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1. Introduction

This report has been prepared for the Board of ] & M Residential Lettings Limited trading as JMHA
and for publication on JMHA’s website as part of JMHA’s annual compliance with the Housing

Ombudsman Complaint Handling Code 2024.

JMHA is a small for-profit registered provider with approximately 86 homes. The complaint handling

arrangements are proportionate to the size and structure of the organisation, while remaining

aligned to the statutory Complaint Handling Code.

2. Complaint handling responsibility

e Complaint Officer and senior lead: Mark Camden-Clarke, Founder & Managing Director.
e Member Responsible for Complaints / Complaints Review Director: Jovita Camden-Clarke.
e Board oversight: the Board reviews complaint handling performance, the annual self-assessment

and this report.

3. Complaints received during the year

Measure

2025/26 position

Formal Stage 1 complaints accepted

Formal Stage 2 escalations

Complaints refused/not accepted

Housing Ombudsman referrals

Housing Ombudsman findings of non-compliance

Complaint Handling Failure Orders/Notices

MP or councillor complaint escalations reported to
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JMHA
Compensation paid through the formal complaints £0
process

JMHA did not receive any formal complaints during the reporting period. This report records that

position openly. JMHA recognises that low complaint volumes must not be treated as proof that there
are no issues, and therefore continues to keep complaint routes visible and accessible to tenants.

4. Complaint themes and trends

As no formal complaints were received, there were no formal complaint themes, trends,
maladministration findings or repeated complaint categories to report for the year. Day-to-day service
requests, repairs contact and tenant communications continue to be monitored operationally so that
issues can be resolved early where possible.

5. Complaints refused or excluded
JMHA did not refuse to accept any complaint during the reporting period. No matters were excluded
under the complaints policy.

6. Housing Ombudsman performance information

JMHA has not received any Housing Ombudsman determinations, orders, Complaint Handling Failure
Orders, Complaint Handling Failure Notices, severe maladministration findings or other Ombudsman
performance reports relating to JMHA during this reporting period.

7. Service improvements and learning

Because no formal complaints were received, there were no complaint-specific remedies or
complaint-driven service improvement actions. Nevertheless, JMHA has used the annual review
process to strengthen the visibility, consistency and governance of its complaint handling
arrangements.

e Reviewed complaint handling arrangements against the Housing Ombudsman Complaint
Handling Code 2024.

e Updated the tenant-facing Complaints Policy in clearer plain English.

e (larified the distinction between a service request and a complaint.

e Confirmed Board oversight arrangements and the role of the Complaints Review Director.

e Prepared separate website documents for the complaints policy, self-assessment, annual report
and Board response.

e Committed to maintaining a clear complaint log even where complaint volumes remain low.

8. Assessment of accessibility

JMHA accepts complaints by email, post, telephone, WhatsApp/text, website/contact form or through
staff/contractors. Written routes are encouraged to maintain a clear audit trail, but complaints will
not be refused because they are raised verbally or through another reasonable route.

JMHA will make reasonable adjustments where required and will accept complaints from
representatives or advocates where appropriate.
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9. Board review and assurance

The Board has reviewed this report and the accompanying self-assessment. The Board is satisfied that
JMHA’s complaint handling arrangements are proportionate to the size and structure of the
organisation and are aligned to the Housing Ombudsman Complaint Handling Code 2024.

10. Priorities for 2026/27

e Maintain clear website publication of all current complaints documents.

e Ensure any formal complaint is acknowledged, defined, logged and responded to within Code
timescales.

e Review any service request patterns that could indicate barriers to tenants raising complaints.

e Report complaint volumes, categories, outcomes and learning to the Board at least annually and
more frequently if required.

e Review this report, the self-assessment and the Complaints Policy annually.
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