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Complaints 2025-26

• The Public Services Ombudsman for Wales’ model policy definition of 
a complaint is:

• An expression of dissatisfaction; 

• Written or spoken or made by any other communication method

• Made by one or more members of the public

• About our action or lack of action, or the standard of service provided

• Something that requires a response

• This definition has been rolled out across the organisation and consequently 
more complaints are being logged.

• Following a change in guidance from PSOW, from 1 April 2026, we will no 
longer be recording any first requests for service as a complaint.  



Type of Complaint
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Financial Matters - rent arrears, former tenant arrears, service charges

Tenancy rights and conditions / abandonments and evictions

Neighbour disputes and ASB

Repairs and maintenance (including dampness / improvements &
alterations eg central heating and double glazing)

Estate management and environment / common areas / hedges & fences
etc

Complaint handling

Applications, allocations, transfer & exchanges



Were the complaints upheld?

• Complaints are upheld when:

1. We have not followed our policies or 
procedures

2. Our policies or procedures have 
been amended because of the 
complaint. 91
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Public Services Ombudsman for Wales

• Four complainants contacted the PSOW during 2025-26

• The Ombudsman decided not to investigate two as they were satisfied with 
how we had dealt with the complaints.

• Two were settled using early resolution and the links below show the 
Ombudsman’s published decision on her website.  

• Repairs and maintenance (inc improvements and alteration eg. central heating 
double glazing):Merthyr Tydfil Housing Association Ltd - Public Services 
Ombudsman for Wales

• Other : Merthyr Tydfil Housing Association Ltd - Public Services Ombudsman for 
Wales



Satisfaction Survey Results

• The survey has been amended to transactional questions so that respondents’ responses 
can be used to improve the process.

• As agreed last year, surveys were only sent out for Stage 2 complaints.  Of the fourteen 
complaints received, only four surveys were returned.  

• All respondents had not had their complaints upheld.  

• All said that they did not find it easy to raise their complaint with us.

• 75% said that we did not summarise the main points of their complaint clearly.

• None though that our communications were personal to them and their complaint.

• None were satisfied with how we communicated with them about their complaint.

• 75% did not think that the outcome of their complaint was explained in a way that they could 
understand.



Satisfaction Survey - comments

• “Yes, speak to the person by phone not all email “

• “Actually acknowledge complaints in a timely and prompt manner. Complete repairs in a timely, professional and 
efficient manner and not use cowboys, don't lie to the ombudsman service, label properties correctly, compensate for 
your negligence and errors.”

• “What’s point you don’t take notice”

• “This has been ongoing for over 18 months. There have been failings. There needs to be massive improvements with 
regards to communication. Calls are hardly answered and you have to leave a voicemail. Repairs shouldn't be a case of 
the maintenance workers just turn up. Appointments need to be made. If they do knock and there's no answer, jobs 
shouldn't be closed, tenants should be made aware of the failed visits and given details on how to rearrange. In my 
complaint, jobs are ignored, not taken seriously. I have had a few surveyor reports, but no actual repairs booked in. I 
feel MTHA lack any form of organisation skills.”

This year we will try and contact those who have said that our process was not easy to find out how we 
improve the process.  



Lessons Learnt

• A weekly meeting is held, chaired by the Director of Operations.  Each 
quarter, we have undertaken a deep dive on more complex complaints to 
understand how we can improve our service.  Some of the lessons learnt 
are included below:

• Staff have been asked to clearly label photos to make it easier for 
investigating officers.  Our drone policy will be expanded to include 
examples of where it can be used.

• Our responses to complainants need to make it clear what the Association 
will and won’t do to reduce confusion.

• In more complex cases, ensure that written communication is sent so that 
there is a clear audit trail.



Lessons Learnt

• All staff were reminded to ensure that repairs by appointment only 
where requested.  The Works Order system has been amended to 
reflect this.  Appointment only is included on works orders for 
contractors too.

• Appointment confirmations will be sent by text.

• Proactively identifying repeat call outs for the same issue and attempt 
to resolve quicker.  

• Tighter contractor management to ensure that repeat calls are 
resolved quicker.


