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Complaints Performance

1.1 A key objective of M&G Affordable Living RP Ltd (MAL) is to provide high standards of property
management services to customers. This report summarises the complaints handled by MAL and its
managing agents between 1 April 2025 and 31 March 2026.

1.2 At the start of the reporting year, on 1 April 2025, MAL’s stock comprised 1,692 homes. By 31 March
2026, the stock had increased to 1,880 homes, including 92 general needs homes. This growth
provides important context for the year-on-year complaint performance comparison and for the
interpretation of complaints per 1,000 homes.

1.3 Summary of performance over the year:

A MAL received 88 Stage 1 complaints in 2025/26, compared with 77 in 2024/25.
MAL received 34 Stage 2 complaints in 2025/26, compared with 22 in 2024/25.

C  Stage 1 complaints equated to 46.8 complaints per 1,000 homes and Stage 2 complaints equated to 18.1 complaints
per 1,000 homes in the complaints dataset. This should be read in the context of total stock increasing to 1,880
homes by 31 March 2026.

D 93.2% of Stage 1 complaints and 97.1% of Stage 2 complaints were responded to within Housing Ombudsman
Complaint Handling Code timescales.

E  One complaint was referred to the Housing Ombudsman during the year. The case concerned complaint handling by
Hyde Housing and resulted in a maladministration finding. A compensation payment of £600 was awarded to the
complainant.

F The main recurring complaint themes were repairs, service charges, neighbourhood management, estates
management, building safety, leasehold services, resales, staircasing and improvement requests.

Not responded within Proportion responded

Complaints summary Total Per 1,000 homes Code timescales in time

Stage 1 complaints 88 46.8 6 (3.2 per 1,000) 93.2%

Stage 2 complaints 34 18.1 1 (0.5 per 1,000) 97.1%

Housing Ombudsman 1 0.6 N/A N/A

cases

Year-on-year performance comparison 2024/25 2025/26 Movement
Stage 1 complaints received 77 88 +11

Stage 2 complaints received 22 34 +12

Stage 1 complaints per 1,000 homes 45.5 46.8 +1.3

Stage 2 complaints per 1,000 homes 13.0 18.1 +5.1
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Year-on-year performance comparison 2024/25 2025/26 Movement
Stage 1 complaints responded to within Code timescales 94.8% 93.2% -1.6pp
Stage 2 complaints responded to within Code timescales 100.0% 97.1% -2.9pp
Housing Ombudsman cases 1 1 0

C laints b St 1 St 1i St 2 St 2i
omplaints by age age 1in age age 2in Key themes

managing agent complaints time complaints time

Hyde Housing 57 91.2% 25 96.0% Repairs; service charge costs;
neighbourhood management; estates
services; building safety; income

management

CHP 16 100.0% 6 100.0% Repairs; leasehold services; estates
management

Savills 10 90.0% 3 100.0% Resales; staircasing; improvement
requests

PPHA 5 100.0% 0 N/A Service charge costs; no Stage 2

complaints reported

Total 88 93.2% 34 97.1%

Housing
Ombudsman case

Received Resolved Outcome Complaint summary Compensation

Hyde Housing 1 1 Maladministration Complaint handling. £600
Maladministration in respect of the
landlord's handling of a resident
complaint.

Progress against 2024/25 Improvement Actions

1.4 Over the last 12 months, MAL continued to work with managing agents to increase opportunities for
customers to raise complaints, including raising them directly with MAL through our website. We have
regularly reviewed our managing agents complaints improvement plans to ensure they are
specifically tailored to shared ownership customers. The managing agents have produced reports
that have been consolidated to this portfolio-level report.

1.5 CHP and PPHA have demonstrated that improvement actions from 2024/25 have been implemented
and embedded within operational management processes. PPHA has particularly strengthened
customer engagement, complaints learning and compliance oversight, while CHP has established a
robust KPl and assurance framework and maintained strong complaint-handling performance.

1.6 Savills has implemented a structured operational performance framework across complaints, resales
and staircasing activity. During the period Savills maintained low complaint volumes, completed a
number of resale and staircasing transactions, introduced enhanced transaction tracking, improved
customer engagement through the customer portal and Stairpay promotion, and maintained
compliance across key health and safety obligations.

1.7 In their last year as a managing agent, Hyde largely delivered the qualitative elements of its 2024/25
complaints improvement plan, embedding complaint learning, undertaking case reviews, applying
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lessons from Ombudsman decisions, strengthening customer communications and maintaining
structured performance reporting. Complaints were increasingly used to drive service improvements
across repairs, service charges, estate services, ASB and customer engagement. During 2025/26,
Hyde further enhanced its complaints management arrangements through improved governance
and performance oversight, including live complaint dashboards, trend analysis and regular review
by senior management and the Member Responsible for Complaints. Learning was embedded
through formal case review processes, dedicated monitoring of complaint commitments and
strengthened staff training, alongside improvements in recording vulnerabilities and reasonable
adjustments, managing third-party complaints and introducing customer-focused performance
measures to support better service delivery and complaint resolution outcomes.

1.8 Following Hyde’s departure as managing agent on 31 March 2026, Pinnacle assumed responsibility
and presented a detailed mobilisation plan to support the transition and continuation of service
improvements.

Commentary and service improvement focus

1.9 The 2025/26 complaints data shows that complaint volumes increased year on year. Stage 1
complaints increased from 77 to 88, while Stage 2 complaints increased from 22 to 34. The increase
in Stage 2 complaints indicates that a greater number of customers escalated their complaints
during the year. This reinforces the need to strengthen first-stage resolution, customer
communication and follow-up action where complaints identify service failure.

