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Winner Trading LTD Annual Complaints Performance and 

Service Improvement Report 

 

From 1st April 2024 to 31st March 2025 Winner Trading LTD received: 

- 0 informal Complaints from Tenants 

- 4 informal Complaints from 3rd Parties 

- 3 Requests from Tenants for the Complaints Form 

- 1 Request from 3rd Parties for the Complaints Form 

- 2 Complaints Forms Back from Tenants 

- 1 Complaints Form Back From 3rd Parties 

 

While there were 3 requests from tenants for the complaints form, it is worth noting 

that the tenant that did not return the form after requesting it. This is because the 

subject of their complaint was resolved before they could submit the form and an 

investigation could proceed. 

3 of the returned complaints forms were marked as resolved at Stage 1. All of these 

were completed in the timescales as outlined in our Complaints Policy, and as of the time 

of writing, none of the complainants had requested to escalate this to the next stage. 

0 of the returned complaints forms were escalated to Stage 2 

0 of the returned complaints forms were marked as resolved at Stage 2 

0 of these returned complaints were resolved by encouraging the tenant to escalate it 

to the Housing Ombudsman. 

As a service Winner Trading LTD has recognised that several of the issues that led to 

these complaints was due to staff not communicating clearly with our tenants our 

intentions for carrying out repairs, and that they would prefer that identified staff 

members do not contact them in the future about their repairs. 

As a way of learning from these complaints from tenants, we have identified further 

training for staff members identified in the complaints this year to ensure that this 

does not happen again, and those identified have also been talked to regarding their 

conduct by the Housing Team Manager. We have also updated tenant’s records to indicate 

their preference for identified team members to not contact them going forward, and 

have made those staff members aware of this. We also agreed timescales for carrying 

out repairs in a timely manner that the tenants who filed the complaints agreed with. 



14 April 2025 

As a service Winner Trading LTD recognised that we received a few complaints from 

members of the public regarding the behaviour of some of the tenants within our 

properties.  

One of these complaints from a 3rd party was dealt with in line with the complaints policy 

as the complainant returned the complaints form. This was investigated as the tenant 

felt that the behaviour of the tenant was a safety risk to the complainant, and the 

complainant was unhappy with the lack of response Winner Trading LTD provided. While 

this complaint was marked as resolved at Stage 1 following an investigation, Winner 

Trading LTD has learnt from this experience and has updated all staff on changes to how 

we deal with Anti-Social Behaviour, and has reviewed our Anti-Social Behaviour Policy to 

ensure there are no gaps in the policy. 

However, 4 of our 3rd party complaints were made informally and anonymously over the 

phone. Where this happened, we took as much information as possible and asked the 

complainant whether they would like a formal complaint form to fill in if they could not 

give enough detail over the phone. These 4 complaints were about two of our tenants who 

were causing anti-social behaviour towards the tenants, and about the lifestyles of our 

tenants. Due to these complaints being made anonymously we acted on these complaints, 

by investigating in line with policy – but did not update the complainant with the results 

of these investigations. Winner Trading LTD decided for both tenants that we would 

proceed with Section 8s due to the tenant’s behaviour in line with our other policies, and 

we have received no further complaints regarding these tenants. 

 


