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Introduction

The Complaints Panel (CP) is a strategic resident body which will support and
contribute to delivering on the requirements of the Housing Ombudsman’s
Complaint Handling Code. The CP will work in partnership with TCH to hold
us accountable and to ensure we are always improving the customer
experience by listening and learning from complaints.

It is proposed that the CP will meet up 4 times per year

Role of the Complaints Panel (CP)

The role of the CP, which will be further defined together with members, will be to
complement and support the function of the Complaints and Feedback team by
bringing the resident perspective to:

Quarterly reviews of complaint trends and improvements

Review the tone and effectiveness of our complaint communication.

Review the ease and accessibility of the complaints process for all residents,
with a particular focus on equality and diversity.

Review the complaints procedure.

Review service standards in relation to complaints and if these are being met.
Identify complaint trends and themes and ways we can ‘put things right’ by
listening and learning from resident complaints.

Review performance with a focus on satisfaction, TSM’s and reality checks.
Participate in our annual self-assessment against the Complaint Handling
Code.

Membership and Chair
Membership of the CP:

There will be between 5 and 9 members.

Membership of the CP will aim to reflect the profile, tenure and geographic
dispersion of TCH to ensure a representative voice.

A Chair and Vice-Chair will be elected annually by the CP from amongst its
members.

The Chair will be co-opted onto the Residents Voice Panel.



Any TCH’ resident may apply to be a member of the CP as long as they are
over the age of 16 and not a staff member or not in breach of their
tenancy/lease agreement with TCH or subject to any civil or legal action which
may have an adverse impact on the reputation of the CP or TCH.

CP members will receive out of pocket expenses (see resident engagement
expenses policy).

Members will be recruited using a pre-determined recruitment process.

Terms of office will be for three years, which will be renewable for a maximum
of two terms of service. The first 6 months (or a further defined period where a
member is not yet achieving the desired competencies) will be on a
probationary basis.

Member attendance at CP meetings will be monitored and sustained /
repeated absence could lead to de-selection.

There will be no two members from the same household or family.

Support from TCH

TCH is committed to supporting the CP and individual members. As such all
members will have access to:

An initial induction training programme.

Annual appraisals.

An ongoing programme of support and training.

Administrative support will be provided by the Complaints & Feedback or
Resident Engagement Teams.

TCH will also provide designated staff support, including accountable service
area leads, to work with the CP.