1.10 Response performance remained high overall, although it reduced slightly when compared with
2024/25. Stage 1 performance reduced from 94.8% to 93.2%, while Stage 2 performance reduced
from 100.0% to 97.1%. MAL will continue to work with managing partners to ensure complaints are
acknowledged, investigated and responded to within the timescales set by the Housing Ombudsman
Complaint Handling Code.

1.11  Complaint volumes continued to vary across managing partners. Hyde Housing accounted for the
largest number of complaints, with 57 Stage 1 complaints and 25 Stage 2 complaints. This should be
considered in the context that Hyde manages the largest proportion of MAL’s housing stock among
the four managing partners. CHP received 16 Stage 1 complaints and 6 Stage 2 complaints; Savills
received 10 Stage 1 complaints and 3 Stage 2 complaints; and PPHA received 5 Stage 1 complaints
and no Stage 2 complaints.

1.12  The main complaint themes in 2025/26 were repairs, service charge costs, neighbourhood
management, estates management, building safety, leasehold services, resales, staircasing and
improvement requests. These themes will inform MAL’s service improvement activity and its
ongoing review of managing-agent performance.

1.13  The Housing Ombudsman case concerned complaint handling by Hyde Housing and resulted in a
maladministration finding. The learning from this case reinforces the importance of consistent
complaint investigation, clear communication with customers, timely responses and effective
oversight of managing partners.

Improvement actions for 2026/27

1.14  Since April 2026, MAL has made a significant change to the management arrangements for its
affordable housing portfolio. From 1 April 2026, Pinnacle Group has been appointed as principal
housing manager, acting on behalf of MAL. This change is intended to strengthen oversight of day-
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to-day housing management services, improve consistency of complaint handling and provide
clearer accountability for customers.

1.15

A

For 2026/27, MAL will focus on the following improvement actions:

Continue regular review of complaint performance and improvement plans, with Pinnacle supporting more
consistent reporting, monitoring and follow-up across the portfolio.

Strengthen first-stage complaint resolution to reduce avoidable escalations to Stage 2, including through clearer
ownership of complaints, improved customer communication and earlier intervention where service issues arise.

Implement electronic “E-Case” complaints management system to improve complaint visibility, audit trails and
learning, supported by clear ownership, timely updates and agreed escalation routes.

Use complaints data to identify recurring themes, trends and service areas requiring targeted intervention, with
Pinnacle supporting more systematic analysis of complaints, service failures and customer feedback.

Improve customer awareness of how to raise complaints and how MAL holds its housing management partners to
account, supported by clearer customer communication and a more visible management structure.

Ensure complaint learning is captured, reported and translated into practical service improvements, including
through regular review meetings, improved performance reporting and targeted action plans where complaints
identify recurring service issues.
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Appendix A: Self-assessment form

This self-assessment form should be completed by the complaints officer and it must be reviewed and approved by the landlord’s governing
body at least annually.

Once approved, landlords must publish the self-assessment as part of the annual complaints performance and service improvement report
on their website. The governing body’s response to the report must be published alongside this.

Landlords are required to complete the self-assessment in full and support all statements with evidence, with additional commentary as
necessary.

We recognise that there may be a small number of circumstances where landlords are unable to meet the requirements, for example, if they
do not have a website. In these circumstances, we expect landlords to deliver the intentions of the Code in an alternative way, for example
by publishing information in a public area so that it is easily accessible.



Section 1: Definition of a complaint

Co.dg Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
A complaint must be defined as:
‘an expression of dissatisfaction, When a resident expresses
however made, about the dissatisfaction, we provide
standard of service, actions or See attached complaints policies | them with the choice to
1.2 lack of action by the landlord, its Yes for M&G Affordable Living RP make a complaint. This is
own staff, or those acting on its Ltd and our managing agents. reflected within our
behalf, affecting a resident or complaints policy and those
group of residents.’ of our managing partners.
A resident does not have to use the
word ‘complaint’ for it to be treated as Our customer facing staff
such. Whenever a resident expresses and those of our managing
dissatisfaction landlords must give them See attached complaints policies | partners are aware that
1.3 the choice to make complaint. A Yes for M&G Affordable Living RP customers expressing any
complaint that is submitted via a third Ltd and our managing agents. dissatisfaction must be
party or representative must be handled given the choice to make a
in line with the landlord’s complaints complaint.
policy.
Landlords must recognise the
difference between a service request
and a complaint. This must be set out in Our complaints policy
their complaints policy. A service See attached complaints policies guides our customer facing
14 request is a request from a resident to Yes for M&G Affordable Living RP staff to recognise the

the landlord requiring action to be taken
to put something right. Service requests
are not complaints, but must be
recorded, monitored and reviewed
regularly.

Ltd and our managing agents.

difference between a
service request and a
complaint.




A complaint must be raised when the
resident expresses dissatisfaction with
the response to their service request,
even if the handling of the service

See attached complaints policies

If a customer is dissatisfied
with how we have handled a
service request, our

1.5 request remains ongoing. Landlords Yes for M&G Affordable Living RP customer facing staff will
must not stop their efforts to address Ltd and our managing agents. show customers how to
the service request if the resident raise a complaint to address
complains. their dissatisfaction.
An expression of dissatisfaction with
services made through a survey is not All customer facing staff and
defined as a complaint, though those of our managing
wherever possible, the person partners are made aware
completing the survey should be made See attached complaints policies | that customers expressing
1.6 aware of how they can pursue a Yes for M&G Affordable Living RP dissatisfaction within 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.

Ltd and our managing agents.

survey must be guided how
to make a complaint. This is
also reflected within our
complaints policy.




Section 2: Exclusions

e The issue giving rise to the complaint
occurred over twelve months ago.

e Legal proceedings have started. This
is defined as details of the claim,
such as the Claim Form and

and our managing agents.

