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1. Scope and Objectives 

Scrutiny Area Complaints Service  
 

Scrutiny Objectives To work on behalf of tenants and in partnership with staff to ensure that the services provided by 
The Community Housing Group are tenant focused, are delivered to a high standard and represent 
value for money. 
To provide assurance that the complaints procedure is operating effectively and in line with current 
standards and performance targets. 

Scope of the review  

 

Examination of current policies and procedure 
Customer feedback 
Performance against targets  
 

 

Milestone Target Date Actual Date 

   

Presentation on overview of 
service and scoping  

10th April 2017 10th April 20107 

Desk top review of 
performance, policy and 
procedure. 

8th May 2017 
 
 

8th May 2017 
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Milestone Target Date Actual Date 

   

Scoping of tasks for 
Customer Inspectors    

May 2017 
Delayed following recommendation that Customer 
Inspectors complete on- line Data Protection 
training prior to carrying out further tasks  

8th August 20107 

Review of complaint 
outcomes/lessons 
learned/trends  

5th June 2017 5th June 2017 

Interim progress meeting with 
service leads  

3rd July 2017 3rd July 2017 

Meeting to agree content of 
Audit report 

11th September 2017  11th September 2017 

Draft report circulated to 
members 

18th September 2017 18th September 2017 

Meeting to discuss 
amendments to the  Audit 
report  

10th October 2017 10th October 2017 

Report circulated for 
management responses  

26th October 2017 26th October 2017 

Management responses 
circulated to Committee 
Members  

11th November 2018 11th November 2017 

Member queries back to 
Managers  

5th December  5th December  

Report sign off  19th January 2018  
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2. Overview – Complaints Procedure  
 
 
The complaints procedure is in place to ensure all customers of the Group, have a formal mechanism to respond to complaints. 
 
This is centrally administered but the ethos of the policy / procedure being that anyone can deal with customer dis-satisfaction.  In 
practice, complaints are still handled by a smaller group of staff but with this – there should be greater consistency of response. 
 
Reports are provided regularly to Committee on complaint handling performance & upheld complaints. A wider range is also 
available for all colleagues on the internal Intranet system (SharePoint). Our complaint handling performance is also shown within 
our service standards performance measures, on our website. 
 
Additionally, a short review of areas or procedures that we have changed as a result of customer feedback is usually incorporated 
in our Annual Report to Tenants. 
 
Our expectations from the complaints procedure is that we do the following to ensure good customer service. 
 

•         Record all complaints received 
•         Aim to put things right quickly for the customer, to their satisfaction wherever possible 
•         Keep customers informed of the progress of their complaint and the result of the investigation and the proposed way 

forward 
•         Learn from each complaint, to continually improve performance and customer relations  
•         Stay customer focused and committed to delivering an excellent service. 
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3. Detailed Scrutiny Findings 

Through Q1, 2, 3, and 4, 2016/17 and Q1 2017/18 the target for responding to complaints (95%) has consistently not been met.  
The underlying reason for this is not clear. The Committee considers that continued failure to meet the target should have been 
addressed promptly to understand the cause and take appropriate steps to find a solution. In a peer comparison it was noted that 
response times for other Registered Providers for stage 1 complaints vary from 3 days to 30 days in comparison to TCHG’s 5 days, 
with the majority being 10 days from receiving a complaint to resolution.  There are also different targets set for acknowledging 
complaints and resolving complaints. Some acknowledgements are within 1 day particularly when logged through websites when 
an automatic electronic acknowledgment is triggered.   

A high number of upheld complaints had no learning outcomes or actions recorded against them which members considered to be 
unacceptable. The Committees view is that if it has been accepted that something has gone wrong it would seem logical to assume 
that some course of action or intervention would be required to prevent a reoccurrence.    

Conversely, learning actions were recorded for some complaints not upheld. This is considered positive and demonstrates that 
customer comments were being used positively and have resulted in a change being made. 

A number of communications logged as formal complaints were not considered to be complaints. From the information made 
available to the Committee, it is apparent that requests for services and challenges to current policies and procedures are being 
recorded as complaints which provide inaccurate data.  

Collection of customer satisfaction information is weak in comparison to the number of complaints received and upheld and needs 
to be better captured to understand the customer experience.   
 
