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Board Member Statement in Response to the Annual Complaints Performance and Service Improvement Report 2026/27

As Board Members at Inspire North, we are pleased to share our reflections on this year’s Annual Complaints, Performance and Service Improvement Report.
Building on the significant organisational changes of the previous year; 2025/26 has been a year of consolidation, growing confidence, and measurable improvement. Having completed our first full year as a unified Community Benefit Society, we are encouraged to see greater consistency in practice across services and clearer assurance that feedback is being used to strengthen the experiences of tenants and clients.

What stands out most in this year’s report is the clear evidence of year‑on‑year improvement in complaints handling performance. Complaint volumes have remained stable, while timeliness has strengthened significantly, particularly in the acknowledgement of complaints. Improvements in response‑time compliance across both housing and non‑housing complaints demonstrate increased capability, oversight, and confidence at service level. We are also encouraged by the continued high proportion of complaints resolved at Stage 1, showing that concerns are being addressed effectively and early wherever possible.

We are particularly proud that our commitment to transparency, openness and regulatory compliance continues to be reflected in practice. Maintaining full compliance with the Complaints Handling Code for another year provides strong assurance that the foundations put in place previously are now embedded and working well. Compared with last year, there is clearer and more consistent evidence that learning from complaints is not only identified, but acted upon through training, governance, system improvements, and service redesign.

The Board is also encouraged by the further embedding of a learning culture, with complaints increasingly viewed as an opportunity to improve and rebuild trust. The strengthening of governance arrangements, completion of audit activity, and investment in improved systems and staff capability all demonstrate a sustained commitment to continuous improvement and accountability.

While we are proud of the progress made, we remain clear that there is more to do. Response times in a small number of complex cases continue to require attention, and we remain committed to supporting ongoing improvement in this area through continued oversight, investment, and challenge.

We would like to thank employees, tenants, clients and partners for their continued engagement and openness in sharing feedback. As a Board, we remain committed to listening, learning, and working together to ensure Inspire North continues to deliver fair, compassionate and high‑quality services for everyone we support.

Sincerely,
Inspire North Board Members
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