COd? . Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Our complaints policy and
those of our managing
partners have clear
guidance to customer facing
. teams to outline the
Landlords mgst accgpt a complaint limitations and exceptions of
gglelfslsatr:\;;erdlz 3;’;22 ;ec?tstznar(]:gteg?[ go See attached complaints policies | the complaints procedure.
2.1 cdmplaint thev must be able to evidence Yes for M&G Affordable Living RP Ltd | Teams are able to use the
. °y . and our managing agents. policy to guide the specific
their reasoning. Each complaint must be circumstances within which
considered on its own merits a complaint will not be
accepted, along with
ensuring complaints are
considered on their
individual merits.
A complaints policy must set out the
circumstances in which a matter will not
be considered as a complaint or
escalated, and these circumstances Our complaints policy clearly
must be fair and reasonable to sets out the required
residents. Acceptable exclusions See attached complaints policies | circumstances in which a
2.2 include: Yes for M&G Affordable Living RP Ltd | complaint will not be

considered which reflects
the guidance provided in the
Regulators code.
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Particulars of Claim, having been
filed at court.

e Matters that have previously been
considered under the complaints

policy.

Landlords must accept complaints
referred to them within 12 months of the
issue occurring or the resident
becoming aware of the issue, unless

See attached complaints policies

Our complaints policy and
those of our managing
partners, clearly guide our

2.3 they are excluded on other grounds. Yes for M&G Affordable Living RP Ltd | customer facing staff that
Landlords must consider whether to and our managing agents. complaints presented with
apply discretion to accept complaints 12 months of the matter
made outside this time limit where there arising will be considered.
are good reasons to do so.

If a landlord decides not to accept a

complaint, an explanation must be In the event a complaint is
provided to the resident setting out the not accepted, an explanation
reasons why the matter is not suitable . .. will be provided to the

for the complaints process and the right See attached complaints policies | . setting out the

2.4 to take that decision to the Ombudsman. | Y€S for M&G Affordable Living RP Ltd | = why the matter is
If the Ombudsman does not agree that and our managing agents. not suitable to be considered
the exclusion has been fairly applied, within the complaints
the Ombudsman may tell the landlord to procedure.
take on the complaint.

M&G Affordable Living RP
Ltd (M&G Affordable Living)
will ensure that all
Landlords must not. take a blar_wket See attached complaints policies complaints will be handled
2.5 approach fo excluding complaints; they | for M&G Affordable Living RP Ltd | 2iry, being consistent in our

must consider the individual
circumstances of each complaint.

and our managing agents.

approach, considering the

facts of each case on their
own merit and appreciating
the circumstances of each

complaint.
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Section 3: Accessibility and Awareness

Code

Comply:

provision Code requirement Yes / No Evidence Commentary / explanation
Landlords must make it easy for M&G Affordable Living will
residents to Complain by providing accept Comp|aints by phone,
different channels through which they email, or in writing. All our
can make a complaint. Landlords must See attached complaints policies | Managing Partners also
3.1 consider their duties under the Equality | yes for M&G Affordable Living RP Ltd | make access via websites.
Act 2010 and anticipate the needs and and our managing agents. We have created a new
reasonable adjustments of residents website that sets out our
who may need to access the complaints policy and how residents
process. can make a complaint.
All M&G Affordable Living
Residents must be able to raise their customer facing staff, and
Complaints in any way and with any 3 ttached laint lici our appointed managing
3.9 member of Staff All staff must be aware Yes foereMa&ngf?ornggrg E_In.: pIgILCILetZ agentS, are trained and
- of the complaints process and be able to : ving equipped to receive and
pass details of the complaint to the and our managing agents. record complaints in
appropriate person within the landlord. accordance with the
complaints policy.
High volumes of complaints must not be We monitor all complaints on
seen as a negative, as they can be . o a quarterly basis as part of
indicative of a well-publicised and See attached compla_ln.ts policies | our KPIl and managing
3.3 accessible complaints process. Low Yes for M&G Affordable Living RP Ltd | partner oversight reporting.
complaint volumes are potentially a sign and our managing agents. A summary c_>f our findings is
that residents are unable to complain. regutllar.ly :je\élewedsnd g
scrutinised by our Board.
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Landlords must make their complaint
policy available in a clear and
accessible format for all residents. This
will detail the two stage process, what

See attached complaints policies

M&G Affordable Living
complaints policy , and
those of our managing
partners will be made
available to customers in
large print, braille, audio or
other non-written formats
and in a variety of languages
upon request. All policies
detail a two-stage
complaints process, the

3.4 . Yes for M&G Affordable Living RP Ltd : .
will happen at each stage, and the and our managing agents process which will be
timeframes for responding. The policy ' followed at each stage and
must also be published on the landlord’s timescales for response at
website. each stage. In addition to
our Managing Partners
various communication
platforms, M&G Affordable
Living have introduced an
new website which allows
customers to access our
policies.
The Housing Ombudsman,
The policy must explain how the : . address and contact details
landlord will pUbliCise details of the See attached Compla_ln.ts pOlICIGS is included in our Comp|aints
3.5 complaints policy, including information | YeS for M&G Affordable Living RP Ltd policy and those of our
about the Ombudsman and this Code. and our managing agents. managing partners.
M&G Affordable Living, and
Landlords must give residents the our Managing Partners, will
opportunity to have a representative See attached complaints policies | 20C°P! @ complaint from a
3.6 deal with their complaint on their behalf, | yeg for M&G Affordable Living RP Ltd representative acting on

and to be represented or accompanied
at any meeting with the landlord.

and our managing agents.

behalf of the customer with
their permission. Our
complaints policy provides
clear guidance that
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complaints will be accepted
from those acting on behalf
of the customer with their
permission.

3.7

Landlords must provide residents with
information on their right to access the
Ombudsman service and how the
individual can engage with the
Ombudsman about their complaint.

Yes

See attached complaints policies
for M&G Affordable Living RP Ltd
and our managing partners.

