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Complaints Panel

24 July 2025 2025 6.00pm — 7.30pm via MS Teams

Minutes
Attendance:
Dawn
Andrew Greenwell, Customer Feedback and Information Manager, TCH
Sarah Tickner, Resident Engagement Manager, TCH.
Apologies:

Janet

1 Welcome, introduction for new members and minutes from last meeting

1.1 | ST acknowledged the lack of attendance this evening (was expecting four
residents) and will reach out to members. Dawn confirmed she was happy to
continue.

1.2
AG confirmed that the transactional survey questions reviewed and revised by
the Panel at their first meeting in March 2025 went live at start of July 2025.
Andrew will be able to bring performance information from these new
questions to the next meeting in September 2025.

1.3
DS asked if we would share the impact the Complaints Panel were/are
making in the newsletter. AG and ST confirmed that this was the intention.
That we like to do this to acknowledge the work of the panel, because we
value what the panel does and also because it can act as encouragement for
others to get involved. We call these articles You Said, We’re Doing and will
share this with Dawn once written.

1.4
ST asked DS on how she found the amount of supporting papers with the
agenda for this meeting, sharing concerns that it felt lot on this occasion. DS
agreed that it looked a lot but was in fact manageable. We agreed to keep
reflecting on how we enable members to be involved with all the information
whilst considering the potential overwhelm some of this information can risk.

2 Complaints Self-Assessment

AG explained All landlords must complete an annual self-assessment against
the Ombudsman’s Complaint Handling Code alongside a Performance and
Service Improvement Report. The self-assessment is to ensure that a




landlord’s policies and processes meet the requirements of the Housing
Ombudsman, and the performance report reflects on our performance in the
previous financial year. Both documents are submitted to TCH’s Board for
review and comment before publishing on our website and submitting to the
Ombudsman.

As part of this, we would like you, the Complaints Panel, to be a part of this
review and provide some commentary on both documents please. This can
be included in the boards review and subsequent commentary that is
published on our website alongside the reports.

AG explained that going forward we will work out an annual timeline for the
self-assessment review process, acknowledging that the delay in the June
Complaints Panel meeting and the Ombudsman changing its timeframe for
compliance has enabled the conversation to come to the new Complaints
Panel now.

The following conversation was had:

Question 1: Did anything stand out in the self-assessment as untoward or
unclear?

Response 1: no, however it is a lot, some of it is repetitive and can see it is
led by the Ombudsman.

Question 2: What did you think of the Performance Report?

Response 2:

Would be interested to see 2024-2025 information because anticipate it is
worse, particularly in the level of compensation. Which would be
disappointing. However, can also see that this figure would be small when
considered over the number of homes TCH has.

Doesn’t think the report reflects how much is captured informally at “low level
noise” and resolves dissatisfaction before it becomes a complaint.

Also want to acknowledge that there are some contributing factors to
complaints which are out of TCH’s hands. For example, sometimes tenants’
behaviour can impact others, overcrowding can be an issue and old homes
with damp and mould can be challenging.

A positive is that the performance information shows a nice gap between
Stage 1 and Stage 2 complaints and presumably this means TCH are
resolving more at Stage 1.

Would also consider that the number of complaints isn’t that bad when
dividing them by the total number of homes TCH has, so does not feel so bad.

It is interesting that July, August and September 2024 has the highest number
of Stage 2 complaints. AG acknowledged that this was the same pattern as
last year too.

The running theme to everything is Communication and believes that element
(the not knowing due to a lack of communication) which escalates everything.




Question 3: Any views on the Lessons Learnt section?

Response 3:
Feels that the Complaints Panel is a good move to include the resident voice.

Thinks TCH needs more control over the sub-contractors (kindly shared an
example with us about recently bathroom and kitchen replacement which we
shall pick up with the service area manager outside of this meeting).

A review of the complaint’s induction training guide for TCH staff.

As explained the beginning of the training process is an induction/introduction
to the complaint framework. A key feature we want to ensure we get across
from the beginning is customer care and wanted to discuss with the Panel any
ideas for building in the resident voice into the training.

DS shared the following insight as to how it feels for residents.

“TCH’s property is my home. It is where | have brought two of my children
home from the hospital when they were born. It is more than bricks and
mortar, it is where | live and where | raise my family. | want TCH staff to value
it as our home”.

DS views the relationship between TCH and resident as a stewardship.

Dawn also shared that residents also ‘know’ at the first point of
communication about a complaint if there are faced with a ‘fix or fight’
situation. In some cases there is a want to listen and to fix where people
acknowledge feelings and follows through on their promise of good
communication. There then there is the ‘fight’ side where the office presents
as defensive and doesn’t communicate adequately.

One idea is to build in the subject of communication frequency at
acknowledgement stage and for that to be included in the formal
acknowledgement letter.

DS said she would be happy to feature in a video clip for staff training on
complaints. AG and ST to reach out to other Panel members too.




