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Bradford Cyrenians Annual Complaint Performance Report 2025/2026
Bradford Cyrenians have a central complaints reporting system that is web-based and all staff and managers have access to this system for inputting complaints. Generally, a manager/team leader not related to the service will investigate and respond to complaints as per the complaints policy.   All complaints are monitored by the Business Support Manager who draws up a quarterly report, which is presented to the Management Committee at Trustees Meetings. Complaints are also discussed at Management Committee Meetings which are held every 6 weeks.  Complaints are a standing agenda item on service user meetings such as the weekly hostel house meeting, Men Standing Up Peer Support Group meetings and our new Bradford Cyrenians quarterly Speakout meeting.  Complaints are brought up as part of regular key work sessions with service users along with discussing their rights and responsibilities.  
The number of complaints received in the period 1st April 2025 to 31st March 2026 is 29.  Last year we received 20 complaints in a 12-month timescale. This is an increase of 9 complaints over the previous year which equates to an increase of 45%.  We believe that the increase in complaints is for a number of factors.
· We regularly promote service users rights and responsibilities and encourage them to voice any complaints that they may have. 
· Our complaints and appeals policy is promoted widely across the organisation and is also promoted on the website should any external person or organisation wish to make a complaint.  
· We continue to grow the organisation and take on more supported housing units which means that we can support more vulnerable people. 
During the reporting period 59% of complaints were upheld, 21% were not upheld,  10% were partially upheld and 10% were withdrawn or unable to investigate. 
A summary of the complaints received in the period are below.
	Date and complaint number
	Scheme
	Summary of Complaint
	Outcome and actions

	1


11/04/25
	Supported Tenancies
	Verbal complaint from a neighbour of one of our tenants regarding our tenant banging on the walls at 2am in the morning and spitting at her in the street.
	The service user was spoken to by staff and his care coordinator, and this is being monitored.  Complainant responded to. 
Complaint upheld

	2

22/04/25
	MSU
	Complaint from a service user to Housing Standards regarding mould in his flat.  Housing standards came out and inspected the property and gave a notification of works required.  This was forwarded to the building owner who carried out all the works within the set timescale.
	The notification of works was sent to the building owner who carried out all the works within the set timescale
Complaint upheld

	3

30/04/25
	STOP
	Complaint from a neighbour of one of our service users regarding noise through the evening and night, banging, playing loud music and shouting obscenities.  
	Service user was spoken to about his behaviour and a warning issued. More regular health and safety checks carried out to monitor behaviour.
Complaint upheld

	4

06/05/25
	Supported Tenancies
	Complaint from a neighbour of one of our service users regarding the police attending the property and noise nuisance and publicly smoking cannabis. 
	Service user spoken to and he was very apologetic.  Ongoing concerns reported and service user issued with a 28 day NTQ on advise of Housing Options.
Complaint upheld


	5

09/05/25
	H4L
	Complaint from a service user regarding anti-social behaviour in the communal hallway of the block where he lived and that the main door lock was faulty allowing anyone to access the property. 
	The door lock was repaired and we are looking into providing CCTV at the property.
Complaint upheld

	6

09/05/25
	STOP
	Complaint from a landlord about the behaviour of one of our service users causing disruption, smashing a window, visitors to the property, noise nuisance, not disposing of rubbish bags correctly. 
	Service user was spoken to about his behaviour and a warning issued. More regular health and safety checks carried out to monitor behaviour.
Complaint upheld

	7

19/05/25
	MSU
	Sensitive complaint regarding alleged breach of confidentiality by a member of staff
	This was investigated and no evidence could be found to suggest that confidentiality had been breached.
Complaint not upheld 

	8

05/06/25
	Hostel
	Service user appealed a written warning for theft and breach of health and safety.
	Written warning revoked and was issued with a verbal warning instead.
Partially upheld

	9

12/06/25
	STOP
	Neighbour of one of our service users complained of noise nuisance throughout the night.
	Investigated by STOP manager and warning issued to the service user. 
Complaint upheld

