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As part of our continued commitment to the Housing Ombudsman’s Code of Guidance, I’m
pleased to share North Star’s second Annual Complaints Report.

At North Star, we are committed to providing excellent services to all our customers.
However, we recognise that there are times when we fall short of the high standards we set.
When that happens, it’s important that we listen, learn, and improve.

Like all social housing landlords, we are required to follow the Ombudsman’s Complaint
Handling Code. The Code promotes good practice in how complaints are managed and
resolved. It supports landlords to respond to concerns fairly and promptly while using
feedback to drive service improvement.

Learning from complaints is not just about reviewing data such as complaint volumes or
response times. It’s about identifying what went wrong, understanding why it happened,
and taking action to prevent it from happening again.

This year, we have heard clearly from customers that repairs remain a concern, particularly
around timeliness and quality of completion. Improving this will be a key priority for us over
the coming year.

We also recognise that our complaints handling process itself can be improved. Your
feedback is essential in helping us shape a more responsive, transparent, and customer-
focused approach.

We remain fully committed to delivering high-quality, reliable services—and we know we
can’t do that without listening to you. Thank you for continuing to share your experiences
and helping us to get bett

Sean Lawless
Director of Customer Experience & Transformation
North Star Housing Group

Foreword
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We are committed to using feedback from customers to improve what we do. Despite our
passion and diligence, we know sometimes things go wrong. When they do, our priority is to
work with the customer to resolve the issue in a timely and respectful manner.

The North Star Board received the annual complaints performance and service
improvement report, and the annual self-assessment against the Complaint Handling Code
on 17 June 2025. This is alongside the board receiving regular reports, meetings with staff
and interacting with customers throughout the year. Their role is to scrutinise data,
performance information and levels of customer satisfaction to provide assurance that North
Star are managing complaints in line with our policy and the Ombudsman Complaint
Handling Code. North Star’s overall performance when considered against the Complaints
Handling Code and our own internal expectations and values is good.

In line with North Stars’ continuous improvement culture, a number of new methods,
systems and contractors have been introduced which have resulted in improvements in
consistency, communication, and the speed with which repairs can be completed. However,
as clearly set out in the report, we have identified that more needs to be done to ensure we
continue to improve communication and that our repairs service is delivering the best
possible service.

The board has therefore approved a range of priorities including further investment in;
contractor capacity, a clear focus on compensation, enhancement of customer feedback
methods and analysis of data.

Nicki Clark
Board Member Responsible for Complaints
North Star Housing

Governing Body Response to the Annual Complaint
and Service Improvement Report
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The revised Housing Ombudsman Complaint Handling Code came into effect
from 1 April 2024. Landlords must produce an annual complaints performance and
service improvement report for scrutiny and challenge. The report must include:

The annual self-assessment against the Code
A qualitative and quantitative analysis of performance
Summary of complaints refused
Any findings of non-compliance
Service improvements made from learning
Relevant Ombudsman reports

This report is submitted to the Board and published online, alongside the Board's
response.
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Context

Self Assessment against the
Complaints Handling Code
The 2025 self-assessment is attached in Appendix One. North Star is fully
compliant with the Code and there are no areas of non-compliance.

The responsible officer is the Director of Customer Experience and
Transformation.



2021/22 2022/23 2023/24 2024/25

Number of formal complaints
received during the year   

120 186 143 174

Percentage of Stage 1 complaints
responded to within target
(The standard is 10 working days
which can be increased to 20 with
the agreement of the customer)

85.8% 82.3% 95.1% 98.3%

Percentage of complaints upheld 77% 83.3% 90.3% 81%

Number of complaints progressing
to Stage 2

9 15 3 11

Percentage of Stage 2 complaints
responded to withing target - 10
working days

89% 100% 100% 100%
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Complaints Performance

The increase in complaints (21%) was largely due to a rise in issues with the
repairs service, particularly involving Ian Williams and 0800.