In the event we contact a
customer to advise a
complaint is not suitable for
the complaints procedure or
requires an extension, they
will be provided with the
Housing Ombudsman
contact details. Details of
how to raise a complaint
with the Housing
Ombudsman is also detailed
within our complaints policy
and those of our managing
partners.




14

Section 4: Complaint Handling Staff

importance of complaint handling. It is
important that complaints are seen as a
core service and must be resourced to
handle complaints effectively

and our managing agents.

g&c\j/?sion Code requirement $§Sm/p[|\lyc-) Evidence Commentary / explanation
Landlords must have a person or team gg{uzlif;o;?:f; fearzlpr)]lgc]);;?jﬁéy
assigned to take responsibility for our managing partners, are
complaint handling, including liaison responsible for ’
with the Ombudsman and ensuring acknowledging complaints
complaints are reported to the See attached complaints policies confirming timescales for ’
4.1 governing body (or equivalent). This Yes for M&G Affordable Living RP Ltd res onseg manaaing our
Code will refer to that person or team and our managing agents. corﬁplaints’ registgr 9
as the ‘complaints officer’. This role responding to the (;ustomer
may be in addition to other duties. and reporting to M&G
Affordable Living’s board.
Colleagues managing a
The complaints officer must have complaint has access to
access to staff at all levels to facilitate staff at all levels, including
4.2 €y must aiso have the authority and | yq for M&G Affordable Living RP Ltd | P > .
autonomy to act to resolve disputes and our managing agents resolution of complaints.
promptly and fairly. ' This team are responsible
for ensuring a prompt and
fair response to disputes
Landlords are expected to prioritise M&G Affordable Living
complaint handling and a culture of customer facing staff and
learning from complaints. All relevant . | the staff of our managing
staff must be suitably trained in the See attached complaints policies | partners are all trained in
4.3 Yes for M&G Affordable Living RP Ltd | managing complaints.

Complaints received and
being manage by managing
partners are reviewed and
discussed at least quarterly.




15

The handling of complaints
is a core KPI for all
managing partners.

Section 5: The Complaint Handling Process

is handled by a third party (e.g. a

complaints policies for

Codg , Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
M&G Affordable Living and all of our
managing partners have a single
Landlords must have a single policy in See attached policy for managing complaints and all
place for dealing with complaints complaints policies for | MaNaging partners must handle
5.1 covered by this Code. Residents must | yeg M&G Affordable Living complaints in line with the code. A
not be treated differently if they RP Ltd and our complaint will only be managed by
complain. managing agents. M&G Affordable Living or one of its
managing partners, residents will not
be put through an additional
complaints process at either stage.
The early and local resolution of issues
between landlords and residents is key See attached
to effective complaint handling. It is not complaints policies for | M&G Affordable Living and our
5.2 appropriate to have extra named Yes M&G Affordable Living | managing partners have a two stage
stages (such as ‘stage 0’ or ‘informal RP Ltd and our complaints policy.
complaint’) as this causes unnecessary managing agents.
confusion.
A process with more than two stages is See attached
not acceptable under any complaints policies for | M&G Affordable Living and our
5.3 circumstances as this will make the Yes M&G Affordable Living | managing partners have a two stage
complaint process unduly long and RP Ltd and our complaints policy.
delay access to the Ombudsman. managing agents.
54 Where a landlord’s complaint response Yes See attached M&G Affordable Living and all of our

managing partners have a single
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contractor or independent adjudicator)
at any stage, it must form part of the
two stage complaints process set out in
this Code. Residents must not be
expected to go through two complaints
processes.

M&G Affordable Living
RP Ltd and our
managing agents.

policy for managing complaints and all
managing partners must handle
complaints in line with the code. A
complaint will only be managed by
M&G Affordable Living or one of its
managing partners, residents will not
be put through an additional
complaints process at either stage.

Landlords are responsible for ensuring

See attached
complaints policies for

M&G Affordable Living and all of our
managing partners have a single
policy for managing complaints and all
managing partners must handle
complaints in line with the code. A

55 that any third parties handle complaints | veg M&G Affordable Living : :
in line with the Code. RP Ltd and our complaint will only pe managed py
. M&G Affordable Living or one of its
managing agents. . ) .
managing partners, residents will not
be put through an additional
complaints process at either stage.
When a complaint is logged at Stage 1
or escalated to Stage 2, landlords must
set out their understanding of the o
complaint and the outcomes the M&G Affordable Living and our
56 resident is seeking. The Code will refer | yes See attgched 2025/26 managing partners will .prow.de. a
to this as “the complaint definition”. If Complaints Summary | definition of the complaint within the
any aspect of the complaint is unclear, complaint response.
the resident must be asked for
clarification.
o M&G Affordable Living and our
When a complaint is acknowledged at managing partners aim to be fair and
elther stage, landlords must .be clear consistent in our approach to
57 which aspects of the complaint they Yes See attached 2025/26 | complaints and will ensure a clear

are, and are not, responsible for and
clarify any areas where this is not
clear.

