase in the number of complaints from last year although
the overall number remains low and agreed service improvements designed to improve
communications and keep residents informed of delays in respect of repair work to
communal doors.

The Board also noted and commented positively on the introduction of regular estate
walkabouts with the Grounds Maintenance contractor to agree improvements and
challenge poor performance.

The Board appointed Sarah Jayne Smith as their Member Responsible for Complaints
(MRC). This appointment will be reviewed in 12 months’ time.
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