April 2026 Broadacres 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

	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	1.2
	[bookmark: _Hlk108509032]A complaint must be defined as:
‘an expression of dissatisfaction, however made, about the standard of service, actions or lack of action by the landlord, its own staff, or those acting on its behalf, affecting a resident or group of residents.’ 

	Yes
	Complaints Policy section 2.0 and customer leaflet – How to make a complaint

Complaints - Broadacres




	This policy is reviewed every three years (last review April 2024) or with every change in the Complaints Handling Code to make sure that it’s compliant.
 

	1.3
	A resident does not have to use the word ‘complaint’ for it to be treated as such. Whenever a resident expresses dissatisfaction landlords must give them the choice to make complaint. A complaint that is submitted via a third party or representative must be handled in line with the landlord’s complaints policy.
	Yes
	Complaints policy section 2.0 and section 4.0

Complaints - Broadacres
	The Complaints Policy provides guidance in relation to this. There is additional support from the Complaints Team in terms of giving advice and support to help identify whether a ‘query’ raised could in fact be a complaint. BHA has a ‘third party’ process to facilitate submitting a complaint included in the policy.

	1.4
	Landlords must recognise the difference between a service request and a complaint. This must be set out in their complaints policy. A service request is a request from a resident to the landlord requiring action to be taken to put something right. Service requests are not complaints, but must be recorded, monitored and reviewed regularly.
	Yes
	Within our Complaints Policy section 2 and customer leaflet – How to Make a Complaint we explain the difference. 


Complaints - Broadacres
	Any contact made by a customer is logged on our main Customer Relations Management System (CRM) all service requests are recorded, passed through as work tray actions to teams / individual officers, who monitor this service request through to completion.

	1.5
	A complaint must be raised when the resident expresses dissatisfaction with the response to their service request, even if the handling of the service request remains ongoing. Landlords must not stop their efforts to address the service request if the resident complains. 

	Yes
	Within our Complaints Policy we explain that a customer can make a complaint in response to their service request. Section 2.

Complaints - Broadacres

	

	1.6
	An expression of dissatisfaction with services made through a survey is not 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. 

	Yes
	We provide details of how to make a complaint when we are asking customers for wider feedback on our services. 

Example below of recent consultation with customers on Property Services includes details on how to make a complaint.




	During our transactional email or SMS surveys we always follow up a low score of 3 or below with a phone call from a colleague to give us the opportunity to “put it right” or if not, they will raise a complaint if the customer expresses dissatisfaction and wishes to.






Section 2: Exclusions

	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	2.1
	Landlords must accept a complaint unless there is a valid reason not to do so. If landlords decide not to accept a complaint they must be able to evidence their reasoning. Each complaint must be considered on its own merits
	
	Complaints Policy section 3.0

Complaints - Broadacres

	If we are unable to accept a complaint, we will let the customer know in writing stating the reason and how to contact the Housing Ombudsman.

	2.2
	A complaints policy must set out the circumstances in which a matter will not be considered as a complaint or escalated, and these circumstances must be fair and reasonable to residents. Acceptable exclusions include:
· The issue giving rise to the complaint occurred over twelve months ago. 
· Legal proceedings have started. This is defined as details of the claim, such as the Claim Form and Particulars of Claim, having been filed at court.
· Matters that have previously been considered under the complaints policy. 
	Yes
	Complaints Policy section 3.0

Complaints - Broadacres
	Within our Complaints Policy we clearly set out the circumstances, including those stated in 2.2 in which a matter will not be considered as a complaint. We also state that every circumstance will be considered on its own merits.


	2.3
	Landlords must accept complaints referred to them within 12 months of the issue occurring or the resident becoming aware of the issue, unless they are excluded on other grounds. Landlords must consider whether to apply discretion to accept complaints made outside this time limit where there are good reasons to do so. 
	Yes
	Complaints Policy section 3.0

Complaints - Broadacres
	Within our Complaints Policy we clearly set out that every circumstance will be considered on its own merits.


	2.4
	If a landlord decides not to accept a complaint, an explanation must be provided to the resident setting out the reasons why the matter is not suitable for the complaints process and the right to take that decision to the Ombudsman. If the Ombudsman does not agree that the exclusion has been fairly applied, the Ombudsman may tell the landlord to take on the complaint. 
	Yes 
	Complaints Policy section 3.0

Complaints - Broadacres
	Within our complaints policy, we set this out. If we are unable to accept a complaint, a written response is provided to the customer with the Ombudsman details included in the response.

In 2025/26 we excluded no complaints.

	2.5
	Landlords must not take a blanket approach to excluding complaints; they must consider the individual circumstances of each complaint.
	Yes
	Complaints Policy section 3.0

Complaints - Broadacres
	In 2025/26 we excluded no complaints







Section 3: Accessibility and Awareness

	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	3.1
	Landlords must make it easy for residents to complain by providing different channels through which they can make a complaint. Landlords must consider their duties under the Equality Act 2010 and anticipate the needs and reasonable adjustments of residents who may need to access the complaints process. 
	Yes
	Our Complaints Policy section 4.0 plus customer leaflet illustrate the various channels open to the customers to make a complaint. This does include in person, telephone, in writing, through social media/website and by email.
Within the policy is a section on how we support residents who require reasonable adjustments.

Complaints - Broadacres

On the 4th March 2026 we held a focus group for some members of the Customer Scrutiny Panel (CSP) to carry out the annual self-assessment alongside the Head of Customer Engagement and Insight as part of the session customers assessed how easy it was for residents to complain. They felt there was many easy and accessible channels available. 

The Vulnerabilities and Protected Characteristics Policy was developed with customers and colleagues and approved by Committee in Jan 2025. The policy is available for customers on our website

Complaints - Broadacres


	Our complaints policy is available to download from our website as an accessible document and can be translated in their language of choice. We can print and send the policy to any customer who does not have online access. If a customer approaches any Broadacres colleague face to face with an expression of dissatisfaction or complaint, they will know who to pass the complaint to. We now track what channel the complaint came in through.

