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Complaints service improvement plan 25/26:

Self- Self-assessment wording Improvements to be made Date for

assessment improvement

section

1.6 An expression of dissatisfaction with Survey results to be accessible June 2026
services made through a survey is not to MRC

defined as a complaint, though wherever
possible, the person completing the
survey should be made aware of how they
can pursue a complaint if they wish to.
Where landlords ask for wider feedback
about their services, they also must
provide details of how residents can

complain
3.2&4.3 Residents must be able to raise their Complaint training will be July 2026
complaints in any way and with any provided to all staff and
member of staff. All staff must be aware recorded as part of their
of the complaints process and be able to induction & annual update

pass details of the complaint to the
appropriate person within the landlord

3.6 Landlords must give residents the Amendment to policy by Nov'26 Nov 26
opportunity to have a representative deal in line with annual policy review
with their complaint on their behalf, and
to be represented or accompanied at any
meeting with the landlord.

9.7 As a minimum, the MRC and the Complaints review template to July 2026
governing body (or equivalent) must be used Bi Monthly for GM to
receive: report to MRC
a. regular updates on the volume,

categories and outcomes of complaints,
alongside complaint handling
performance;

b. regular reviews of issues and
trends arising from complaint handling;
C. regular updates on the outcomes
of the Ombudsman’s investigations and
progress made in complying with orders
related to severe maladministration
findings; and

d. annual complaints performance
and service improvement report.

Yours sincerely

Jayne Evanson
General Manager

Jayne.evanson@ymcareading.org

YMCA enables people to develop their full potential in mind, body and spirit. Inspired by, and faithful to,
our Christian values, we create supportive, inclusive and energising communities, where young people
can truly belong, contribute and thrive.
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