Performance against timescales has improved year-on-year, with 98.3% of
Stage 1 responses meeting target. The small number that did not were due to
either complexity or minor delays.
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Complaints Performance
During 2024/25, scrutiny of complaint handling has remained strong, with
continued emphasis on accountability, learning, and timely resolution. The
complaints clinic—attended every six weeks by key Managers and Executive
Directors—continues to provide valuable oversight. The group considers
trends, response times, and learning, while also ensuring a fair distribution of
complaints across teams. Constructive challenge remains a feature of these
sessions, helping to improve consistency and performance.

The complaints module within the Housing Management System continues
to support more effective oversight and alerting. Monitoring tools enable
early intervention and improved adherence to response times, contributing
to 98.3% of Stage 1 complaints being resolved within target.

This year saw a reduction in the proportion of Stage 1 complaints upheld,
from 90.3% to 81%. While this remains higher than the 70–75% average
reported by peer organisations, it represents a step in the right direction.
Initial analysis has been undertaken to explore the reasons behind the
historically high uphold rate, including issues around repairs communication,
timeliness, and recognition of vulnerability. Further work will take place
during 2025/26 to deepen understanding and ensure our response remains
proportionate, empathetic, and fair.



Stage One Complaints by Service
Area 2021/22 2022/23 2023/24 2024/25

Supported Housing 2 2 2 5

Customer Services 14 6 4 2

Development 1 4 4 0

Housing 13 11 6 7

Compliance 9 9 10 12

Asset Management 8 19 12 22

Maintenance 73 135 105 125

TOTAL 120 186 143 173

8

Stage One Complaints
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Stage One Complaints
The majority of complaints received during 2024/25 (73%) continue to relate
to the repairs service. While the overall number of complaints increased by
21% compared to the previous year, the distribution of complaints by service
area remains broadly consistent with previous years.

There was a notable reduction in the proportion of upheld stage one
complaints this year, down to 81% from 90.3% in 2023/24. While this figure
remains higher than the c.70–75% typically reported by our complaints peer
group, it represents a positive shift. Work is ongoing to understand the
reasons for the historically high uphold rate, as we continue to explore any
underlying factors contributing to this.

The table below summarises the key themes identified through Stage One
complaints and the actions taken in response to learning from these.
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Stage One Complaints

Service Area
Themes arising from complaints and

/ or signifcant issues
Learning / improvements

implemented

Planned
maintenance
(22 complaints)
  

Poor communication regarding
planned works, delays in scheduling,
and uncertainty about timescales.  

Improved communication processes
with customers regarding planned

works. Introduced clearer scheduling
updates and proactive engagement

to manage expectations.

Property
Compliance 
(12 complaints)

Issues related to delays in completing
compliance works (e.g., lift repairs,

boiler servicing), communication gaps.

Reviewed contractor management
processes. Strengthened escalation
procedures for overdue compliance
works. Improved internal oversight

and customer updates.

Property
Compliance 
(10 complaints)
  

One complaint regarding
  delays in repairing a lift in an older

person’s service 
  Remaining complaints were

  due to missed appointments, time
taken to complete works and boiler

issues.

We have reviewed and
  changed our protocols to manage
any future breakdown of lifts more

  effectively.  
  No theme with remaining

  complaints but issues are discussed
in contractor meetings. 

Maintenance
(15 complaints)

Delays in completing repairs, repairs
not being completed first time, poor

communication about follow-on
works.

Continued investment in
subcontractor capacity to address

repair backlogs. Further onboarding
of specialist contractors for complex

works. Enhanced van stock
management to reduce delays.

Introduced clearer follow-on and
major works processes to improve

customer communication.

Out of Hours 
(1 complaint)
  

Concern about the handling of an
emergency repair reported via the out-

of-hours service.

Reviewed call handling procedures
with the out-of-hours provider.

Reinforced training on appropriate
triage and escalation of repairs to the
relevant contractors and North Star

staff for emergency repairs.
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Stage One Complaints

Service Area
Themes arising from complaints and

/ or signifcant issues
Learning / improvements

implemented

Customer
services
(2 complaints)

Concerns about initial communication
at first point of contact, including tone

and accuracy of information.

Delivered refresher training for the
Customer Services Team on

communication standards and
managing expectations at first

contact. Implemented
recommendations from a customer

group that reviewed a sample of calls
integrated customer led suggestions
for phone calls, following a customer

review of recordings of calls.