	3.2
	Residents must be able to raise their complaints in any way and with any member of staff. All staff must be aware of the complaints process and be able to pass details of the complaint to the appropriate person within the landlord.
	Yes 
	Colleagues are made aware of the complaints process and who to pass the complaint to through internal communications and team meetings.
	From April 2026 Complaint Awareness will be given to new front line colleagues and we continue to raise awareness through internal communications with existing colleagues.

	3.3
	High volumes of complaints must not be seen as a negative, as they can be indicative of a well-publicised and accessible complaints process.  Low complaint volumes are potentially a sign that residents are unable to complain.
	Yes
	Complaint volumes have remained consistent with last year, however, there has been an increase in Stage 2 escalations in 2025/26.

Broadacres_Annual_Complaints-and-Performance-Improvement-Report-202526.pdf
	

	3.4
	Landlords must make their complaint policy available in a clear and accessible format for all residents. This will detail the two stage process, what will happen at each stage, and the timeframes for responding. The policy must also be published on the landlord’s website.
	Yes 
	Our Complaints Policy is available online or in print on request. We also have a customer complaints leaflet to explain the policy in simpler terms, and this is available in a plain text version. All definitions, the stages and all timeframes are included.

Complaints - Broadacres


	We have a dedicated section which sits on the Home page for complaints and feedback. This includes compliments, complaints and suggestions. We regularly share a link to this page through our social media posts and through our customer magazine.

	3.5
	The policy must explain how the landlord will publicise details of the complaints policy, including information about the Ombudsman and this Code.
	Yes 
	This is set out in the policy, section 6.0

Complaints - Broadacres

	There are links to the Ombudsman website and the Complaint Handling Code on our website, we include information in our customer magazine and across social media.

	3.6
	Landlords must give residents the opportunity to have a representative deal with their complaint on their behalf, and to be represented or accompanied at any meeting with the landlord. 
	Yes 
	This is set out in the Policy, section 4.0

Complaints - Broadacres
	The policy includes a section on reasonable adjustments that explains how any resident, with their permission, can nominate a representative to deal with their complaint on their behalf.

	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 
	Our Complaints Policy clearly lays this out; section 6.0 As does the Customer Complaints Leaflet. We also provide Housing Ombudsman details in the stage 1 and 2 response letters and the customers right to access the Ombudsman service throughout the complaint.

Complaints - Broadacres 

	Details of how to access the Housing Ombudsman is also available on our website.





Section 4: Complaint Handling Staff

	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	4.1
	Landlords must have a person or team assigned to take responsibility for complaint handling, including liaison with the Ombudsman and ensuring complaints are reported to the governing body (or equivalent). This Code will refer to that person or team as the ‘complaints officer’. This role may be in addition to other duties. 

	Yes 
	Using Customer and Colleague feedback in the summer of 2025 we established a centralised complaints team improving consistency, strengthening organisational compliance, and ensuring complaints are resolved with clear fixes and improved customer outcomes. 

The Customer Insight and Engagement Manager is responsible for liaison with the Housing Ombudsman.
The Head of Customer Engagement and Insight oversees complaints and ensures complaints are reported quarterly to the governing body.

Broadacres_Annual_Complaints-and-Performance-Improvement-Report-202526.pdf
	

	4.2
	The complaints officer must have access to staff at all levels to facilitate the prompt resolution of complaints. They must also have the authority and autonomy to act to resolve disputes promptly and fairly.

	Yes 
	The Complaints Team has access to colleagues at all levels. They have the autonomy to resolve complaints quickly, offering customer focused remedies, including goodwill gestures and compensation.

Customer Complaints Officer Job Description June 2025 (5).docx
	

	4.3
	Landlords are expected to prioritise complaint handling and a culture of learning from complaints. All relevant staff must be suitably trained in the importance of complaint handling. It is important that complaints are seen as a core service and must be resourced to handle complaints effectively
	Yes
	Using Customer and Colleague feedback in the summer of 2025 we established a centralised complaints team improving consistency, strengthening organisational compliance, and ensuring complaints are resolved with clear fixes and improved customer outcomes.  Complaints are seen as a core service in Broadacres, and the Team are suitably trained and experienced to handle complaints effectively.

Customer Complaints Officer Job Description June 2025 (5).docx

	


Section 5: The Complaint Handling Process

	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	5.1
	Landlords must have a single policy in place for dealing with complaints covered by this Code. Residents must not be treated differently if they complain.  
	Yes
	We have one Complaints Policy in place for dealing with complaints covered by this Code. Residents are not treated differently if they complain.

Complaints - Broadacres

	The Customer Engagement and Insight Manager will carry out an internal audit on a selection of complaints each month focusing on those who have requested reasonable adjustments and or have protected characteristics, this is ensure we do not treat any customer unfairly. We also share with the GCEC several case studies to demonstrate fair and equitable outcomes quarterly.

	5.2
	The early and local resolution of issues between landlords and residents is key to effective complaint handling. It is not appropriate to have extra named stages (such as ‘stage 0’ or ‘informal complaint’) as this causes unnecessary confusion.  
	Yes
	We operate a 2-stage process that covers stage 1 and stage 2. This is covered in our Complaints Policy and the Customer Complaints Leaflet.

Complaints - Broadacres

	

	5.3
	A process with more than two stages is not acceptable under any circumstances as this will make the complaint process unduly long and delay access to the Ombudsman.
	Yes
	We operate a 2-stage process that covers stage 1 and stage 2. This is covered in our Complaints Policy and the Customer Complaints Leaflet.

Complaints - Broadacres

	

	5.4
	Where a landlord’s complaint response is handled by a third party (e.g. a 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.