Complaints Summary

response is provided where an aspect
of a complaint is outside of the
responsibility of M&G Affordable
Living.
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At each stage of the complaints
process, complaint handlers must:

a. deal with complaints on their
merits, act independently, and
have an open mind,;

b. give the resident a fair

See attached

M&G Affordable Living complaints

chanceto  setout their complaints policies for | policy and those of our managing
5.8 position; Yes M&G Affordable Living | agents ensure customer facing staff
c. take measures to address RP Ltd and our are trained appropriately to handle
any actual or perceived managing agents. complaints in line with the Code.
conflict of  interest; and
d. consider all relevant
information and evidence
carefully.
M&G Affordable Living complaints
See attached policy and those of our managing
Where a response to a complaint will complaints policies for | partners seek to ensure complaints
fall outside the timescales set out in this M&G Affordable Living | are dealt with within the timescales set
5.9 Code, the landlord must agree with the | ves RP Ltd and our out by the code. Where this is not the
resident suitable intervals for keeping managing agents and | case, M&G Affordablke and its
them informed about their complaint. the 2025/26 managing partners will keep residents
Complaints Summary. | informed of expected relevant
timescales.
Landlords must make reasonable
adjustments for residents where See attached
appropriate under the Equality Act complaints policies for iy .,
2010. Landlords must keep a record of M&GpAﬁordeb Living M&G Affordable Living and it's
510 any reasonable adjustments agreed, as | ves RP Ltd and our managing partners will record that any
well as a record of any disabilities a managing agents and | N°c®SSaly customer adjustments are
resident has disclosed. Any agreed the 2025/26 made.
reasonable adjustments must be kept Complaints Summary.
under active review.
5 11 Landlords must not refuse to escalate a Yes See attached M&G Affordable Living’s complaints

complaint through all stages of the

complaints policies for

policy and those of our managing
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complaints procedure unless it has
valid reasons to do so. Landlords must
clearly set out these reasons, and they
must comply with the provisions set out
in section 2 of this Code.

M&G Affordable Living
RP Ltd.

partners set out a clear two-stage
process to complaints resolution.

In the event a complaint requires
escalation we will appoint an
investigating officer with no prior
involvement in the complaint to review
the decisions made at Stage 1. If itis
deemed inappropriate to escalate to
stage 2 we will provide the resident
with the Housing Ombudsman contact
details.

A full record must be kept of the
complaint, and the outcomes at each
stage. This must include the original
complaint and the date received, all
correspondence with the resident,

See attached 2025/26

M&G Affordable Living and its
managing partners record all
complaints with the relevant details. A

512 correspondence with other parties, and Yes Complaints Summary | detailed review of all complaints is
any relevant supporting documentation carried out quarterly with managing
such as reports or surveys. partners and reported to the Board.
Landlords must have processes in M&G Affordable Living’s customer
place to ensure a complaint can be See attached facing staff and those of our managing
remedied at any stage of its complaints complaints policies for | partners are trained to receive and

5.13 process. Landlords must ensure Yes M&G Affordable Living | record complaints, empowering
appropriate remedies can be provided RP Ltd and our resolution at any stage of the
at any stage of the complaints process managing agents. complaints process without the need
without the need for escalation. for escalation.

Landlords must have policies and A”r?/l&G ﬁffordable Ialvmgg r?snaglngt

rocedures in place for managing partners nave procedures in the even

P . 4 of unacceptable behaviour is received
unacceptable behaviour from residents : . .

5.14 Yes from residents or their representative.

and/or their representatives. Landlords
must be able to evidence reasons for
putting any restrictions in place and

M&G Affordable Living will create a
policy in the event this occurs directly
to M&G Affordable Living staff.
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must keep restrictions under regular
review.

5.15

Any restrictions placed on contact due
to unacceptable behaviour must be
proportionate and demonstrate regard
for the provisions of the Equality Act
2010.

Yes

All M&G Affordable Living’s managing
partners have procedures in the event
of unacceptable behaviour is received
from residents or their representative.
M&G Affordable Living will create a
policy in the event this occurs directly
to M&G Affordable Living staff.
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Section 6: Complaints Stages

Stage 1
Codg . Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Landlords must have processes in
place to consider which complaints can
be responded to as early as possible, M&G Affordable Living and its
and which require further investigation. See attached managing partners will deal with
Landlords must consider factors such complaints policies | complaints in as timely manner as
6.1 as the complexity of the complaintand | yes for M&G Affordable | possible. Performance is reviewed
whether the resident is vulnerable or at Living RP Ltd and our | quarterly with managing partners to
risk. Most stage 1 complaints can be managing agents. ensure prompt responses are being
resolved promptly, and an explanation, made.
apology or resolution provided to the
resident.
c aint tbe acknowledaed See attached
omplaints must be acknowiedaged, complaints policies . .
defined and logged at stage 1 of the for M&G Affordable | M&G Affordable Living’s policy and
6.2 complaints procedure within five Yes Living RP Ltd and our | 10S€ Of its managing partners wil
Working days of the Complaint being managing agents and eniure 1|:h2t ag Cthplaslnts akre d
received. 2025/26 Complaints acknowledged within 5 working days.
Summary.
M&G Affordable Living and its
See attached managing partners seek to respond to
Landlords must issue a full response to complaints policies stage 1 complaints within 10 day as
stage 1 complaints within 10 working for M&G Affordable defined in the complaints policies.
6.3 days of the complaint being No Living RP Ltd and our .
acknowledged. managing agents and | There have been 6 instances (82 out of
2025/26 Complaints | 88 stage 1 complaints) where
Summary. managing partners have been unable
to meet this timescale.
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Hyde Housing Group (Hyde) reported 5
instances (out of 57 stage 1
complaints) where the timescale was
not met. In all cases, Hyde agreed an
extension of time with the complainant.

Savills reported 1 instances (out of 10
stage 1 complaints) where the
timescale was not met. In this cases,
Savills agreed an extension of time with
the complainant.

All other managing partners have
acknowledged and responded to
complaints within the target timescales.

6.4

Landlords must decide whether an
extension to this timescale is needed
when considering the complexity of the
complaint and then inform the resident
of the expected timescale for response.
Any extension must be no more than
10 working days without good reason,
and the reason(s) must be clearly
explained to the resident.

Yes

See attached
complaints policies
for M&G Affordable
Living RP Ltd and our
managing agents and
2025/26 Complaints
Summary.

M&G Affordable Living and its
managing partners seek to respond to
stage 1 complaints within 10 day as
defined in the complaints policies.

