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1. Introduction and Background 

1.1   !""!#$%&'())*!+("',*!-'./0'1!(*2'!,'3/0,40"2'5!-067'('896.!-0*'68*9.$%:')(%0"'#(6'

06.(;"$6/02<'=08*9$.-0%.'#(6'!)0%'.!'.0%(%.67'"0(60/!"20*6'(%2'896.!-0*6'!,'3/0,40"2'

5!-06<'>/0'?!--9%$.:'@%&(&0-0%.'.0(-7'#$./'$%20)0%20%.'69))!*.'(%2'(2+$80'

,*!-'./0'>0%(%.'A(*.$8$)(.$!%'B2+$6!*:'30*+$80'C>AB3D7'("!%&'#$./'('6.00*$%&'&*!9)'!,'

.0%(%.67'(%2'!./0*'896.!-0*67'6988066,9"":'*08*9$.02'EF'68*9.$%00*6<'>/0'6.00*$%&'&*!9)'

208$202'./(.'./0'68*9.$%:')(%0"'6/!9"2';0'8(""02'G?/(""0%&0',!*'?/(%&0H<'>/*!9&/!9.'

this report the scrutiny group will be called C4C.

1.2  >/0')*!I08.'/(6';00%'8!-)"0.02'#$./'J'68*9.$%00*6'$%8"92$%&'K(%'B"0L(%20*7'M0%%:'?*!,.7'

@"6)0./'N96;:7'O$8P'Q(%$0"67'N$%2('O!L!%'(%2'O$8/0""0'?!!P<

1.3  K%'./$6'*0)!*.7'#0'/(+0'!9."$%02'!9*'-0./!26'!,'$%+06.$&(.$!%7'20.($"02'!9*'4%2$%&6'

,*!-'*0("$.:'8/08P67'2!89-0%.'(%(":6$6'(%2'-(20'*08!--0%2(.$!%6',!*'./0';!(*2'

to consider as possible improvements to complaints handling and customer service 

delivery.

1.4  R(.0'S0#;!".'!,'>AB3')*060%.02'(.'./0'$%(9&9*("'-00.$%&7'(%'!+0*+$0#'!,'68*9.$%:'

)*!I08.6'.!'?T?'(%2'.!'?/$0,'@L089.$+0'A0.0*'O!*.!%'(%2'?!9%8$""!*'5(**:'5(*)/(-<'

>/0')*060%.(.$!%'!9."$%02'./0';(6$6',!*'.0%(%.'"02'68*9.$%:'(%2'./0'.(6P6'./(.'#!9"2';0'

required for a successful project. Kate also offered indicators in her presentation of what 

60*+$80'(*0(6'!,'6!8$("'/!96$%&'"(%2"!*26'-(20',!*'&!!2'(%2';(2'4*6.'68*9.$%:')*!I08.6<

1.5  >/0')9*)!60'!,'./0')*!I08.'#(6'.!'0L(-$%0'./0'896.!-0*'60*+$80'20"$+0*:'!,'3/0,40"2'

5!-06'$%'*0"(.$!%'.!'./0'"0+0"'!,'896.!-0*'6(.$6,(8.$!%'!,'8!-)"($%.6'/(%2"$%&'(%2'.!'

*0+$0#'#/0./0*'./$6'-00.6'./0$*'0L)08.(.$!%6<'

3Page 57



2. Project Start-Up 

2.1  O98/'./!9&/.'(%2'2$68966$!%'#(6'/0"2';0,!*0'./0'&*!9)'208$202'#/$8/'(*0('!,'./0'

business should be scrutinised. Consideration was given to several operational areas 

!,'3/0,40"2'5!-06';0,!*0'208$2$%&'.!'60"08.'8!-)"($%.6'(6'./0'4*6.'68*9.$%:'0L0*8$60<'

C4C selected the topic for a number of reasons: 

U' 3/0,40"2'5!-06'#0*0'("*0(2:'8(**:$%&'!9.'(%'$%.0*%("'*0+$0#'!,'./0$*'

complaints procedure

U' complaints cover every aspect of the business

U' every customer may have a complaint at some time 

U' satisfaction levels around complaints handling were fairly low

U' ./0'%9-;0*'!,'8!-)"($%.6'*080$+02';:'3/0,40"2'5!-06'$6'/$&/'8!-)(*02'.!'