	Yes
	
	Our Complaints Process will not be handled by a third party; customer complaints are always handled by a Broadacres Complaints Team. Even if a complaint relates to a contractor or third party, a Broadacres colleague will handle the complaint.

	5.5
	Landlords are responsible for ensuring that any third parties handle complaints in line with the Code.  
	Yes
	
	Our Complaints Process will not be handled by a third party; customer complaints are always handled by Broadacres Complaints Team. Even if a complaint relates to a contractor or third party, a Broadacres colleague will handle the complaint

	5.6
	When a complaint is logged at Stage 1 or escalated to Stage 2, landlords must set out their understanding of the complaint and the outcomes the resident is seeking. The Code will refer to this as “the complaint definition”. If any aspect of the complaint is unclear, the resident must be asked for clarification. 
	Yes 
	
	The Complaints Officer will acknowledge the complaint at stage 1 and stage 2. As part of that process the Officer will set out their understanding of the complaint with the customer and the outcomes they are seeking, before it goes to the Investigating stage.

	5.7
	When a complaint is acknowledged at either stage, landlords must be clear which aspects of the complaint they are, and are not, responsible for and clarify any areas where this is not clear.  
	Yes 
	
	The Complaints Officer will acknowledge the complaint at stage 1 and stage 2. As part of that process the Officer will set out their understanding of the customer’s complaint, what we are and are not responsible for and the outcomes they are seeking.

	5.8
	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 chance to 	set out their position.  
c. take measures to address any 	actual or perceived conflict of 	interest; and  
d. consider all relevant information 	and evidence carefully.  

	Yes 
	Broadacres values are the foundations for how to effectively manage a complaint. They ensure our colleagues behave with respect, show empathy and are passionate in their role

Broadacres

	No Complaint Officer would investigate a complaint about themselves.
Complaint Officers do not investigate Stage 2.
Only a Head of Service of Director investigate a stage 2.

	5.9
	Where a response to a complaint will fall outside the timescales set out in this Code, the landlord must agree with the resident suitable intervals for keeping them informed about their complaint.
	Yes
	This is outlined in the Policy. Section 6.0

Complaints - Broadacres

	When we issue the interim letter to confirm the new agreed timescales with the customer we will also advise how and when we have agreed to keep them informed.

	5.10
	Landlords must make reasonable adjustments for residents where appropriate under the Equality Act 2010. Landlords must keep a record of any reasonable adjustments agreed, as well as a record of any disabilities a resident has disclosed. Any agreed reasonable adjustments must be kept under active review.  
	Yes 
	This is outlined in the Complaints Policy. Section 5.0 We record any agreed reasonable adjustments as well as any disabilities the resident discloses on our Complaints Case Management system. These are kept under active review. 

Complaints - Broadacres
	We record any agreed reasonable adjustments, as well as any disabilities the resident discloses for the customer during the period of the complaint on our Complaints Case Management system. This allows us to keep the adjustments under review.

	5.11
	Landlords must not refuse to escalate a complaint through all stages of the 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. 
	Yes
	We would not refuse to escalate any complaint from stage 1 to stage 2. We articulate in our policy where we are unable to accept a complaint; however, we will always consider each complaint on its own merits and will be fair and reasonable in our response. 

Complaints - Broadacres

	

	5.12
	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, correspondence with other parties, and any relevant supporting documentation such as reports or surveys.  

	Yes
	
	Our Complaint Case Management System enables us to log the complaint, record reasonable adjustments, keep a full record of the complaint, all correspondence with the customer, attach relevant supporting documentation.

	5.13
	Landlords must have processes in place to ensure a complaint can be remedied at any stage of its complaints process. Landlords must ensure appropriate remedies can be provided at any stage of the complaints process without the need for escalation.  
	Yes
	
	Part of the Complaints Officer role is to support the customer and ensure at any stage of the process a complaint can be remedied. 

	5.14
	Landlords must have policies and procedures in place for managing unacceptable behaviour from residents and/or their representatives. Landlords must be able to evidence reasons for putting any restrictions in place and must keep restrictions under regular review.
	Yes
	We have the following policy in place for managing unacceptable customer behaviour. 

Unacceptable-Customer-Behaviour-Policy-Accessible-1-1-Oct-2025 (3).pdf

	As part of the policy any restrictions and the reasons for them will be recorded on the customer’s account and kept 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
	We have the following policy in place for managing unacceptable customer behaviour.

Unacceptable-Customer-Behaviour-Policy-Accessible-1-1-Oct-2025 (3).pdf

	As above. This is outlined in the unacceptable behaviour policy.





Section 6: Complaints Stages
Stage 1
	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	6.1
	Landlords must have processes in place to consider which complaints can be responded to as early as possible, and which require further investigation. Landlords must consider factors such as the complexity of the complaint and whether the resident is vulnerable or at risk. Most stage 1 complaints can be resolved promptly, and an explanation, apology or resolution provided to the resident. 
	Yes
	
	During the acknowledgement stage the Complaints Officer will call the customer, this contact helps them to triage the complaint. They will establish the complexity of the complaint, the vulnerability of the customer, if any reasonable adjustments are required. If the complaint involves several service areas. If a case is identified as having complexities or requires multiple interventions from services, then a case conference is arranged within 48 hours of the case being noted as complex. Customer vulnerabilities, reasonable adjustments and desired resolutions are considered as part of review.

	6.2
	Complaints must be acknowledged, defined and logged at stage 1 of the complaints procedure within five working days of the complaint being received. 
	Yes
	This is outlined in the Complaints Policy. Section 6.0

Complaints - Broadacres

	Each month we report on whether we have achieved the timescales to Senior Leadership, and the Customer Experience Committee and Customer Scrutiny Panel through their Quarterly Complaints Update.

	6.3
	Landlords must issue a full response to stage 1 complaints within 10 working days of the complaint being acknowledged.  
	Yes
	This is outlined in the Complaints Policy. Section 6.0

Complaints - Broadacres
	As above.

