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Attendance

Dawn

Mariana

Andrew Greenwell, Customer Feedback and Information Manager
Sarah Tickner, Resident Engagement Manager

Apologies

Welcome and the ‘why’ behind the new Complaints Panel

Thank you so much for being interested in this panel. Our aim is to define and
agree together the final terms of reference outlining the purpose of this panel.
However, that said, our aspiration is to work with residents to review and
continually improve our complaints process. We would like to hold quarterly
conversations with regular panel members (like one long focus group) who can
obkectively act as our critical friend.

Action

Introduction to the complaints process

Andrew talked through TCH’s complaints process and the role of the Ombudsman
and the Ombudsman’s Complaint Handling Code.

TCH’s policy is designed to reflect the Complaint Handling Code.

Stage 1

- Log and acknowledge in 5 workings days
- 10 working days then to provide an outcome to the complaint (from
acknowlegement).

Stage 2

- Log and acknowledge in 5 working days

- 20 working days to then provide an outcome to the complaint (from
acknowlegement)

- Can extend by an additional 20 working days.

Complaints responses are given at the point we have answers to the complaint
and not once the situation has been resolved.




TCH report performance against timescales.

Once we have an outcome to a complaint the complaint handler should be calling
and talking/explaining the outcome of the complaint through with the complainant.

We consider these conversations important, we want to build confidence so the
resident will come back and use the service again should they need to.

Reviewing and improving the complaints process
a) Open dialogue exploring what you think of it

Feedback provided included:

- People are not initially sure what to do/how to make a complaint.

- People are not sure what to accept as an outcome of a complaint.

- feels complaints was good but it has now done down hill

- lack of clarity generally around what is resident responsibility verses what is
landlord responsibility.

- Call waiting times for getting through are too high, by the time you get
through peoples emotions are heightened from waiting and more
antagonistic then they want to be as a result.

- Communication breakdown — residents want to be taken seriously and
therefore the process if almost more important than the outcome.

- Feels communication is good until it goes to the back office (leaves
customer services or complaints team)

- Would like to review the whole process.

- Thinks there must be digital barriers for some people

- Would like one point of contact for consistency

- No connection between TCH and tenant

- Some people think they are making a complaint but it is not taken as that
and later find out it was logged as an informal enquiry.

b) Discussion on which satisfaction survey questions would be best to
implement for the service

We are finding that we are not asking the right questions when doing satisfaction
surveys of a residents experience with the complaints service. We are finding that
instead of answer the questions about how their complaint was handled they are
answering it based on the outcome of their complaint.

Members reviewed current TCH questions and Peabody questions and
considered the way questions were asked and the order in which they were asked
to help focus the resident.

Members created a hybrid version of the Peabody and TCH current questions for
us to test.

The draft new satisfaction survey questions will be sent with these notes for your
final review. Thank you so much for your work on this.




Agreed the topic of communication would be a future agenda item
Agreed to share draft satisfaction survey questions with members for final
sign off

Agreed to share dates for future meetings so they can be confirmed