other similar social housing landlords

2.2  'B.'./0'6.(*.'!,'./0')*!I08.7'?T?'/0"2'(%'$%$.$("'#!*P6/!)'2(:',(8$"$.(.02';:'>!-'3.*!%&'

(%2'N!9$60'>/!-)6!%',*!-'./0'?!--9%$.:'@%&(&0-0%.'.0(-<'>/0'#!*P6/!)'/0")02'

identify the team’s strengths and weaknesses and what each person could bring to 

./0')*!I08.<'V0'("6!'$20%.$402'(*0(6'#/0*0'.*($%$%&'#!9"2';0';0%048$("'.!'/0")'#$./'

the group’s understanding of scrutiny projects

2.3  'B.'./$6'#!*P6/!)7'?T?'-(20'('208$6$!%'.!'())!$%.'(')*!I08.'-(%(&0*'.!'8!W!*2$%(.0'

and monitor the progress of the tasks by use of a project plan (Appendix 1)<'>/0'

&*!9)'$20%.$402'206P.!)'*0+$0#'$%,!*-(.$!%'(%2'*0("$.:'8/08PW$%&'.(6P6'./0:'#!9"2'"$P0'

to analyse and investigate with staff and customers. 

2.4  C4C set about getting an understanding of the current complaints process by 

requesting survey documents produced by Alison Wood as part of the internal 

8!-)"($%.6'*0+$0#<'>/0'&*!9)'./0%'8!%298.02'$.6'!#%'206P.!)'*0+$0#<

2.5  >/0'2!89-0%.6')*!+$202'/0")02'

C4C to identify which areas of 

3/0,40"2'5!-06'60*+$80'*080$+02'

./0'-!6.'8!-)"($%.6<'>/0'*0)($*6'

service delivered by Kier was 

$20%.$402'(6'./0'-($%'(*0('!,'

dissatisfaction amongst customers.

2.6  Information from the review 

informed discussions at the regular 

C4C fortnightly meetings about 

the way forward for the project and 

objectives for the project.
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2.7  ?T?'*0+$0#02'./060'2!89-0%.6'(%2'$20%.$402'P0:'(*0(6',!*',9*./0*'$%+06.$&(.$!%'29*$%&'

./0')*!I08.<'>/0'P0:'./0-06'#0*0'(6',!""!#6X 

 

What is a complaint?

U' What is the difference between a complaint and a grumble?

U' Are service requests by customers confused with complaints?

U' Who decides when it is a complaint?

U' Are there different ways of recording/managing complaints? 

Customer Expectations

U' Q!'896.!-0*6'/(+0'2$,,0*0%.'0L)08.(.$!%6'!,'./0'60*+$80'20"$+0*:'.!'#/(.'

3/0,40"2'5!-06'8(%'20"$+0*Y

U' Q!'3/0,40"2'5!-06'%002'(%'G@L)08.(.$!%6'?/(*.0*HY

U' Q!'896.!-0*6'/(+0'./0'8!%420%80'.!'-(P0'(%2',!""!#'./*!9&/'8!-)"($%.6Y

 

Management of complaints 

U' Should there be a single team to manage complaints on service delivery issues?

U' Who signs off letters and takes responsibility for quality assurance before these 

are sent to customers?

U' Are too many people/teams involved in the complaints handling process?

U' 5!#'.$-0":'$6'./0'*06)!%60Y

U' B*0'8!-)"($%.'*06)!%606'/(%2"027'96$%&'.!!',!*-("'('*!9.0Y

U' Who decides when a complaint is ‘closed’?

Communication 

U' Is there good sign posting for customers to know where and how to make 

complaints and the procedure for complaints handling?

U' Q!'3/0,40"2'5!-06'*06)!%2'96$%&'./0'8!**08.'8!--9%$8(.$!%6'8/(%%0"6Y

U' What is the level of consistency of response letters to customers and quality of 

responses? 