9% of stage 1 complaints responded to within the HO Code.

	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
	This is outlined in the Complaints Policy. Section 6.0

Complaints - Broadacres

	31% of stage 1 complaints were extended in 2025/26. Since moving to the Centralised Team this has significantly reduced. 

	6.5
	When an organisation informs a resident about an extension to these timescales, they must be provided with the contact details of the Ombudsman. 
	Yes
	
	The letter sent to the customer outlining the agreement around the extension and the reasons why, includes the Housing
Ombudsman details.

	6.6
	A complaint response must be provided to the resident when the answer to the 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.   
	Yes
	We follow the Housing Ombudsman Complaint Handling Code timescales, which are outlined in the policy, and we do not extend timescales to when outstanding actions are completed if this falls outside the Handling Code. Section 6.0

Complaints - Broadacres

As part of the CSP review of the annual self-assessment on the 4th of March they reviewed complaint examples and how resolutions were tracked and completed.
	The stage 1 response letter includes a clear update of all the outstanding actions, with completion dates or anticipated completion dates and the Complaints Team track the actions through to completion.

	6.7
	Landlords must address all points raised in the complaint definition and provide clear reasons for any decisions, referencing the relevant policy, law and good practice where appropriate. 
	Yes
	The Complaints Officer will agree with the customer the complaint definition during the acknowledgement of the complaint.
	All points raised are addressed in the stage 1 letter and where a decision is made, we will clearly set this out referencing the relevant policies, law and good practice where appropriate.

	6.8
	Where residents raise additional complaints during the investigation, these must be incorporated into the stage 1 response if they are related and the stage 1 response has not been issued. Where the stage 1 response has been issued, the new issues are unrelated to the issues already being investigated or it would unreasonably delay the response, the new issues must be logged as a new complaint. 
	Yes
	This is outlined in our Complaints Policy. Section 4.0

Complaints - Broadacres
	

	6.9
	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;
c. the decision on the complaint;
d. the reasons for any decisions made; 
e. the details of any remedy offered to put things right; 
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. 
	Yes
	As part of the CSP review of the annual self-assessment on the 4th March 2026 they reviewed several redacted complaint examples from complaint to resolution and were satisfied that the points in 6.9 were confirmed with the customers in the stage 1 letter. 

	All stage 1 complaint letters follow a template. The template follows the points in the code, which includes that letters are written in clear and plain language avoiding jargon. All letters are checked by the Customer Engagement and Insight Manager before being issued. 




Stage 2
	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	6.10
	If all or part of the complaint is not resolved to the resident’s satisfaction at stage 1, it must be progressed to stage 2 of the landlord’s procedure. Stage 2 is the landlord’s final response.
	Yes
	Our Complaints Policy section 6.0 explains this. Our customer leaflet also explains the transition between stages and the right to approach the Ombudsman. 

Complaints - Broadacres
	

	6.11
	Requests for stage 2 must be acknowledged, defined and logged at stage 2 of the complaints procedure within five working days of the escalation request being received.  
	Yes
	The Complaints Officer will contact the customer and acknowledge, define and log the stage 2 within 5 working days of receiving it. This is set out in our Complaints Policy. Section 6.0

Complaints - Broadacres
	

	6.12
	Residents must not be required to explain their reasons for requesting a stage 2 consideration. Landlords are expected to make reasonable efforts to understand why a resident remains unhappy as part of its stage 2 response.
	Yes
	
	During the acknowledgement contact the Complaints Officer will make every effort to understand why the resident remains unhappy.

	6.13
	The person considering the complaint at stage 2 must not be the same person that considered the complaint at stage 1. 
	Yes 
	Our Complaints Policy explains this. All stage 2 complaints are investigated by a Head of Service or Director. Section 6.0

Complaints - Broadacres


	

	6.14
	Landlords must issue a final response to the stage 2 within 20 working days of the complaint being acknowledged.  
	Yes 
	Our Complaints Policy explains this. Section 6.0

Complaints - Broadacres

	96% of stage 2 complaints in 2025/26 were responded to within the HO Code.

	6.15
	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 20 working days without good reason, and the reason(s) must be clearly explained to the resident.  
	Yes
	We always aim to respond within the 20 working days laid out by the Code. If we need more time, we will agree this with the customer and share this in writing and will be no more than a further 20 working days. This is set out in our Complaints Policy. Section 6.0

Complaints - Broadacres

	24% of stage 2 complaints were extended in 2025/26

	6.16
	When an organisation informs a resident about an extension to these timescales, they must be provided with the contact details of the Ombudsman. 
	Yes
	
	The letter sent to the customer outlining the agreement around the extension and the reasons why, includes the Housing
Ombudsman details.

	6.17
	A complaint response must be provided to the resident when the answer to the 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.  
	Yes
	We follow the Housing Ombudsman Complaint Handling Code timescales, which are outlined in the policy, and we do not extend timescales to when outstanding actions are completed if this falls outside the Handling Code

Complaints - Broadacres

The stage 2 response letter includes a clear update of all the outstanding actions, with completion dates or anticipated completion dates and the Complaints Team track the actions through to completion.



	

	6.18
	Landlords must address all points raised in the complaint definition and provide clear reasons for any decisions, referencing the relevant policy, law and good practice where appropriate.
	Yes
	
	All points are addressed in the Stage 2 letter and where a decision is made, we will clearly set this out referencing the relevant policies, law and good practice where appropriate.

	6.19
	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; 
c. the decision on the complaint; 
d. the reasons for any decisions 	made; 
e. the details of any remedy offered 	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. 

	Yes
	

	All stage 2 complaint letters follow a template that follows the points in 6.19. All letters are written in clear and plain language, avoiding any jargon.


	6.20
	Stage 2 is the landlord’s final response and must involve all suitable staff members needed to issue such a response.
	Yes
	
	Stage 2 Investigations are dealt with by Heads of Service or Directors. All suitable staff that are needed to resolve the issue are involved in trying to come to an agreeable resolution for the customer.