Housing (7
complaints) and
Supported
Housing (5)

Complaints related to communication
issues, decision-making around
allocations, anti-social behaviour

handling, and staff conduct.

No policy breaches identified, but
continued focus on improving

communication and explaining
decisions clearly to customers.

Training delivered where appropriate.
Allocations decisions and ASB
handling reviewed to ensure

consistency and transparency.



12

Stage Two Complaints
In 2024/25, the number of complaints progressing to Stage 2 increased to 11,
up from just 3 in the previous year. Although higher than in 2023/24, this
remains below the 2022/23 total of 15. All Stage 2 complaints were responded
to within the required 20-working-day target.

A review of the escalated cases identified that a number could have been
prevented through more effective handling at Stage One. In response, we
have shared learning with Stage One complaint managers, alongside
strengthened guidance—particularly in relation to recognising vulnerability
and ensuring agreed actions are followed through.

Stage Two Complaints by Service
Area 2021/22 2022/23 2023/24 2024/25

Asset Management 1 1 0 3

Customer Services 1 0 0 0

Housing 2 2 0 0

Maintenance 5 11 2 6

Supported Housing 0 1 0 2

Development 0 0 1 0

TOTAL 9 15 3 11

Key reasons for escalation to Stage Two included:

·Use of inappropriate language in the Stage One response, which did not reflect
the customer’s health condition or personal circumstances.
·Customer concerns about safety in the home were not adequately addressed,
with the Stage One reply lacking recognition of individual vulnerability and its
impact.
·Incomplete responses at Stage One, failing to address all raised issues or
acknowledge distress caused. In some cases, agreed outcomes—such as repair
timescales—were not met.
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Satisfaction with Complaint
Handling
We assess customer satisfaction with complaints handling through two
approaches:

1.  The Tenant Satisfaction Measure (TSM TP09) – a perception survey
conducted annually and reported to the Regulator of Social Housing
(RSH).

2.  A transactional survey completed by customers following the closure of    
their complaint.

Satisfaction Measure 2024-25

Satisfaction with North Star’s approach to handling
complaints – TSM TP09. Perception survey

56.2%
(Top Quartile)

Satisfaction following with complaint handling following a
complaint. Transactional survey.

66.2%

The TSM perception result of 56.2% places us in the national top quartile,
highlighting that our overall approach to complaint handling is viewed
positively by tenants. The transactional survey, which captures direct
feedback from complainants, shows a satisfaction rate of 66.2%. While
encouraging, this indicates there is still room to improve how individual
complaints are managed and resolved.

We recognise that satisfaction with complaints handling is closely linked to
performance in key service areas—particularly repairs, communication, and
timely resolution. To address this, we are driving targeted improvements
based on customer feedback. This includes refining our approach to
compensation, ensuring remedies are fair and appropriate, and
acknowledging the emotional impact of service failures.

Improving customer satisfaction remains a key priority for 2025/26. Insights
from both TSM and Institute of Customer Service (ICS) surveys highlight the
importance of a well-handled complaint: customers who feel their issue was
resolved well report satisfaction levels of up to 80%, while poor complaint
handling can reduce satisfaction to around 30%.
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During 2024/25 there were no complaints that we refused to take. We have a
procedure for recording any refusals in line with section 8 of the Complaints
Policy and the Housing Ombudsman Complaint Handling Code. These would
be recorded as a refused complaint on the housing management system in
the complaints module along with the correspondence with the complainant
explaining the reason.

Refused Complaints

Update on Planned improvements
for 2024/25

Service Improvement Lead Update

Evaluate the effectiveness of
the complaints module to
ensure it is meeting our
requirements re reporting,
monitoring and identification of
themes 

Director of
Customers

The complaints module has
been reviewed and

continues to support
effective oversight and

reporting. Further
improvements will be
explored in 2025/26,

including enhanced action
tracking to ensure learning

from themes and trends
from complaints.

Carry out a review of Customer
Services Team – Using customer
insight to build on excellent
customer satisfaction levels to
improve communication, deal
with issues right first time and
avoid customers having the
inconvenience to contact us
again

Director of
Insight and
Transforma

tion

Review completed with clear
actions identified to improve
first contact resolution and
customer communication.