There have been 6 instances (82 out of
88 stage 1 complaints) where
managing partners have been unable
to meet this timescale.

Hyde Housing Group (Hyde) reported 5
instances (out of 57 stage 1
complaints) where the timescale was
not met. In all cases, Hyde agreed an
extension of time with the complainant.

Savills reported 1 instances (out of 10
stage 1 complaints) where the
timescale was not met. In this cases,
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Savills agreed an extension of time with
the complainant.

All other managing partners have
acknowledged and responded to
complaints within the target timescales.

When an organisation informs a
resident about an extension to these

See attached
complaints policies
for M&G Affordable

If M&G Affordable Living or its
managing partners seek to extend a
complaint response, the resident will be

6.5 timescales, they must be provided with | Y&S Living RP Ltd and our | provided with the Ombudsman contact
the contact details of the Ombudsman. managing agents and | details. This is reflected within our
2025/26 Complaints | complaints policy and those of our
Summary. managing partners.
M&G Affordable Living staff and those
of our managing partners are trained to
A complaint response must be provided See attached respond to complaints at the earliest
to the resident when the answer to the complaints policies | opportunity on completion of the
complaint is known, not when the for M&G Affordable | investigation and ensure any
6.6 outstanding actions required to address v Living RP Ltd and our | outstanding actions are agreed and
: the issue are completed. Outstanding es managing agents and | followed up with the resident.
actions must still be tracked and 2025/26 Complaints | Complaint response timescales are
actioned promptly with appropriate Summary. regularly reviewed to ensure responses
updates provided to the resident. are issued to customers at the earliest
opportunity within the complaints
process.
See attached All elements of a complaint handled by
Landlords must address all points complaints policies M&G A_ffordable Livin_g or any of its
raised in the complaint definition and for M&G Affordable managing partners will be responded
6.7 provide clear reasons for any decisions, | Yes Living RP Ltd and our | with clear reasoning provided for the

referencing the relevant policy, law and
good practice where appropriate.

managing agents and
2025/26 Complaints
Summary.

decisions. M&G Affordable Living
reviews complaints handled by third
parties on a quarterly basis to ensure
appropriate practices are in place.
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Where residents raise additional
complaints during the investigation,
these must be incorporated into the See attached
stage 1 response if they are related ?omlvﬁ’ga(';“fﬁpoc'j'cﬁs During a complaint, if additional issues
and the stage 1 response has not been L(?r. RP Lc:jr ade are raised, this will not delay the
6.8 issued. Where the stage 1 response Yes ving RP Lt art1 oudr response times targeted. In the event
has been issued, the new issues are r2n0a2n53/gg1%agerl1 S 8N | the additional issues are not linked to
unrelated to the issues already being omplaints | 4 initial complaint, a new complaint
investigated or it would unreasonably Summary. will be issued.
delay the response, the new issues
must be logged as a new complaint.
Landlords must confirm the following in
writing to the resident at the completion
of stage 1 in clear, plain language:
a. the complaint stage;
b. the complaint definition; foerir?ltatian?[zepdolicies
c. the decision on the complaint; for M&G Affordable
d. the reasons for any decisions Living RP Ltd and our M&G Affordable Living and its
6.9 made; Yes managing agents and managing partners template letters will
e. the details of any remedy offered 2025/26 Complaints comply with these requirements.
to put things right; Summary
f. details of any outstanding actions; '
and
g. details of how to escalate the matter
to stage 2 if the individual is not
satisfied with the response.
Stage 2
Codg . Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
If all or part of the complaint is not See attached
X : . , complaints All M&G Affordable Living and managing
6.10 resolved to the resident’s satisfaction at | Yes o . . :
. policies for M&G | partner policies reflect this requirement.
stage 1, it must be progressed to stage Affordable Living
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2 of the landlord’s procedure. Stage 2
is the landlord’s final response.

RP Ltd and our
managing agents
and 2025/26
Complaints
Summary.

Requests for stage 2 must be
acknowledged, defined and logged at

See attached
complaints
policies for M&G
Affordable Living
RP Ltd and our

All M&G Affordable Living and managing

6.11 stage 2 of the complaints procedure Yes . e ; :
e : managing agents | partner policies reflect this requirement.
within f|_ve working days of thg and 2025/26
escalation request being received. .
Complaints
Summary.
See attached
Residents must not be required to co:_nplalr]:ts M&G
explain their reasons for requesting a policies tor Vi . - .
stage 2 consideration. Landlords are Affordable Living | Neither M&G Affordable Living or its
6.12 expgected to make rea.sonable offorts to | Yes RP Ltd and our managing partners will refuse to escalate a
' understand why a resident remains managing agents | complaint where requested.
unha as part of its stage 2 and 2025/26
ppy asp 9 Complaints
response. 3
ummary.
(S;ri alt;?ncized At stage 2 M&G Affordable Living, or
policri)es for M&G managing partner, will appoint an
The person considering the complaint Affordable Living !nvestlgatlng.ofﬁcer with no previous
at stage 2 must not be the same RP Ltd and our mvolvemen_t in the complalnt to cor13|der
6.13 Yes where any issues remain outstanding for

person that considered the complaint at
stage 1.

managing agents
and 2025/26
Complaints
Summary.

the complainant and to review the decisions
made at stage 1. This process is mirrored
in the policies of our managing partners.
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Landlords must issue a final response

See attached
complaints
policies for M&G
Affordable Living
RP Ltd and our

M&G Affordable Living and all of its
managing partners seek to respond to
stage 2 complaints within 20 day as defined
in the complaints policies.