Section 7: Putting things right
	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	7.1
	Where something has gone wrong a landlord must acknowledge this and set out the actions it has already taken, or intends to take, to put things right. These can include: 
· Apologising; 
· Acknowledging where things 	have gone wrong; 
· Providing an explanation, 	assistance or reasons; 
· 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. 

	Yes
	This is set out in our Complaints and Compensation Policy

Complaints - Broadacres
	

	7.2
	Any remedy offered must reflect the impact on the resident as a result of any fault identified.  
	Yes
	We refer to how we offer a remedy in both the Complaints and Compensation Policy. By following this policy, we ensure we have offered a remedy that reflects the impact. Both polices follow the Housing Ombudsman guidance.

Complaints - Broadacres
	During Q4 we have worked with members of the CSP and colleagues to review our Compensation Policy in line with the Guidance the HO released in Feb 2026. The Policy has been amended to reflect this guidance and was approved by the GCEC in April 2026.

	7.3
	The remedy offer must clearly set out what will happen and by when, in agreement with the resident where appropriate. Any remedy proposed must be followed through to completion.
	Yes
	This is set out in our Complaints Policy Section 6.0.

Complaints - Broadacres
	

	7.4
	Landlords must take account of the guidance issued by the Ombudsman when deciding on appropriate remedies.  
	Yes
	This is set out in our Compensation Policy 

Complaints - Broadacres
	During Q4 we have worked with members of the CSP and colleagues to review our Compensation Policy in line with the Guidance the HO released in Feb 2026. The Policy has been amended to reflect this guidance and was approved by the GCEC in April 2026






Section 8: Self-assessment, reporting and compliance
	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. 
b. 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; 
c. any findings of non-compliance with this Code by the Ombudsman; 
d. the service improvements made as a result of the learning from complaints; 
e. any annual report about the landlord’s performance from the Ombudsman; and 
f. any other relevant reports or publications produced by the Ombudsman in relation to the work of the landlord.  

	Yes
	We produce an annual complaints report and a self-assessment form annually for scrutiny and challenge that includes everything set out in 8.1 and made them available on our website.

Broadacres_Annual_Complaints-and-Performance-Improvement-Report-202526.pdf
	The Annual Complaints Report is shared and reviewed by members of the CSP and their feedback is used to produce the final report.

	8.2
	The annual complaints performance and service improvement report must be reported to the landlord’s governing body (or equivalent) and published on the on the section of its website relating to complaints. The governing body’s response to the report must be published alongside this.
	Yes
	The annual complaints performance and service improvement report has been reported to the Group Customer Experience Committee in April 2026. It has been published in the section of our website relating to complaints. And the Boards' response to the report is published alongside it.
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	8.3
	Landlords must also carry out a self-assessment following a significant restructure, merger and/or change in procedures.
	Yes
	Noted 
	

	8.4
	Landlords may be asked to review and update the self-assessment following an Ombudsman investigation.
	Yes
	Noted 
	

	8.5
	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 information to residents who may be affected, and publish this on their website Landlords must provide a timescale for returning to compliance with the Code.
	Yes
	Noted 
	






Section 9: Scrutiny & oversight: continuous learning and improvement  
	Code provision
	Code requirement
	Comply: Yes / No
	Evidence
	Commentary / explanation

	9.1
	Landlords must look beyond the circumstances of the individual complaint and consider whether service improvements can be made as a result of any learning from the complaint.  
	Yes 
	We gather all learning from complaints through our lessons learnt tracker. Learning is discussed and shared with all Senior Leaders, and service improvements are recorded and tracked. This ensures we have looked beyond the individual complaint and used the learning to improve the wider services where possible.

Broadacres_Annual_Complaints-and-Performance-Improvement-Report-202526.pdf
	

	9.2
	A positive complaint handling culture is integral to the effectiveness with which landlords resolve disputes. Landlords must use complaints as a source of intelligence to identify issues and introduce positive changes in service delivery.  
	Yes
	Our values encompass having a positive complaint handling culture. We are a learning organisation putting customers at the heart of our decision making. This is set out in our Customer and Corporate strategies.
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	9.3
	Accountability and transparency are also integral to a positive complaint handling culture. Landlords must report back on wider learning and improvements from complaints to stakeholders, such as residents’ panels, staff and relevant committees.  
	Yes
	We publish complaint learnings and improvements made through our customer magazine and annual report.  A quarterly report is provided to our Group Customer Experience Committee and Customer Scrutiny Panel.

Broadacres_Annual_Complaints-and-Performance-Improvement-Report-202526.pdf
	Key Managers, Heads of Service, and Directors meet monthly to review complaints about performance and customer feedback, identify trends, and track the implementation and impact of learning. Executive and Board receive periodic updates and maintain overall oversight. We also provide regular insights to the CSP to inform their scrutiny programme, and we share performance information and learning with customers via digital channels, community action days, our customer magazine, and scheme visits. During 2025/26 The Customer Engagement and Insight Manager has delivered Team coaching and case studies: Practical learning sessions in higher‑volume areas focused on preventing avoidable complaints and sharing the learning.


	9.4
	Landlords must appoint a suitably senior lead person as accountable for their complaint handling. This person must assess any themes or trends to identify potential systemic issues, serious risks, or policies and procedures that require revision.  

	Yes
	
	The Head of Customer Engagement and Insight is the lead person accountable for complaint handling, assessing themes, trends, potential systematic issues, serious risks, or policies and procedures that require revision.

	9.5
	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 complaint handling culture. This person is referred to as the Member Responsible for Complaints (‘the MRC’).
	Yes
	
	Our Group Customer Experience Committee includes board members, independent members, and customers. is delegated to oversee complaints performance.
The Chair of this committee, as a board member takes lead responsibility for overseeing our complaints approach, performance and culture.

