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Welcome to our 2024-2025 complaints report. This year we have chosen to report on our care and nursing complaints in addition to the complaints we have received about our housing services. We hope that by aligning our approach across both sides of our organisation, we will increase trust and transparency, benefit from wider learning and further embed our culture of positivity towards complaints. 
Following the publication of our 2023/2024 report, and using the lessons we had learned during that year, we made the following changes during 2024 - 2025:  
[image: BCOP]We undertook a complete review of our Complaints, Comments and  
[image: BCOP]Compliments Policy and shared this with staff 
We started training our staff teams on complaint handling, initially   
        focussing on the housing team.
[image: BCOP]We developed a new ‘easy read’ complaint process for our residents 
(and their families) and put this on our website and noticeboards
[image: BCOP]We added online and downloadable complaint forms to our website
[image: BCOP]We implemented new software which will (one fully configured) better support complaint handling and monitoring[image: BCOP].

Complaints received: BCOP Housing Services
We received 20 complaints about our Housing services across our 10 supported and independent schemes in the 12 months from April 2024 to March 2025. This is an increase on last year’s figure and we are positive about this, taking it to be a indication that our move to following the Housing Ombudsman’s guidance (that any ‘expression of dissatisfaction’ be treated as a complaint) has been successful. 
All 20 complaints were resolved within our complaint handling timescales. 0 complaints were not accepted (excluded).

Types of housing complaints
19 of the complaints related to changes we made to our Tenant Support Officer (TSO) rota. 
One complaint related to a resident not being allowed to use office facilities in the adjoining nursing home. 

In all cases: 
[image: BCOP]The complaints were made directly by the residents
[image: BCOP]The complaints were resolved at stage one of our complaints process
[image: BCOP]No complaints were escalated to either stage two, or the Housing 
          Ombudsman.

Complaints received: BCOP Nursing & Care Services
We received 18 complaints about our nursing and care services across our three nursing homes in the 12 months from April 2024 to March 2025. This is the first year we have reported these figures. 

Types of nursing and care 
complaints
7 complaints related to communication between staff and residents or their families
6 complaints related to the quality of the care provided
3 complaints related to missing items
2 complaints related to catering. 
All complaints were dealt with at stage one; none were escalated to stage two or to an Ombudsman. One complaint led to a safeguarding referral. 	Comment by Executive Assistant: I’m not sure this is 100% accurate, although I have no information to the contrary. I also don’t know if you want to include the safeguarding referral?

Lessons learned
[image: BCOP]We learned that the software we implemented this year required much 
        greater configuration to meet our needs around complaint handling 
        than we had anticipated
[image: BCOP]From our training sessions, we realised that some staff faced 
        challenges around the word ‘complaint’.  Staff liked to solve issues 
        promptly (which we encourage) but were less inclined to formally 
        record those issues as ‘complaints’
[image: BCOP]We now recognise that due to the wording of the Tenant Satisfaction 
        Measures (TSMs) in relation to complaint satisfaction (where there is no  
        option for ‘not applicable’) there may continue to be a disconnect 
        between our formally recorded satisfaction measures around 
        complaints and the way our residents actually feel about our complaint   
        handling
[image: BCOP]We have learned that further work is needed to ensure we are gathering 
        the same level of data around complaints in our nursing and care 
        services as in our housing services, to allow for equitable reporting. 

Changes we will make in the 2025-2026 year as a response to this learning
[image: BCOP]We will configure our new software to ensure it fully supports 
        complaint handling and complaint reporting for both our housing and
        nursing and care services. 
[image: BCOP]We will enhance our training on complaints, ensuring staff are fully 
        aware of and confident with: 
· our culture of positivity around complaints
· our complaint handling procedures
· how to accurately record complaints on our new software system.
[image: BCOP]We will implement a Tenant Scrutiny Panel (TSP), increasing our 
        engagement with and input from our residents. The TSP will scrutinise 
        our complaint policy and the findings will be fed back to the BCOP  
        Board and Senior Management Team. 
[image: BCOP]We will record and report on complaint outcomes to allow further 
        analysis and transparency. 


Response from the Board
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	The Board of BCOP again welcomes this report alongside the self-assessment against the Housing Ombudsman Complaint Handling Code.  

The Board receives regular updates about the volume and nature of complaints we receive about our housing and nursing / care services throughout the year. We take all complaints seriously and make recommendations as appropriate, monitoring any improvements made as a result. We are pleased to note that again there have been no findings of non-compliance or reports from the Housing Ombudsman about BCOP during the year. 

We welcome the inclusion of complaints about our nursing and care services in this year’s report, in line with our recommendation. This demonstrates our commitment to ensuring consistency for all BCOP residents, and our determination to use this report to measure trends and identify areas for improvement across the whole organisation. 

We also welcome the increased number of complaints outlined this year for our housing services, recognising that such low numbers in previous years was potentially the result of both staff and residents not having a clear idea of, or confidence in, our previous complaints policy. The new, comprehensive policy has been approved by the Board and we are pleased to see that many staff have already received training on our new complaint handling approach. 

The Board also notes from the report that communication with residents and their families plays a part in many of the complaints seen throughout the year across all services. We therefore welcome the increased focus on this area, including the Tenant Scrutiny Panel, website improvements and increased use of resident noticeboards.

We note the challenges around the new software and are recommending that configuration work continues at pace to better support the complaint recording process.  We also wish to see the complaint handling training, including on the new system, continuing across the organisation, to ensure the culture and processes are firmly embedded. Whilst recognising the progress made so far, we wish to see further progress in the handling and recording of complaints, allowing for even greater analysis in next year’s report. 

As a Board, we strive to ensure we are working to and demonstrating our values at all times. This report supports us in this work and we are determined and confident that all learning will inevitably lead to further improvements for our residents. 

Deborah Sizer
Chair of Trustees
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