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Annual Complaints Performance and Service Improvement Report
2025-26
This report covers Abbeyfield Bristol and Keynsham Society’s complaints performance for the financial year 1 April 2025 to 31 March 2026 in line with the Housing Ombudsman’s Complaint Handling Code.
The 2026 self-assessment accompanies this report and is subject to Board scrutiny and approval. It records compliance against all provisions.
We are committed to listening to residents and using their feedback to improve services. A resident does not need to use the word ‘complaint’ to express dissatisfaction. Service requests must be distinguished from complaints, and early resolution must not prevent dissatisfaction from being recorded and handled through the two-stage complaints process.
We are delighted to confirm that there were no formal complaints received during 2025–26. The absence of complaints is not, by itself, evidence of resident satisfaction or an accessible complaints process. 
The self-assessment describes complaints guides and posters in each house, information on the website, opportunities to complain through any member of staff and support from representatives. During this period we have promoted our complaints procedure, making all residents aware of how to make a complains or expressions of dissatisfaction.
With no complaints received, no service improvements can be attributed to learning from complaints received during this year
Proposed actions for 2026–27
We will continue to promote the complaints process by covering it in resident meetings and supporting all staff to continue to recognise dissatisfaction and complaints.  







Statement from Dr Hayley Richards, Chair of Trustees for Abbeyfield Bristol and Keynsham Society

As Chair of Abbeyfield Bristol and Keynsham Society, I am the Trustee with lead responsibility for complaints within the organisation. I am pleased to see that we have had no complaints during the period between 1st April 2025 and 31st March 2026, but we remain committed to a high quality of service, and value ongoing feedback from residents. 
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