	9.6
	The MRC will be responsible for ensuring the governing body receives regular information on complaints that provides insight on the landlord’s complaint handling performance. This person must have access to suitable information and staff to perform this role and report on their findings.
	Yes 
	
	The MRC can request any additional information about complaints at any time and has access to the chief executive, directors and Head of Customer Engagement and Insight so that they can report on their findings.

	9.7
	As a minimum, the MRC and the governing body (or equivalent) must receive: 
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. 
	Yes
	We provide quarterly reporting into the Group Customer Experience Committee, which includes board members who are delegated to focus on this activity. This includes:
· Statistical data on complaints.
· Details on all cases heard by the Ombudsman.
· Ombudsman activity including changes to the Code.
· Complaint learning and findings.
· Audit or risks relating to the complaints service.
An update on initiatives and progress.
	We have a Key Risk Indicator on how many maladministration decisions have been made by the HO on our complaints. This is reported to leaders and the Group Customer Experience Committee quarterly.
The Annual self-assessment and the Annual Performance and service improvement report are shared with the Group Customer Experience Committee and the members of the Customer Scrutiny Panel for scrutiny and challenge before submitting.

	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; 
b. take collective responsibility for any shortfalls identified through complaints, rather than blaming others; and 
c. act within the professional standards for engaging with complaints as set by any relevant professional body. 

	Yes
	We have a standard objective for all relevant colleagues that states:
To act within the professional standards set by the Charter Institute for Housing when managing customer complaints by working collaboratively with colleagues across Broadacres to resolve complaints effectively and take personal responsibility for continuous improvement opportunities.
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Help us to get things right.

If you feel we haven’t done what we should have, or we have let you down in
some way, please talk to us.

Call: 01609 767900
Email: info@broadacres.org.uk

What is a complaint?

The Housing Ombudsman says that a complaint is:

“An expression of dissatisfaction, however made, about the standard of
service, actions or lack of action by Broadacres, our staff, or those acting on
our behalf, affecting you or a group of residents.”

Often your concerns can be resolved quickly at first point of contact and you
will not need to go through the formal process. However, if you wish for your
concerns or dissatisfaction to be recorded as a complaint, then our colleagues

will support you through this process.

You may need us to help you access our complaints process, if you do, just
let us know, and we can provide extra support with this.

A complaint can be where we have:

. not done something that we should have done

. done something that we should not have done

. treated you unfairly, not been polite or acted badly
. given you a service below the expected standard
. given you incorrect information

. not followed our policies and procedures

At any point of your complaint, you can contact the Housing Ombudsman
Service for support or advice.

Sometimes we receive complaints that cannot be considered under the
Complaints Policy, if this is the case we will let you know why in writing within
5 working days of receiving it.

Service Request.

Where you contact us to request a service for the first time, we will let you
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know that this will not be treated as a complaint and your request will be
recorded, monitored and reviewed regularly and dealt with by the relevant
department.

Examples of a service request:

. the first report of a repair
. an initial request for information or an explanation
. a report of anti-social behaviour

However, if you feel dissatisfied with our response to your service request or
provision of this service and wish to raise a complaint we will willingly record
and action this.

How to make a complaint.

We will accept complaints by telephone, letter, e-mail, in person, on the
website and social media, and we will accept complaints made by your
friends, relatives or advocates, who have your permission to act on your
behalf.

What happens next?
Once you've told us about your complaint:
. we will aim to let you know that we’ve got your complaint by the
end of the next working day, but always within the Housing

Ombudsman Code requirements of 5 working days.
. we will give you a full written response within 10 working days

This is called a stage 1 complaint.

If we need more time to put things right, we will only do this in agreement with
you and we will keep you up to date.

Where something has gone wrong, we will provide you with an honest and
open explanation and set out the actions we have already taken or intend to
take to put things right. We'll also let you know how we will learn from any
mistakes.
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If you are still not happy, you can move your complaint to the next level,
This is called a stage 2 complaint.
You'll need to let us know if you'd like to do this.

We’ll acknowledge this by the end of the next working day and respond in
writing within 20 working days.

If you are still not happy?
You can contact the Housing Ombudsman Service (HOS) by:

Telephone: 0300 111 3000

Email: info@housing-ombudsman.org.uk

Web: www.housing-ombudsman.org.uk

Letter: Housing Ombudsman Service, PO Box 152, Liverpool,
L33 7WQ

For more information on how we handle your complaints, including our
Complaints Policy visit: www.broadacres.org.uk

You can contact us using any of the ways below:
Telephone: 01609 767900

Email: info@broadacres.org.uk

Website: www.broadacres.org.uk

Social media: Facebook, Instagram, Twitter and LinkedIn

Letter: Broadacres Housing Association, Mount View, Standard
Way, Northallerton, DL6 2YD

Please contact us if you would like this leaflet in Braille, large print, audio or
another language.
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Broadacres Housing Association
Broadacres House

Mount View

Standard Way
NORTHALLERTON

North Yorkshire

DL6 2YD

TEL: 01609 767900 EMAIL: info@broadacres.org.uk

www.broadacres.org.uk

Broadacres Housing Association Limited is an exempt charity. It is a registered provider of social

housing (registration number LH4014), regulated by the Regulator of Social Housing, and is

a registered society under the Co-operative and Community Benefit Societies Act 2014, society
number 27656R.
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Broadacres

Customer Consultation on Property Standards

Broadacres are seeking the views of customers on some proposed changes to our approach to repairing
and investing into our homes. These changes would impact the service received from Broadacres and it is
important that we understand your views which will be considered before any formal decisions are made.

To say thank you for completing the survey we would like to enter you into a free prize draw with the
chance to win 1 of 3 £25 One4All vouchers.

The survey closes 5pm Thursday 5th March.