 

5Page 59



Learning from complaints 

U' Are complaints used for lessons learned to identify key themes and improve 

customer service delivery?

U' What internal learning is given as training support for staff?

U' What lessons learned is published for customers?

3. Project Objectives  

3.1   *!-'!9*'206P.!)'*060(*8/'(%2'(%(":6$67'#0'$20%.$402'./0',!""!#$%&'!;I08.$+06',!*'./0'

project.

U' >!'-(P0'*08!--0%2(.$!%6'#/$8/'0%69*0'./(.'3/0,40"2'5!-06'/(%2"0'

8!-)"($%.6'$%'('-!*0'0,48$0%.'#(:'.!'$-)*!+0'896.!-0*'6(.$6,(8.$!%'"0+0"6

U' >!'9%20*6.(%2'./0'2$,,0*0%80';0.#00%'G('8!-)"($%.'(%2'('&*9-;"0H'

U' >!'*08!--0%2'('6:6.0-'.!'*02980'./0'%9-;0*'!,'8(606'#/$8/'(*0'8!%6$20*02'

;:'./0'5!96$%&'Z-;926-(%

U' >!'$-)*!+0'./0'8!%6$6.0%8:'!,'&*(--(*'(%2'8"(*$.:'!,'20.($"'$%'./0'*06)!%60'

letters/emails sent to customers 

U' >!'*08!--0%2'(%'$-)*!+0-0%.'!%'/!#'3/0,40"2'5!-06'8!--9%$8(.06'#$./'

customers on how and when to make a complaint

U' >!')9;"$6/'(8.$+$.$06'$%'%0#6"0..0*6'(%2'./0'#0;6$.0'.!'P00)'896.!-0*6'9)'.!'

date on the work of Challenge for Change 

4. Findings 

4.1  Reality Checks 

 

In order for the group to obtain the information needed to scrutinise and investigate 

./0'8!-)"($%.6'60*+$807'+(*$!96'*0("$.:'8/08P6'#$./'6.(,,'(%2'.0%(%.6'&*!9)6'#0*0'

9%20*.(P0%<'?T?'$20%.$402'-(%:'(*0(6'!,'6.*0%&./6'(%2'#0(P%06606'!,'./0'

complaints handling service.  From the feedback at a staff forum and feedback results 

,*!-'('?T?'6.(,,'(%2'.0%(%.'69*+0:7'./0'&*!9)'#0*0'(;"0'.!'$20%.$,:'(*0(6'#/$8/'8!9"2'

be improved by implementing some changes to the complaints system and learning 

from the feedback from tenants and customers on their dissatisfaction.

4.2   Staff Survey 

 

C4C designed a survey (Appendix 2)'./(.'#(6'2$6.*$;9.02'0"08.*!%$8("":7'.!'(""'3/0,40"2'
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5!-06'6.(,,<'?T?'#0*0')"0(602'#$./'./0'*06)!%60'*0.9*%6'%9-;0*'!,'E[\<'=06)!%606'

#0*0'(8*!66'(""'&*(206'!,'6.(,,7'(%2'./0'*069".6'6/!#'('/$&/'"0+0"'!,'8!%420%80'$%'

./0'8!-)"($%.6'6:6.0-<'5!#0+0*7'./0'-(I!*$.:'!,'*06)!%20%.6'$%2$8(.02'./(.'./0:',0".'

under pressure when dealing with complaints. A sizeable majority feel they get lots of 

69))!*.'#$./'8!-)"($%.6'/(%2"$%&7'(%2'(%'0+0%'"(*&0*')*!)!*.$!%'(*0'8!%420%.'./0:'

can resolve complaints. 

 

>/0'69*+0:'(6P02'/!#'#0""'./0:'9%20*6.(%2'#/(.'896.!-0*6'./$%P<'>/0'*06)!%606'

#0*0'-98/'-!*0'#$20":'6)*0(27'#$./'I96.'!+0*'E]^'$%2$8(.$%&'./0:'/(2'(%'

understanding or a good understanding. 