	10

11/07/25
	Parent+
	Neighbour of one of our service users complained that her garden is overgrown and there is litter in the garden. 
	The service user moved out and the garden issue was resolved 
Complaint upheld

	11

07/08/25
	STOP
	Complaint by a neighbour of one of our service users causing anti-social behaviour.  
	Service user issued a final warning for his behaviour and behaviour continues to be monitored. 
Complaint upheld

	12

08/08/25
	STOP
	Complaint by a neighbour regarding one of our service users causing anti-social behaviour in the neighbourhood. Relates to same service user as complaint of 07/08/25
	Service user issued with a final warning for his behaviour and his behaviour will continue to be monitored. 
Complaint upheld

	13

18/08/25
	MSU
	Complaint from a service user that another service user was not keeping his property in a clean and safe manner.
	The service user was spoken to and given a written warning.  He was asked to clean the property to an acceptable standard which he has done.
Complaint upheld

	14

12/09/25
	H4L
	Neighbour of one of our service users complained via their MP regarding anti-social behaviour, noise nuisance, damage to property and illegal drug use perpetrated by our service user. 
	Complaint investigated and final written warning and notice to quit issued to them.

Complaint upheld 

	15

16/09/25
	Supported Tenancies
	Service user complained that one of our contractors working in his flat had disposed of a t shirt. 
	No evidence that the t shirt had been disposed of.
Complaint not upheld

	16


07/10/25
	MSU
	Service user verbally complained to his support worker regarding repairs and a confidential issue.
	Service user wouldn’t assist with the investigation despite numerous attempts to try and engage him.  However, repairs were completed and his support worker was changed.
Complaint not upheld. But actions taken on the limited information we had. 

	17

07/10/25
	MSU
	Service user complained that he had been issued with a section 21 notice following reporting a repair at his property to the building owner. 
	Compliant investigated and the section 21 was issued to aid a planned move for the service user and was not related to the repair report.
Complaint not upheld.

	18

30/10/25
	Supported Tenancies 
	Complaint from a neighbour of one of our service users regarding noise at 3:00am and spitting at windows. 
	Service user spoken to, high mental health needs, safeguarding alert submitted and care coordinator informed.  We continue to monitor the situation. 
Complaint upheld. 

	19

19/11/25
	Parent Plus
	Neighbour of one of our service users complained that our service user was not disposing of her rubbish correctly and also her visitors were parking inconsiderately and blocking access to the street. 
	We installed bin locks to our service user’s dustbin and advised them of appropriate waste management.  Also spoken to the service user and requested that her visitors park on the main road and not on the street.  
Complaint upheld.

	20

24/11/25
	Parent Plus
	Further complaint relating to the initial complaint of the 19/11/25.  Neighbour of our service user complained that our service user was putting their dustbin outside of the complainant’s house.  
	The bin was moved to outside our service users house and service user advised to keep their dustbin outside their own property. 
Complaint Upheld. 

	21

08/12/25
	Parent+
	Complaint from a neighbour that a vehicle was blocking driveways and rubbish not being disposed of correctly. 
	Service user spoken to, bin lock put on bin.  Complaint upheld

	22

22/01/26
	Parent+
	Complaint from a neighbour regarding parking on the street. 
	Service user is parking outside her own house and not outside other properties. Complaint not upheld. 

	23


26/01/26
	Parent+
	Complaint from a neighbour regarding smell of cannabis and cigarette butts on the landing. 
	Service user spoken to, no physical or CCTV  evidence of cigarette butts or cannabis smoking, however service user admitted that her visitors had been smoking away from the premises. Complaint partially upheld. 

	24

06/02/26
	Hostel
	Service user complained about another service user making derogatory remarks about him
	Investigated and the service user who was making the derogatory comments was moved to another scheme. Complainant happy with the outcome. Complaint upheld

	25

16/02/26
	Hostel
	Service user complained about the amount of the service charge at the hostel. 
	Response sent with breakdown of service charge.  Complaint not upheld. 

