SHARP ANNUAL COMPLAINTS PERFORMANCE IMPROVEMENT REPORT- 2025

 NO COMPLAINTS

1. Introduction
This report marks our first annual review of complaints for the period from April 2024 to March 2025. 
It offers our residents an overview of the complaints we have received, the issues raised, and the actions we took to address them. While we are committed to providing high-quality services, we recognise that we may not always meet expectations. When this happens, we will take responsibility and make efforts to rectify the situation. The opinions and perceptions of our residents are valuable to us, and we will consistently present feedback to the Board to enhance our services.

2. Management Committee’s Response
The 2025 Board of Trustees has reviewed and approved the Annual Complaints Report for this year. 
The Board regularly receives updates on complaints and ensures that we are taking proactive steps in accordance with the Code. We assign Complaints Officers to investigate issues, making sure we stay aligned with our residents’ needs. 
When complaints are submitted, we adhere to our policies and procedures, and once outcomes are determined, we carefully review the findings and take any necessary actions. We use these insights to drive continuous improvements in our services.

3. Annual Self-Assessment
A copy of our latest self-assessment is attached for information.

4. Complaints Handling Performance
	Period
	Stage 1 complaints
	Stage 2 complaints

	APRIL 2024- MARCH 2025
	0
	0



This year, we are pleased to confirm that we received no formal complaints, so there is nothing to report. However, this should not be interpreted as complacency. We remain committed to ensuring that all residents are aware of how to access our Complaints Policy and Procedure, and additional information on this can be found in Section 10.
5. Types of Complaints Received
Types of complaints SHARP deal with:
SHARP typically handles a variety of complaints from residents, which can vary depending on the specific services and accommodations offered. Common types of complaints that we can deal with include examples of the following:
Cleanliness and Maintenance Issues, Noise Complaints, Staff Behaviour, any Safety and Security Concerns, Issues regarding our Facilities and Amenities, Noise and Social Environment
SHARP takes these complaints seriously and to resolve them quickly to ensure a positive experience for our residents.

6. Complaints Escalated to the Housing Ombudsman Service
During this period APRIL 2024 – MARCH 2025, we had no complaints cases escalated or referred to the Housing Ombudsman Service.

7. Compliance with the Code
SHARP has complied with the complaint handling code and had has no or required any intervention from the Ombudsman.

8. Learning & Service Improvements
Although we did not receive any formal complaints, we do not take this for granted.
We regularly speak to our residents and offer support via support and counselling sessions provided by our in-house staff, to also ensure that our Complaints Policy and Procedure is easily accessible for all our residents.

9. The Housing Ombudsman Service
We incorporate the Housing Ombudsman Service’s contact details in all our communications regarding services, to actively encourage tenants to use the service or reach out to the Ombudsman for assistance. Residents are made aware that it is not necessary to have an ongoing formal complaint to seek advice or support from the Ombudsman. We also provide information to residents of how they can contact the Housing Ombudsman, which is via the following:

Web: www.housing-ombudsman.org.uk
Email: info@housingombudsman.org.uk
Post:	Housing Ombudsman Service
PO Box 1484
Unit D
Preston
PR2 0ET

Tel: 0300 111 3000
10. Access to our Complaints Policy and Procedure
SHARP will always try to ensure that complaints are resolved at the first point of contact, via our HR/ Complaints department. If they remain dissatisfied, a formal complaint can be made.
Residents can access our Complaints Policy and Procedure and self-assessment against the Code in the following ways:
(a) The Complaints Officer is:
Name:			Edith Whittington
Telephone number:	0121-558-9329
Address:		The Gables, 109 St Paul’s Road 					Smethwick B66 1EY
(b) The Appeals Officer is:
Name:			Swarnjit Vagree
Telephone number:	0121-558-9329
Address:		The Gables, 109 St Paul’s Road 					Smethwick B66 1EY
Email address: 	swarnjit@sharpuk.org
Assistance can be obtained by visiting our office or by calling us at 0121-558-9329. Upon receiving a formal complaint, our Complaints Procedure will be followed. A copy of our Complaints Policy and Procedure is provided to all new residents upon arrival. Additionally, we include this information in all service-related correspondence to ensure residents are aware of how to file a complaint.
Also the publication of this report and our Board of Trustee’s response will display to our residents that we value their perceptions of the services we provide.