 

>/0*0'#(6'("6!'('#$20'*(%&0'!,'!)$%$!%6'(;!9.'$20%.$48(.$!%'!,'('8!-)"($%.'(6'

2$,,0*$%&',*!-'('*0_906.',!*'60*+$807'!*'('&0%0*("'8!--0%.<'3!-0'6.(,,'8!-W-0%.02'

./(.'./0:'.(P0'.$-0'.!'8"(*$,:'./0'$66907'0+0%')/!%$%&'!*'0-($"$%&'('896.!-0*<''

Others commented that if a customer wants to complain they treat it as a complaint 

regardless.  

 

(Appendix 3) - Staff complaints survey - comments.

4.3  Staff Forum 

 

C4C members attended a staff forum to meet with those staff who handle complaints 

$%'./0'8!%.(8.'80%.*07'/!96$%&'!,4806'(%2'#$./$%'S0#'1(%P'5!960<'>/0'-00.$%&'

enabled the group members to get an insight into the complaints process from a 

staff view point by talking to staff directly involved with dealing and responding to 

complaints. 

 

>/0'-00.$%&'&(+0'(%'!))!*.9%$.:',!*'./0'-0-;0*6'.!'2$68966'#$./'6.(,,'$%,!*-(.$!%'

gathered from the reality checks and desktop analysis. 

4.4   Tenants Survey 

 

Five hundred questionnaires (Appendix 4) were sent to customers who had made a 

8!-)"($%.'$%'./0'"(6.'E['-!%./6<'`E'8!-)"0.02'_906.$!%%($*06'#0*0'*080$+027'&$+$%&'

a response rate of 18%. From the responses we received we established that just 

9%20*'/(",'!,'896.!-0*6'#/!'8!-)"($%'2!'6!';:')/!%07'#$./'(*!9%2'!%0'$%'4+0'+$6$.$%&'

('/!96$%&'!,4807'(%2'*!9&/":'./0'6(-0'%9-;0*')9..$%&'8!-)"($%.'$%'#*$.$%&<'M96.'!+0*'

10% use email or the website. 

 

N066'./(%'/(",'!,'*06)!%20%.6'CTEaD'6($2'./0:'#(%.02'.!'-(P0'(',!*-("'8!-)"($%.'

even though they had been recorded as complainants.  From the responses it is 

noticeable that most of the complaints received were about repairs issues. It is also 

evident that many of those who took the time to respond were frustrated by the 

0L)0*$0%807'#$./'('6$b0(;"0'%9-;0*'8!--0%.$%&'!%')!!*'8!--9%$8(.$!%<'' 
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4.5   Visit to Viewpoint 

 

C4C visited Viewpoint to listen to a sample of recordings of complaints surveys 

-(20'.!'896.!-0*6'#/!'/(+0'-(20'8!-)"($%.6'#/$8/'(*0'%!#'8"!602<'>/0'-00.$%&'

&(+0'./0'?T?'-0-;0*6'(%'!))!*.9%$.:'.!'&(9&0'./0'896.!-0*'0L)0*$0%80'!,'4*6.":'

"!2&$%&'('8!-)"($%.'#$./'3/0,40"2'5!-06'(%2'./0%'8/(*.$%&'./0$*'I!9*%0:'./*!9&/'./0'

complaints process.  

 

 *!-'./0'*08!*2$%&6'!;60*+02';:'?T?'-0-;0*67'./0'69*+0:6'$%2$8(.02'./(.'./0'

896.!-0*'0L)0*$0%80'$6'!,'('"!#'6(.$6,(8.$!%'"0+0"<'?!--0%.6',*!-'./0'896.!-0*6'("6!'

indicated that areas for improvement should be better com-munication and being kept 

informed on latest updates of their complaint. 

 

>/0'+$6$.'#(6'$%'(22$.$!%'.!'./0'$%,!*-(.$!%'#0'*080$+02',*!-'TJ'69*+0:6'8(**$02'

!9.'$%'M9%0'[cEE';:'d$0#)!$%.<'E\'*06)!%606',*!-'.0%(%.6'$%'./(.'6(-)"0'$%2$8(.02'

2$66(.$6,(8.$!%'6)08$48("":'#$./'8!--9%$8(.$!%<' 

 

(Appendix 5) for comments and satisfaction scores.