There have been 34 complaints that have
progressed to stage 2 in 2025/26, all of

6.14 to the stage 2 within 20 working days | Yes . . s
of the complaint being acknowledged managing agents wh|ch have been respo.nded to within
' and 2025/26 Housing Ombudsman timescales.
Complaints
Summary. 31 were responded to without the use of an
extension of time and 2 with the use of an
extension of time.
Landlords must decide whether an See attgched
extension to this timescale is needed complaints
L . policies for M&G | M&G Affordable Living and its partners will
when considering the complexity of the o .
) . ) Affordable Living | ensure that extensions are less than 20
complaint and then inform the resident . .
) RP Ltd and our working days and that this is clearly
6.15 of the expected timescale for response. | Yes , . ;
. managing agents | explained to residents and that the contact
Any extension must be no more than : :
. : and 2025/26 details of the housing ombudsman are
20 working days without good reason, . .
Complaints provided.
and the reason(s) must be clearly Summa
explained to the resident. Y.
See attached
complaints
policies for M&G | M&G Affordable Living and its partners will
When an organisation informs a Affordable Living | ensure that extensions are less than 20
6.16 resident about an extension to these Yes RP Ltd and our working days and that this is clearly
' timescales, they must be provided with managing agents | explained to residents and that the contact
the contact details of the Ombudsman. and 2025/26 details of the housing ombudsman are
Complaints provided.
Summary.
6.17 A complaint response must be provided Yes See attached M&G Affordable Living and its partners will

to the resident when the answer to the

complaints

provide answers to complaints when they




26

complaint is known, not when the
outstanding actions required to address
the issue are completed. Outstanding
actions must still be tracked and
actioned promptly with appropriate
updates provided to the resident.

policies for M&G
Affordable Living
RP Ltd and our
managing agents
and 2025/26
Complaints
Summary.

are known and any actions required will be
tracked and followed up accordingly.

Landlords must address all points
raised in the complaint definition and
provide clear reasons for any

See attached
complaints
policies for M&G
Affordable Living
RP Ltd and our

All elements of a complaint handled by
MM&G Affordable Living or any of its
managing partners will be responded with
clear reasoning provided for the decisions.

6.18 decisions, referencing the relevant Yes managing agents | M&G Affordable Living reviews complaints
policy, law and good practice where and 2025/26 handled by third parties on a quarterly basis
appropriate. Complaints to ensure appropriate practices are in

Summary. place.
Landlords must confirm the following in
writing to the resident at the completion
of stage 2 in clear, plain language:
a. the complaint stage;
b. the complaint definition; See attached
c. the decision on the complaint; complaints
d. the reasons for any decisions policies for M&G
made; Affordable Livin o : ,
e. the details of any remedy offered RP Ltd and ourg M&G Affordable Living and_ its managing
6.19 Yes partners template letters will comply with

to put things right;
f. details of any outstanding
actions; and
g. details of how to escalate the
matter to the
Ombudsman Service if
the individual remains
dissatisfied.

managing agents
and 2025/26
Complaints
Summary.

these requirements.
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Stage 2 is the landlord’s final response
and must involve all suitable staff

See attached
complaints
policies for M&G
Affordable Living
RP Ltd and our

All stage 2 complaints will be signed off by
an appropriately senior member of staff at

6.20 . Yes , either M&G Affordable Living or one of its
members needed to issue such a managing agents manading partners
response. and 2025/26 ging p '
Complaints
Summary.
Section 7: Putting things right
COd? , Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
. Putting things right: Our focus with
Where something has gone wrong a customer complaints is to understand if
landlord must acknowledge this and set something has gone wrong, be open and
%ﬁ;@i?ﬂgﬂz |E[:aztatlrr]ier‘;adsyrtialr<]?n, or honest about responsibility, consider the
These can incll’Jde'p gs rgnt. outcome we can deliver to restore the
AN complainant’s position.
e Apologising;
* Acknovgl:\?eglngn\gr\lirrsnth.lngs See attached Where this cannot be done, M&G
« Providin angex Ianatic?r; complaints policies | Affordable Living or its partners may use
agsistancrza or reas’onS' for M&G the Compensation Policy to offer redress;
71 ’ Yes Affordable Living offering redress will also include offering

Taking action if there has been
delay;

Reconsidering or changing a
decision;

Amending a record or adding a
correction or addendum;

Providing a financial remedy;

Changing policies, procedures or
practices.

RP Ltd and our
managing agents.

an apology and rebuilding of the landlord
tenant relationship.

Learning from outcomes: We are
committed to making sure we let
customers know we have been listening to
their feedback and we will let individuals
know what changes have been made to
services or procedures as a result of their
complaint. We will share learning from all
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complaints with our wider customer base
and through tenant panels. Where we
have been unable to make suggested
changes, we will give an explanation why.

Any remedy offered must reflect the

See attached
complaints policies
for M&G
Affordable Living
RP Ltd and our

All managing partners of M&G Affordable
Llving have compensation policies and the

7.2 impact on the resident as a result of Yes manading agents application of these policies is monitored
any fault identified. and 2825%26? and reviewed on a quarterly basis.
Complaints
Summary.
See attached
complaints policies
The remedy offer must clearly set out onf;ol\f(?a%Ie Livin
what will happen and by when, in RP Ltd and ourg M&G Affordable Living and its partners will
7.3 agreement with the resident where Yes managing agents clearly set out its proposed remedy in the
appropriate. Any remedy proposed and 2825%26? complaint responses.
must be followed through to completion. Complaints
Summary.
See attached
complaints policies
for M&G
Landlords must take account of the Affordable Living All complaint policies have taken reqard to
guidance issued by the Ombudsman RP Ltd and our b b . nreg
7.4 Yes the best practice and guidance issued by

when deciding on appropriate
remedies.

managing agents
and 2025/26
Complaints
Summary.

the Housing Ombudsman code.
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Section 8: Putting things right

Code
provision

Code requirement

Comply:
Yes / No

Evidence

Commentary / explanation

8.1

Landlords must produce an annual
complaints performance and service
improvement report for scrutiny and
challenge, which must include:

a.

the annual self-assessment
against this Code to ensure their
complaint handling policy
remains in line with its
requirements.