The proposed changes relate to:
o the speed and prioritisation of our repair's services
e when fixtures and fittings within homes are replaced — this includes kitchens, bathrooms, windows
and doors, heating systems and roofs
o the level of finish of our empty homes before they are re-let to customers.

Why are Broadacres proposing the changes?
There are a number of factors impacting why we are thinking about changing some of our property
standards. The key ones are:
¢ Awaab's Law which requires Broadacres to strongly prioritise the investigation and removal of
hazards from homes
e Consumer Regulations which require Broadacres to take account of people’s individual
circumstances when prioritising and delivering works
¢ The introduction of a new approach to ‘Decent Homes’ which requires housing associations to take
greater account of the condition of housing components (fixtures and fittings) rather than how long
ago they were installed
¢ The significant and growing demand for affordable housing means that Broadacres aims to re-let
homes more quickly while also having the capacity to deliver new affordable homes.
e Aligning Broadacres standards more closely with other housing associations in the area to support
consistency of service and to allow customers to hold Broadacres to account on our performance

Section 1: Repairs

The Broadacres repairs policy which sets out our service standards and what customers should expect. As
customers you have asked that we ensure the document is clear and well understood by all. Alongside this,
Broadacres are seeking the views of customers in how repairs should be prioritised moving forward.

The repairs standards in the current policy are set out below:
Emergency Repairs - Attend within 24 hours

Urgent Repairs - Complete within 5 working days

Routine Repairs - Complete with 15 working days

New Installations / Planned Repairs - Complete within 30 working days
Major Structural Works - Not previously defined

Repair Recalls - Reattend by end of next working day
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Emergency and Urgent Repairs

Broadacres are not proposing any changes to Emergency and Urgent Repairs timescales. These are
mandated by the Regulator of Social Housing to ensure hazards are investigated and removed from the
home as quickly as possible.

Examples of Emergency Repairs (attended within 24 hours) are:
e Total loss of power or lighting
e Total loss of heating in winter with no alternative heating source
e Total Loss of hot water
e Total loss of water supply
e Burst pipe which cannot be turned off at a stop tap or controlled
e Blocked or leaking foul drains
e Windows or doors which cannot be secured and locked
e Severe damp and mould affecting breathing
e Carbon monoxide alarm sounding or a gas leak
Broadacres would aim to attend and make safe any emergency repair as soon as possible and certainly
within 24 hours.

Examples of Urgent Repairs (complete within 5 working days) are:

e Blocked sink or basin

e Leaking waste pipe

e Leaking roof

¢ Overflowing gutters or downpipes causing damage or creating a risk

e Total loss of heating in the summer
Broadacres would aim to complete any urgent repairs as soon as possible and certainly within 5 working
days.

Whilst no changes are proposed to these timescales, it is important that Broadacres have the resources
and capacity to respond to emergency and urgent repairs to ensure these are resolved as quickly as
possible. This may mean a quicker response time for certain customers whose needs require this. To
resolve all emergency and urgent repairs within the timescale, some changes are needed to routine repair
timescales.

1. Do you agree with the principle of prioritising emergency and urgent repairs by increasing the
timescales for routine repairs?

[ Yes ] No

Routine Repairs
Routine repairs are considered less urgent that those above and are given a lower priority when they are
reported by customers. Broadacres will always strive to complete all repairs as quickly as possible and
understand the importance of completing repairs on the first visit as often as possible.
Examples of some routine repairs are:

¢ Minor plastering works

¢ Repairs to a kitchen fitting (repairing or replacing a damaged kitchen cupboard handle)

e Minor plumping works such as a dripping tap

e Repairing a damaged skirting board or door

e Resealing around a sink or bath
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Broadacres routine repair timescales are quicker than the vast majority of other housing associations.
Broadacres current standard is 15 working days; the majority of other housing associations locally and
nationally have a routine repair timescale of between 20 and 28 working days.

2. Based on the information above, are you comfortable with the routine repair time increasing to 28
working days in order to prioritise and resource emergency and urgent repairs?

Clves [ No

2a) If not, what do you think should be the new routine repairs timescale and why?

Repair Recalls

A repair recall occurs when Broadacres is notified that a repair carried out within the last 28 calendar days
has not been successful. If the issue relates to an emergency or urgent repair, the usual response times for
those categories will still apply.

Currently, routine repair recalls are treated as a priority, with a return visit expected by the end of the next
working day. It is proposed that routine recalls are reclassified so they sit below emergency repairs but
remain important. To reflect the inconvenience they cause, these recalls would be given the same priority
as an urgent repair, with a target response time of five working days.

3. Do you agree with the proposal of changing the routine repair recall timescale to 5 working days?
[ ves []No

3a) If not, what do you think should be the new recall repair timescale and why?

New Installations and Planned Repairs

Occasionally a faulty item cannot be repaired. This could be the installation of a door that cannot be fixed
or the installation of a new ventilation system. In these situations, they fall into the ‘New Installations /
Planned Works’ category. At present the timescales in the current repairs policy is 30 working

days. Replacements of components can be undertaken by external contractors and require time to plan
the works and order in the replacement items. In order to provide customers with a more realistic
expectation of when items will be replaced and ensure customers have adequate time to prepare for the
installation, it is proposed to set a deadline of 60 working days.

4. Do you agree with the proposal of changing the ‘New Installations / Planned Repairs’ timescale from
30 to 60 working days to give customers more clarity around expectations?

[ ves ] No
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4a) If not, what do you think should be the ‘New Installations / Planned Repairs’ timescale and why?

Major or Complex Works
Major or Complex Works are those which require expert specialist consultant support and may require
Planning Permission or Building Regulations consent or technical specialists.

Examples of Major or Complex Repairs are:
e Replacement of internal floors
e Non-urgent structural repairs

These works often require significant coordination of external specialists, the undertaking of surveys, and
the planning of complex works. As such, these repairs will take longer than a routine repair. At present the
Broadacres repairs policy does not have a separate category for these repairs which means that customers
do not have a realistic target completion date. Broadacres are therefore proposing a new category of
repair which covers this. Whilst only a small percentage of repairs will be assigned to this category, it is
considered important to provide customers with a clear timescale for complex issues to be resolved. It is
considered that 90 working days provides customers with an achievable timescale for these works.