4.6  Tenants Forum 

 

?T?'-0-;0*6'(..0%202'('8!-)"($%.6'#!*P6/!)',!*'.0%(%.6'/!6.02';:'3/0,40"2'

5!-06'(.'1(*2'3.*00.'?!--9%$.:'?0%.*0<'>/0'#!*P6/!)'&(+0'?T?'./0'4*6.'

opportunity to test the information gathered about complaints with tenants who had 

-(20'8!-)"($%.6'(&($%6.'3/0,40"2'5!-06'(%2'$.6')(*.%0*'!*&(%$6(.$!%6< 
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>/0',002;(8P',*!-'./0'#!*P6/!)'69&&06.02'./(.'3/0,40"2'5!-06'%0026'.!'$-)*!+0'

./0'#(:'$.'8!--9%$8(.06'#$./'$.6'896.!-0*6'#$./'*0&(*26'.!'/(%2"$%&'8!-)"($%.6<'>/0'

tenants put forward a suggestion that a dedicated complaints team with a named 

8!%.(8.'#!9"2';0'('&!!2'$20('.!'4%2$%&'('6!"9.$!%'.!'$-)*!+$%&'8!-)"($%.6'/(%2"$%&<'

>/0'.0%(%.6'("6!'69&&06.02'./(.'('.0%(%.H6'())0("6')(%0"'#/$8/'#!9"2'8!%6$6.'!,'

.0%(%.6'(%2'896.!-0*6'(%2'3/0,40"2'5!-06'-(%(&0*6'6/!9"2';0'$%')"(80'.!'8!%6$20*'

8!-)"($%.6'())0("6'8(606<'>/0:',0".'./(.'./$6'-(:'/0")'.!#(*26'*0298$%&'./0'%9-;0*'

!,'8(606'#/$8/'&!';0,!*0'./0'5!96$%&'Z-;926-(%<' 

 

(Appendix 6) for feedback comments  

4.7   Correspondence response letters to customers 

 

B'6(-)"0'!,'Ec'$%2$+$29("'"0..0*6'C())0%2$L'eD')"96'('6.(%2(*2'(8P%!#"02&-0%.'

"0..0*'#0*0'0L(-$%02';:'./0'&*!9)<'>/0'_9("$.:'!,'$%2$+$29("'"0..0*6'+(*$02',*!-'

&!!2'.!'9%(880).(;"0<'3!-0'/(2'6)0""$%&'0**!*67'(%2'!./0*6'#0*0'%!.'#*$..0%'$%'./0'

recommended font. We would like to highlight one letter sent to a bereaved family 

-0-;0*'#/$8/'20-!%6.*(.02'/!%06.:'(%2'60%6$.$+$.:<'>/0'6.(%2(*2'(8P%!#"02&0-0%.'

#/$8/'?T?'("6!'6(#'#(6'8!%6$20*02'.!';0'!,'./0'*$&/.'6.(%2(*2<'5!#0+0*'./0'

standard of correspondence by individual staff members was inconsistent and 

showed a lack of attention to detail. 

 

In some cases the response letter informed customers that the case was now closed. 

C4C considered that the customer should always be given the opportunity to contest 

./0'208$6$!%'$,'./0:'(*0'%!.'6(.$6402'#$./'$.<

4.8   Benchmarking Review

4.9  C4C undertook benchmarking analysis and comparison markings with other social 

/!96$%&'"(%2"!*26<'?T?'9602';0%8/-(*P$%&'$%,!*-(.$!%',*!-'5!960-(*P'.!'8!-)(*0'

3/0,40"2'5!-06H'*069".6',!*'8!-)"($%.6'/(%2"$%&'(&($%6.'6$-$"(*'!*&(%$6(.$!%6<'>/0'

summary helped develop recommendations of areas to be reviewed in order to 

improve complaints satisfaction levels which should ultimately drive down complaints. 