	26

17/02/26
	Parent+
	Daughter of a neighbour of one of our tenants complaint about parking issues and verbal abuse 
	 Service user spoken to about the conduct of her visitors.  
Complaint partially upheld
Our service user was moved sideways into another property to safeguard her. 

	27

24/02/26
	Hostel
	Sensitive complaint from a hostel service user about other service users and hostel staff.  The service user left the hostel and moved out of area.  He wouldn’t answer his phone to the manager who was investigating so the case was closed
	Unable to investigate complaint
Complaint closed. 


	28

25/02/26
	MSU
	Sensitive complaint regarding the support of a service user.  He was offered a new support worker due to complex needs and staff member offered more training. Following this the service user withdrew his complaint
	Service user withdrew his complaint 

	29

26/02/26
	Supported tenancies 
	Sensitive complaint service user didn’t get on with his support worker.  We changed his support worker to a male support worker and he withdrew his complaint. 
	Service user withdrew his complaint





Analysis of Complaints
The types of complaints received in the period 
Standard of the service offered – 3
Anti-social behaviour –  18
Standard of accommodation – 3
Complaints about staff or contractors – 3
Service user complaints about other service users behaviour - 2
All complaints were investigated and responded to within timescales. The organisation didn’t refuse to accept any complaints within the period.
We have not had any findings of non-compliance of the code by the Housing Ombudsman.  The self assessment against the code has been updated and will continue to be updated annually. 
Bradford Cyrenians Complaints and appeals policy has previously been amended in line with the Housing Ombudsman code.  The Complaints and Appeals Policy has been updated and will now be reviewed annually.  It was last reviewed in March 2026 and was ratified by the trustees at the Management Committee meeting on 09th June 2026 along with the self-assessment form. 





Service Improvements made as a result of learning from Complaints
Not all complaints received required an improvement to the service but improvements identified and made are written below.
	Complaint number
	Improvements made and learning outcomes

	2
	We have adopted Awaab’s law procedural document to identify and respond to issues related to damp and mould.  We carry out regular H&S inspections, and any damp or mould issues will be reported and addressed as a matter of urgency.   

	1, 3,4,6,9, 11
	Where behavioral issues caused by our service users are identified and are causing problems for neighbours. We will increase support sessions to try and modify behaviour and use warnings and enforcement policy where appropriate. 

	5
	We will assess the need for and effectiveness of using CCTV in blocks on a case-by-case basis to try and mitigate anti-social behaviour

	10, 13
	We will work with all service users to ensure that they keep their accommodation and surrounding areas free of litter.  Pest control will be used as and when required.

	14
	Final written warnings and notices to quit will only be used as a last resort when all other means of trying to modify behaviour have failed. 

	18
	Staff will joint work with other agencies as and when required in order to support service users to modify behaviour.

	19, 20, 21, 22,26 (all the same address but different people complaining) 
	On weekly visits staff ensure that the bin is securely stored and visitor to property has been spoken to and has agreed to park elsewhere. 

	24
	We will transfer service users where we can and when necessary in order to promote community cohesion and prevent warnings, enforcements and evictions. 

	25
	Service users are informed in advance of any service charges that are payable before they move in. 

	28, 29
	In cases where service users have conflicts with their support workers.  These will be individually investigated, and one option could be to change support worker. 



The report was tabled at the management committee meeting on 09/06/26 and the management committee’s response was
As Chair of the Management Committee, I want to thank the staff for their ongoing hard work and commitment. The committee acknowledges the increase in complaints reported this year as detailed in the annual report and recognises the role of enhanced service user engagement and broader policy promotion that has contributed to the rise. 
Bradford Cyrenians welcome the community's active participation in addressing neighbourhood concerns detailed in these complaints and we want to reassure our staff, service users, and the public that each complaint is taken seriously and thoroughly investigated. The service improvements implemented as a direct result of the complaints, such as those relating to Awaab’s Law and enhancing support for behavioural issues, demonstrate our commitment to continuous improvement which  is also shown through the self-assessment. 
The management committee will continue to monitor these trends as the team continue to adapt our strategies to ensure we maintain high standards as an organisation and contribute effectively to community cohesion.
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