5. Do you agree with the proposal to set the new Major or Complex Repair timescale at 90 working
days?

[ ves [ No

5a) If not, what do you think should be the new major or complex repair timescale and why?

5b) Do you have any further comments you wish to make on the current repairs policy or the proposed
changes?

Section 2: When your homes fixtures and fittings are replaced

Most Broadacres customers take great care of their homes, and we appreciate this. To help us continue
providing safe, comfortable and well maintained properties, we are looking at introducing a programme of
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visits to every Broadacres home. These visits would support our 5 year condition surveys, help us spot
issues early and ensure homes continue to deliver good value and performance.

Investing in existing homes to keep them safe, warm and good quality is a top priority. Previously,
Broadacres replaced fixtures and fittings like kitchens and bathrooms based mainly on age. This sometimes
meant removing items that were still in good condition. While this supported compliance with the
government’s current Decent Homes standard—which over 99% of our homes meet—the definition is
changing.

The government’s new approach will focus more on the actual condition of fixture and fittings rather than
their age, and place greater emphasis on homes being hazard free, warm and energy efficient.

To align with this, Broadacres is proposing a condition based approach to replacements. This means
investing first in fixtures and fittings that are beyond repair, while those still in good working order—
regardless of age—would remain in place longer. For example, an older kitchen in good condition could
stay, while a newer but poor condition kitchen would be prioritised for replacement.

6. Do you agree with the proposal to prioritise investment into replacing fixture and fittings based on
their condition rather than age?

[ ves 1 No

6a) Do you wish to make any comments in support of your response above?

Stock Condition Surveys
Broadacres undertake stock condition surveys on all homes at least every five years. This information is
used, alongside customer feedback, to determine the estimated lifespan of fixtures and fittings i.e. how
many more years they have until they need to be replaced. Broadacres have used this information to
create a 30-year planned investment programme. This proposes an investment of around £45,000 per
home (as an average) over the next 30 years. This money would be used to replace kitchens, bathrooms,
windows, doors, heating systems and roofs as well as making sure homes are energy efficient and warm.
Broadacres invest in good quality fixtures and fittings that are designed and built to last. In creating the
investment plan Broadacres have made estimates for how long an average fixture or fitting will last. These
assumptions are:

e A roof will need replacing after 75 years

¢ Windows and external doors every 40 years

¢ Air source heat pumps every 20 years and gas boilers every 15 years

e Kitchens every 25 years

e Bathrooms every 35 years

7. In your experience, do you think the assumptions above are correct about how long housing
components will last before they can no longer be repaired and need replacing?
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|:|Yes |:| No

7a) Please explain your reasons.

Section 3: Empty Homes

When homes become empty Broadacres will carry out an inspection and decide what works are needed
before they are re-let to a new customer. In recent years Broadacres approach has been to bring homes up
to a standard that is close to that of a new build. This has meant a significant number of homes received
new kitchens and bathrooms and full decoration throughout. However, this approach has resulted in
delays for new customers moving into their home. It has also created, in some cases, a two-tier approach
whereby the standard of homes for new customers has exceeded that of existing customers.

For these reasons, since October Broadacres have trialled a new approach to empty homes. The new
approach has resulted in more kitchens and bathrooms being left in place when they are in good condition
and less decoration works have been undertaken (such as painting and replacing skirting boards). As a
result of this change, homes have been made available for re-let more quickly and 60 additional homes are
now occupied by families. Satisfaction with the new homes has remained very high.

Broadacres are proposing to adopt this new standard on a permanent basis. We will continue to take
account of individual customers' needs and where it is required, additional works such as painting a living
room, will be undertaken.

8. Do you agree with the proposal to re-let empty homes more quickly once they meet a good and safe
standard and meet decent homes requirements?

Clyes [ No

Section 4 — Service Standards

Broadacres are committed to providing high standards of service to all our customers.

Currently what you can expect when you report Anti-Social Behaviour, enquire about your rent, report a
repair, enquire about getting involved at Broadacres or make a complaint are all detailed within separate
policies. Broadacres want to make this easier to understand for customers by bringing all of this together
into one place called our "Service Standards".

Broadacres have been working with involved customers to develop these standards to make sure they are
easy to understand and reflect customers priorities and expectations.

An area Broadacres want to improve on, is what happens when a customer gets in touch with our Contact
Centre and your call is transferred to another colleague.
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When a customer contacts the Contact Centre, Broadacres Advisors will be the first point of contact, the
advisor will always aim to log and respond to your enquiry there and then. However, customers may wish
to speak to a specific person. The Neighbourhood Teams and Property Teams are generally out and about
in the communities helping and supporting customers so can’t always be available to take a call.

The involved customers have proposed that calls that are passed on from the Contact Centre to other
colleagues in Broadacres are responded to within 5 working days.

9. Do you agree that responding within 5 working days is a reasonable response time?

(1 ves [ No

9a) Do you wish to make any comments in support of your response above?

Free Prize Draw

To say thank you for completing the above survey we would like to enter you into a free prize draw with
the chance to win 1 of 3 £25 One4All vouchers.

1 1 would like to be included in [ 1 do not want to be included
Thank you for taking the time to complete our survey.
How to make a complaint:

If you are unhappy about any of our services and would like to know more about how to make a complaint,
you can contact us via the following:

Visit our website: http://www.broadacres.org.uk

Email: info@broadacres.org.uk
Telephone: 01609 767900

Or write to us at:

Broadacres Housing Association
Broadacres House

Mount View

Standard Way

Northallerton

North Yorkshire

DL6 2YD



http://www.broadacres.org.uk/