 

 *!-'./0'69--(*:'#0'6(#'./(.'!9.'!,'E['!*&(%$6(.$!%6'#/!'*06)!%2027'3/0,40"2'/(2'

./0'F./'/$&/06.'%9-;0*'!,'%0#'8!-)"($%.6'CEF<[D')0*'Eccc'6.!8P<'Z./0*6'*(%&02',*!-'

E<`'.!'^T<JJ')0*'Eccc<'>!'(8/$0+0'./0'9))0*'-02$(%'./0'%9-;0*'#!9"2'/(+0'.!'*02980'

to 10 in 1000. 

 

3/0,40"2')"(802'J./'!9.'!,'e',!*'6)002'!,',9""'6.(&0'E'*06)!%607'(.'Ec<e'2(:67'#$./'./0'

_9$8P06.';0$%&'J'2(:6'(%2'./0'6"!#06.'E[<[\<'F`<Fa'!,'3/0,40"2'896.!-0*6'0L)*06602'

6(.$6,(8.$!%'#$./'8!-)"($%.'/(%2"$%&7'#/$8/')9.'./0-'^*2'!9.'!,'F'!*&(%$6(.$!%6< 

 

C4C used statistical analysis information from the complaints benchmarking summary 

2010/2011. See bibliography
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5. Budget review for the project 

?T?'#0*0'(""!8(.02'(';92&0.'!,'fF7ccc',!*'./0'29*(.$!%'!,'./0'68*9.$%:')*!I08.<'>/0'-!%0:'

was used to cover the costs of: 

U' Workshop venues

U' ?T?'-0-;0*'.*(+0"'0L)0%606'

U' Refreshments

U' ?!6.6',!*'69))!*.',*!-'./0'>AB3'-0%.!* 

C4C had a standing budget review agenda item at each meeting to discuss current spend 

(%2'*0+$0#02'./0'8!6.'$-)"$8(.$!%6',!*'(..0%2$%&'.*($%$%&'0+0%.6'(%2'8!%,0*0%806<'>/0'

&*!9)'($-02'#/0*0')!66$;"0'.!'4%2'#(:6'!,'-(P$%&'+("90',!*'-!%0:'208$6$!%6'#/0%'

considering the need to spend money throughout the life of the project.  

 

 !""#$%&'()(*+,(-$./(01%2#3(4"#$%5
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6. Learning and Development 

 !*'./$6'4*6.'68*9.$%:')*!I08.7'?T?'-0-;0*6'/(+0'9%20*.(P0%'2$,,0*$%&',!*-6'!,'"0(*%$%&'

(%2'20+0"!)-0%.<'>/060'$%8"920X 

U' V!*P6/!)6'g'./060'0%(;"02'./0'&*!9)'.!'"0(*%'.!'#!*P'.!&0./0*7'*0+$0#'

2!89-0%.6'(%2'4%2$%&6'&(./0*02',*!-'*0("$.:'8/08P67'(%27')*!+$202'(',!*9-'

for sharing of ideas for the way forward.

U' A*060%.(.$!%6',*!-'3/0,40"2'5!-06'6.(,,'$%8"92$%&X

 » 5!#'3/0,40"2'5!-06'(%2'./0'?!9%8$"'$6'6.*98.9*02

 » 5!#'./0'89**0%.'?!-)"($%.6'O(%(&0-0%.'3:6.0-'#!*P6'(%2'89**0%.'

complaints trends

 » Performance Reporting Information

U' >*($%$%&'+$6$.6'.!'!./0*'!*&(%$6(.$!%6'$%8"92$%&X

 » B'38*9.$%:'@+0%.'/0"2'(.'>*(,,!*2'5(""

 » B'5!960-(*P'10%8/-(*P$%&'0+0%.'$%'N0026

 » A*060%.(.$!%6',*!-'R(.0'S0#;!".'(.'>AB3'(;!9.'68*9.$%:

7. Conclusions 

7.1  3/0,40"2'5!-06'896.!-0*6'(%2')(*.%0*6'2!'%!.'(&*00'(;!9.'#/(.'('8!-)"($%.'6/!9"2'

be.

7.2   Customers are not always clear who will deal with their complaint and how their 

complaint will be dealt with.