Q1-Q4 2016/17-     98 Complaints upheld      5 Satisfaction surveys completed 
Q1-Q2 2017/18      33 Complaints upheld       0 Satisfaction surveys completed 
 
The procedure allows for all staff across the organisation to log complaints. This approach enables customers to access the service 
through one contact point either via email, website, in person or through the Customer Service Centre. However, this does raise 
concerns regarding overall accountability for delivering the service.  Although performance is logged electronically on Resolve 
which is a computer system, learning outcomes, any procedural changes resulting from complaints, patterns and trends are not 
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being robustly recorded and monitored meaning that feedback is not being used effectively to improve services or the customer 
experience. 
 
Responsibility for ensuring that complaints are responded to within timescale is not clear. The Customer Service Centre Manager 
currently checks and chases response against a report produced through Resolve. However, the process for monitoring 
performance is not included in the current policy or procedure.      
 
         
Strengths and Areas for improvement 

Strengths 

All staff can receive and log a complaint which from a customer perspective is positive and means that they are not required to 
have multiple contacts with the organisation. 

The complaints process is accessible through a variety of means including the website and email providing 24 hour access to the 
service. 

Areas for Improvement 

Response times for acknowledging and resolving complaints needs to be improved to within target.  

More robust monitoring of customer satisfaction is required 

Ownership of the process across the Group is required to ensure accountability 

More robust analysis of learning outcomes, patterns and trends is required to drive service improvements  

Improved communication with complainants throughout the process may result in increased customer satisfaction  
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  4. Recommendations 

Observation Recommendations Management Response Target/ 
Responsibility 

 

The target for responding and 
resolving complaints within 5 days 
(95%) is consistently not being 
met. The reason for this is not 
clear but it is concerning that this 
has not been addressed.  
 

Further analysis to be carried 
out to identify the underlying 
cause for this service failure. 
Once this is properly 
understood it may be 
appropriate to review the 
response times for both 
acknowledgement and 
resolution of complaints but 
only if there is sufficient 
evidence to demonstrate that 
the current target is too 
challenging. 

Colleagues in Business Support have 
been asked to provide a more detailed 
report breaking complaints down by: 
 

a) team showing number received 
b) response within target time  
c) outcomes (upheld, stage 2, not 

upheld 
 

 
Andy Willetts 
January 2018  
 
 
 
 

Following the internal audit of Customer 
Satisfaction we have carried out a peer 
comparison and benchmarking to review 
our target times. 
Our current target for resolution (5 days) 
is very challenging compared to other 
organisations and this has a negative 
impact on performance. It is therefore 
proposed that for a 12 month period 
while the procedure is being reviewed 
that targets are revised; 10 days for a 
stage 1 resolution and 15 for a stage 2 
resolution.  
As part of the procedure review new 
response times for acknowledgement of 
complaints will be confirmed and will 
reflect the different reporting options i.e. 

 
Nick Parker  
February 2018 
 
Completed  
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email, MY Account and letter.   
   

There is currently a lack of robust 
oversight of complaints across the 
Group leading to a lack of 
accountability.   
The current policy and procedure 
do not explain how the overall 
process is managed and where 
responsibility lies. 
Complaints are monitored through 
Resolve (computer system) but 
responsibility for monitoring 
performance is not clear.  
 

Better monitoring through a 
central team/individual with 
designated responsibility for 
ensuring targets are met.  

As part of review Complaint Procedure 
(see above) we will ensure that there 
are clearer lines of responsibility and 
reporting. 

 
Nick Parker  
March 2018 
Completed  

As part of changes within The Group 
new Performance Group is being 
established to bring responsible 
operational managers together once a 
month to focus on collective 
responsibility to deliver fist class 
customer service.  The Performance 
Group will look at customer satisfaction 
feedback, complaints (themes and 
learning points), and operational key 
performance information.  The focus will 
be on identifying opportunities for 
service improvements and implementing 
changes.    

Mel Bailey 
(Customer Service 
Centre)  
March 2018 
Completed 

Linked directly to the point above. 
There is no central analysis of 
data relating to lessons learned or 
identifying patterns and trends. 
This feedback is considered 
important as it may impact on 
more than one team or department 

This reinforces the need for 
complaints to be monitored 
through a designated 
team/person to ensure a 
consistent and objective 
approach across the Group.  