. a qualitative and quantitative

analysis of the landlord’s
complaint handling performance.
This must also include a
summary of the types of
complaints the landlord has
refused to accept;

any findings of non-compliance
with this Code by the
Ombudsman;

. the service improvements made

as a result of the learning from
complaints;

any annual report about the
landlord’s performance from the
Ombudsman; and

any other relevant reports or
publications produced by the
Ombudsman in relation to the
work of the landlord.

Yes

Quarterly performance reporting.

The Annual Performance and
Service Improvement report.

Board response to Housing
Ombudsman self-assessment
report.

Our Managing Partners
Complaints performance is
monitored quarterly through
our KPI reports.
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The annual complaints performance and
service improvement report must be
reported to the landlord’s governing
body (or equivalent) and published on

Our Managing Partners
complaints performance is
monitored through our KPI
reports and presented to our
board on a quarterly basis.

8.2 the on the section of its website relating Yes -
: i , Our board also scrutinise
to complaints. The governing body’s
our annual self-assessment
response to the report must be . :
. . \ report and publish their
published alongside this. .
response on our website.
Landloras must als_o carry OL.Jt. a self- This will be carried out as
assessment following a significant :
8.3 , n/a appropriate.
restructure, merger and/or change in
procedures.
Landlords may be asked to review and o .
. This will be carried out as
8.4 update the self-assessment following an | n/a ApDrooriate
Ombudsman investigation. pprop '
If a landlord is unable to comply with the
Code due to exceptional circumstances,
such as a cyber incident, they must
inform the Ombudsman, provide This will be carried out as
8.5 information to residents who may be n/a

affected, and publish this on their
website Landlords must provide a
timescale for returning to compliance
with the Code.

appropriate.
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Section 9: Scrutiny & oversight: continuous learning and improvement

COd? , Code requirement Comply: Evidence Commentary / explanation
provision Yes / No
Quarterly reporting.
Landlords must look beyond the 2025/26 Complaints M&G Affordable Living reviews the
circumstances of the individual Summary and need for service improvements
9.1 complaint and consider whether service | Yes Performance and through its quarterly reporting and its
improvements can be made as a result Service Improvement | annual performance and service
of any learning from the complaint. Report 2025/26 improvement report.
Quarterly reporting.
A positive complaint handling culture is
integral to the effectiveness with which 2025/26 Complaints M&G Affordable Living reviews the
landlords resolve disputes. Landlords Summary and need for service improvements
9.2 must use complaints as a source of Yes Performance and through its quarterly reporting and its
intelligence to identify issues and Service Improvement | annual performance and service
introduce positive changes in service Report 2025/26 improvement report.
delivery.
Quarterly reporting.
Accountability and transparency are
also integral to a positive complaint 2025/26 Complaints M&G Affordable Living reviews the
handling culture. Landlords must report Summary and need for service improvements
9.3 back on wider learning and Yes Performance and through its quarterly reporting and its
improvements from complaints to Service Improvement | annual performance and service
stakeholders, such as residents’ Report 2025/26 improvement report.
panels, staff and relevant committees.
Landlords must appoint a suitably Quarterly reporting. M&G Affordable Living have appointed
94 senior lead person as accountable for Yes a senior member of staff as the
' their complaint handling. This person 2025/26 Complaints complaints officer. This staff member
must assess any themes or trends to Summary and reviews all complaints quarterly and
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identify potential systemic issues,
serious risks, or policies and
procedures that require revision.

Performance and
Service Improvement
Report 2025/26

assesses performance and the need
for service improvements.

In addition to this a member of the
governing body (or equivalent) must be
appointed to have lead responsibility for
complaints to support a positive

Quarterly reporting.

2025/26 Complaints
Summary and

M&G Affordable Living have appointed
a board member as the complaints
Lead. This board member reviews all

9.5 complaint handling culture. This person Yes Performance and complaints quarterly and assesses
is referred to as the Member Service Improvement | performance and the need for service
Responsible for Complaints (‘the Report 2025/26 improvements.
MRC’).
The MRC will be responsible for Quarterly reporting.
ensuring the governing body receives M&G Affordable Living have appointed
regular information on complaints that 2025/26 Complaints a board member as the complaints
96 provides insight on the landlord’s Yes Summary and lead. This board member reviews all
' complaint handling performance. This Performance and complaints quarterly and assesses
person must have access to suitable Service Improvement | performance and the need for service
information and staff to perform this Report 2025/26 improvements.
role and report on their findings.
As a minimum, the MRC and the
governing body (or equivalent) must
receive:
a. regular updates on the volume, Quarterly reporting.
categories and outcomes of M&G Affordable Living have appointed
complaints, alongside complaint 2025/26 Complaints a board member as the complaints
97 handling performance; Yes Summary and lead. This board member reviews all

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

Performance and
Service Improvement
Report 2025/26

complaints quarterly and assesses
performance and the need for service
improvements.
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d.

related to severe
maladministration findings; and
annual complaints performance

and service improvement report.

9.8

Landlords must have a standard
objective in relation to complaint
handling for all relevant employees or
third parties that reflects the need to:

a.

have a collaborative and co-
operative approach towards
resolving complaints, working
with colleagues across teams
and departments;

take collective responsibility for
any shortfalls identified through
complaints, rather than blaming
others; and

act within the professional
standards for engaging with
complaints as set by any
relevant professional body.

Yes

See attached
complaints policies for
M&G Affordable Living
RP Ltd and our
managing agents and
2025/26 Complaints
Summary.

All relevant staff and those of our

managing partners are required to
follow the code and adhere to the

relevant complaints policies.