Additional training delivered
with a continued focus
planned for 2025/26 to

sustain improvements, these
include better repair

diagnostics and dynamic
staff resourcing to align with

call volume.
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Service Improvement Lead Update

Implementation of
HMS Endeavour within
the Property Services
Team. This will
transform the
oversight of the
services delivered
enabling improved
communication and
monitoring

Head of
Property and
Compliance 

HMS Endeavour successfully
implemented. Oversight of repairs and

property services has improved,
including better data visibility. Focus

for 2025/26 will be on maximising
system functionality and user

confidence.

Carry out analysis on
complaints upheld to
understand why we are
an outlier compared to
others

Director of
Customers

Initial analysis completed, highlighting
key themes around repairs

communication, timeliness, and
recognition of vulnerability. Further

detailed work planned for 2025/26 to
deepen understanding and inform

service improvements.

Regularly connect with
customers who have
made complaints to
discuss their
experience and enable
us to learn and
improve 

Director of
Customers

Ongoing conversations with
complainants have been embedded as
standard practice. Learning from these

discussions has directly informed
service changes. A good example of

this has been inviting Commitment to
further strengthen this process

through Heartbeat activities

Develop systems and
approaches to enable
further analysis by
geography and
demography

Director of
Customers

Work commenced to improve data
collection and reporting by geography
and customer characteristics. Further
development will continue in 2025/26
to ensure insights drive service design

and targeted action
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Service Improvements 2025/26
Service Improvement Lead

Our housing management system, will be evaluated to
ensure it supports effective reporting, action monitoring,
and theme identification, in line with the Heartbeat goal
of delivering consistent, high-quality service. 

Director of Customer
Experience &

Transformation

Our Compensation and Remedy Policy will be enhanced
with clearer guidance for staff on assessing distress,
disruption, and vulnerability. This includes refresher
training for all complaint handlers. 

Director of Customer
Experience &

Transformation

Where compensation is recommended by policy, it will
be offered to all complainants. If fault lies with a
contractor, we will seek to recover associated costs. 

All managers

Refresher training sessions for all managers will be
scheduled to ensure confidence in the complaints
process and system. These will cover: 

The role of tone, language, and empathy. 
Emotional impact of service failure. 
Resolving issues at first point of contact. 

Director of Customer
Experience &

Transformation

A detailed analysis of upheld complaints will be
undertaken to understand our performance compared
to peers. Findings will inform improvements to reduce
avoidable complaints and strengthen overall
satisfaction. 

Director of Customer
Experience &

Transformation
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Housing Ombudsman Determinations
and reports
The Housing Ombudsman issues an annual Landlord Performance Report
when a landlord has five or more cases determined by them in a financial year.
North Star have not had any cases with the Housing Ombudsman during
2024-25 therefore we are under the threshold for receiving a performance
report and have no determinations to report. 



Appendix One
Guidance from The Housing Ombudsman Service. 

This self-assessment form should be completed by the complaints officer and
it must be reviewed and approved by the landlord’s governing body at least
annually. 

Once approved, landlords must publish the self-assessment as part of the
annual complaints performance and service improvement report on their
website. The governing body’s response to the report must be published
alongside this.

Landlords are required to complete the self-assessment in full and support all
statements with evidence, with additional commentary as necessary. 

We recognise that there may be a small number of circumstances where
landlords are unable to meet the requirements, for example, if they do not
have a website. In these circumstances, we expect landlords to deliver the
intentions of the Code in an alternative way, for example by publishing
information in a public area so that it is easily accessible.
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Section 1: Definition of a complaint

Section 2: Exclusions

19



Section 3: Accessibility and Awareness

Section 4: Compliant Handling Staff
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Section 5: The Complaint Handling
Process
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Section 5: The Complaint Handling
Process

Section 6: Complaint Stages
Stage 1
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Section 6: Complaint Stages
Stage 2
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Section 7: Putting things right

Section 8:  Self-assessment, reporting
and compliance
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Section 9: Scrutiny & oversight
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North Star Housing
Endeavour House
St Marks Court
Thornaby
Stockton-on-Tees
TS17 6QN

w: customer.services@northstarhg.co.uk
t: 03000 11 00 11
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