




How Many 

Complaints 

Recieved?

The graph highlights the number of 

complaints recieved from October 

2025 to September 2026



Complaints 

Outcomes

A complaint is considered upheld when we agree with the 

complainant that they have experienced a legitimate service 

failure or issue.

A complaint is deemed resolved when we and the 

customer agree what action is required and then provide the 

final resolution to the customer and this action is then carried 

out.



Complaints  

Timescales

We should respond to complaints within 5 working days for 

simple issues. For more complex cases, a full response 

whould be provided within 20 working days. 
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