7.3  '3/0,40"2'5!-06'(*0'-$66$%&'!))!*.9%$.$06'.!'20("'#$./'"!#'"0+0"'G&*9-;"06H';0,!*0'

they get bigger this incurs more time and resources in addition to lower customer 

satisfaction.

7.4  '>/0'8!-)"($%.6')*!8066';08!-06'.!!',!*-("7'.!!'_9$8P":<

7.5  '>/0*0'(*0'.!!'-(%:'"0+0"6'$%'./0'8!-)"($%.6')*!8066<

7.6  It does not always communicate effectively in-house.

7.7  It does not always communicate clearly with the customer.

7.8  ?!--9%$8(.$!%'$%.0*%("":'(%2'0L.0*%("":'$6')!!*'g')(*.$89"(*":'#$./'(%2',*!-'R$0*<
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7.9  >/0*0'$6'$%8!%6$6.0%8:'$%'8!--9%$8(.$!%6';0.#00%'ED'3/0,40"2'5!-06'6.(,,'(%2'

896.!-0*67'[D'3/0,40"2'5!-06'6.(,,'(%2'R$0*'(%2'^D'R$0*'(%2'896.!-0*6<

7.10  Complaints are sometimes closed without involving the customer.

7.11  3/0,40"2'5!-06'2!'%!.'*!9.$%0":')*!2980'('G"0(*%$%&'*0)!*.H'6/!#$%&'#/(.'./0:'/(+0'

learned from complaints.

7.12  Learning from complaints is not fed back to customers.

7.13  3/0,40"2'5!-06'2!'%!.';0%04.',*!-'"$6.0%$%&'.!'./0'8(""';(8P'69*+0:6'-(20';:'

Viewpoint.

7.14  =0)($*6'(*0'./0';$&&06.'(*0('!,'8!-)"($%.6',!*'3/0,40"2'5!-06<

7.15  >/0'"0..0*6'60%.'.!'896.!-0*6'(*0'$%8!%6$6.0%.'$%'./0$*'_9("$.:7'.!%07'&*(--(*''

and spelling.

7.16  V$./'$-)*!+0-0%.6'.!'8!-)"($%.6'/(%2"$%&'(%2'896.!-0*'8(*07'./$6'6/!9"2'600'('*$60'

in morale as staff gain a better understanding of how complaints are handled and 

;0%04.',*!-'('6.*0(-"$%02')*!8066',!*'20("$%&'#$./'./0-'(%2'8/08P$%&'!%'('6$%&"0'K>'

system.

7.17  All staff will need to have a ‘can help attitude’ to assist customers to resolve  

8!-)"($%.6'(.'4*6.'8/(%807';9.'$,'9%(;"0'.!'./0%'$.'6/!9"2'&!'.!'('608!%2'6.(&0'!*'('

202$8(.02'896.!-0*'8!-)"($%.6'!,480*<

7.18  B""'6.(,,'6/!9"2';0'-(20'(#(*0'!,'./0'%0#'8!-)"($%.6'/(%2"$%&'6:6.0-<'>/0'

complaints new team handlers would need to be given adequate training in:

U' Dealing with complaints – varying kinds

U' V*$.$%&'*06)!%60'"0..0*6'.!'?!9%8$""!*6'h'OAH6

U' Producing in-house style templates for response letters to customers

U' Understanding of housing policy

8.0  Recommendations

K%'"$%0'#$./'./0'8!%8"96$!%6'-(20'$%'608.$!%'e<c'!,'./$6'*0)!*.7'B))0%2$L'`'60.6'!9.'8"0(*":'

./0'*08!--0%2(.$!%6'./(.'?T?'/(+0'(&*002<'>/$6',!*-(.'/(6';00%'(&*002'.!'0%69*0'./(.'

./0*0'$6'("$&%-0%.'.!'!9*'I92&0-0%.67'.!'6/!#'./0'0+$20%80W;(60',!*'0(8/'I92&0-0%.'

-(20'(%2'./0'*0"0+(%80'(%2'$-)(8.',!*'3/0,40"2'5!-06H'896.!-0*6<
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