At each monthly meeting of the  
Performance Group (see above), 
Managers will be expected to share 
short summary reports on complaints 
received for their service, outcomes and 
learning points      

Mel Bailey  
(Customer Service 
Centre)  
March 2018 
Completed  
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across the group. 
 
 

In July 2017 a separate procedure 
was introduced for ‘Repeated 
Complaints’. The Committee does 
not consider a stand-alone 
procedure is required and this 
should be included as part of the 
existing procedure. 

 Update the existing 
procedure to ensure the 
process for repeated 
complaints is included.  

Response of Panel noted and will be 
considered when reviewing 
Complements, Comments and 
Complaints procedure.  

Nick Parker  
March 2018 
Completed 
 

The procedure, while explaining 
the process for complainants is not 
robust in clarifying roles and 
responsibilities for delivering the 
service internally. 

Review the procedure to 
ensure that the process 
including accountability and 
authority to oversee and 
manage the process is clearly 
mapped out. 

See above comment on monthly 
meeting of Performance Group. 
In reviewing the Procedure, we will map 
out the responsibility of Managers to 
provide summary reports on complaints 
received for their service and the 
outcomes and learning points and share 
these at Meeting. 
The Performance Group will also review 
performance against targets for 
responses. 
Minutes of Performance Group will be 
shared with Operational Directors (who 
will have open invite to meetings) so 
they are aware and can intervene if 
there are repeated service failures or 
not meeting targets. 

Mel Bailey  
(Customer Service 
Centre)  
March 2018 
 
Completed 
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Feedback from complainants 
indicates that reference numbers 
and contact officer details are not 
being given at the point of 
reporting which is stated in the 
procedure.  
. 
Whether a complaint is upheld or 
not the complainant should always 
be told of any changes that have 
been made as a result of their 
complaint/comment. 
 

Communication with 
complainants throughout the 
process needs to be 
improved and this needs to 
be closely monitored. 
The Committee would 
suggest that the current 
satisfaction surveys are 
reviewed and align to the 
procedure to capture 
performance against targets 
and statements of intent. 
  

 
Committee comments are noted and will 
be included in review of procedure  

 
Nick Parker  
March 2018 
Completed  

The Committee considers the 
process for awarding the £10 
discretionary payment confusing 
and feel that this is not necessary 
and adds nothing to the 
complaints process or to customer 
satisfaction. 
Complaints are upheld or not 
upheld and therefore payments 
are not required unless there is 
proven negligence and 
compensation would then be 
considered. 

Review as part of the scrutiny 
process. 
 

 
Committee comments are noted and will 
be included in review of procedure  

 
Nick Parker  
March 2018 
 
Completed 

There are a very low number of 
satisfaction surveys 
recorded/returned for complaints 

Review process for obtaining 
survey results or adopt a 
more pro- active approach to 

Approach and methodology to be 
reviewed to encourage a higher 
response rate for complaints. 

April 2018 
In Progress 
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upheld.  
These surveys ask complainants 
for their views of the process and 
should be used to inform the 
process and improve the customer 
journey 

ensure that feedback is 
received and used effectively. 

 
Note: - A review of our customer 
satisfaction framework & requirements 
is currently underway. 
Once requirements identified, including 
complaints feedback, these will be 
packaged and put out for tender. 
 
Timescales to have new arrangements 
in place may be impacted on through 
selection and evaluation of a suitable 
provider.  
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Additional Comments  

 
The Tenant Scrutiny Committee work on Complaints is appreciated and identifies several areas for improvement to ensure that 
Complaints across the Group are managed consistently, within agreed targets and that ‘we’ learn from complaints.   
 
Alongside this Scrutiny exercise there has been an Internal Audit of TCHG Customer Services.  We will use results of both these 
Audits to inform a review of the Complements, Comments and Complaints Procedure.  At the same time we are working to 
enhance the level of service from our Customer Service Centre and refocus Operational Managers on maintaining high levels of 
customer satisfaction and acting quickly where operational performance is below expected targets. 
 
Tenants are thanked for their work on this report 
 
Nick Parker     Andy Willets  
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Date report approved  

 

19th January 2018 

 
Scrutiny Committee Chair - Monika Boehmer 

 

  

Lead Director – Nick Parker 

 

Nick Parker  

 


