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Executive Summary 

Th is  is  the  second  Customer  Vo ice  and  Expe r ience  Repor t  to  be  

p resen ted  to  the  Commi t tee .  Th e  repo r t  i nc ludes  in fo rmat ion  

re la t ing  to  qua r te r  4  and  the  fu l l  yea r  2024/25 .  

The  ma in  p r io r i t i es  in  the  las t  qua r te r  have  been to  f ina l ise  and  

launch  the  new Customer  Vo ice  S t ra tegy  –  de ta i led  a t  Sect ion  1  

o f  the  repor t ,  and  to  con t inue  to  i mprove  compla in t  pe r fo rmance .  
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Pos i t i ve ly  100% o f  comp la in t s  have  now been responded  to  in  

ta rge t  eve ry  mon th  s ince  November  2024.  Comp la in t s  de ta i l  and  

improvemen t  ac t ions  inc lud ing  EDI  impacts  a re  shown a t  Sect ion 

2 .  

The  repo r t  a lso  con ta ins  a  b reakdown o f  Customer  Sa t i s fac t ion  

and  feedback  and  EDI  impacts  w i th  ac t ions  be ing  taken  to  address  

any  issues  a t  Sect ion  3 .  

Recommendations 

I t  i s  recommended t ha t  the  Commi t tee :  

1 .  Discusses  and comments  on  the  in fo rma t ion  in  the  repo r t .   

2 .  Notes  tha t  a  d ra f t  rev i sed  Customer  Compensat ion  Po l icy  

w i l l  be  p resen ted  to  the  November  meet ing  o f  Commi t tee  fo r  

cons ide ra t ion  and  approva l .  

1. Customer Voice Strategy Update   

1.1  The  2025-2028 Customer  Vo ice  S t ra tegy  was app roved  in  

p r inc ip le  by  Peop le  and  P laces  Commi t tee  a t  i t s  11  

Feb rua ry  2025  meet ing .   

1 .2  F ina l  s ign  o f f  was de lega ted  to  Dav id  Hampton  who worked  

w i th  the  Cus tomer  Invo lvement  Manager  to  incorpora te  the  

changes d iscussed a t  t he  Commi t tee  mee t ing .   



S o u t h w a y  H o u s i n g  T r u s t  –  P e o p l e  &  P l a c e s  C o m m i t t e e  –  2 0  M a y  2 0 2 5  –  A g e n d a  I t e m  7  
 

P a g e  3  o f  2 3  
 

1.3  The  S t ra tegy  has  been  des igned us ing  the  new b rand ing  

and  launched on  the  webs i te  and  v ia  soc ia l  med ia .  I t  i s  a l so  

fea tu red  in  Southway  Sto r ies  w i th  the  a r t i c le  de ta i l ing  some 

o f  the  oppo r tun i t ies  to  ge t  invo lved  and  a  request  to  

cus tomers  to  cons ide r  do in g  so .  

1 .4  A  copy  o f  the  S t ra tegy  has  been sen t  to  a l l  cus tomers  who 

commented  on  i t s  p roduct ion  and  o ther  invo lved  cus tomers  

w i th  an  inv i ta t ion  to  jo in  a  new Customer  Vo ice  Pane l  to  

ove rsee  the  de l i ve ry  o f  the  S t ra tegy  and  Act ion  P lan .  To  

da te  n ine  cus tomers  have  ag reed  to  par t i c ipa te  e i the r  by  

a t tend ing  face  to  face  mee t ings  o r  v ia  emai l .   

1 .5  An  Ac t ion  P lan  has  been  deve loped  and  sen t  to  the  n ine  

cus tomers  fo r  comment ,  and  th i s  w i l l  be  rev iewed qua r te r ly  

by  the  Customer  Vo ice  Pane l .  An  upda te  w i l l  a l so  be  

p rov ided  th rough th i s  repo r t  to  each  Commi t tee  meet ing .   

1 .6  Cop ies  o f  the  S t ra tegy  have  been le f t  in  communi ty  cen t res  

and  doc to rs  su rger ies /hea l th  cen t res  ac ross  the  Southway  

a rea .   

1 .7  Q1  cus tomer  invo lvement  ac t iv i t y  inc ludes :  

•  Launch  o f  the  new Cus tomer  Vo ice  S t ra tegy  on  the  

webs i te  and  soc ia l  med ia .  
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•  Doo r  knock ing ,  te lephone  ca l ls  and  a t tendance  a t  Cosy  

Mondays  to  ga ther  genera l  feedback ,  p romote  the  new 

St ra tegy  and  encou rage  pa r t ic ipa t ion .  

•  P resen ta t ion  o f  the  Tenan t  Sa t i s fac t ion  Measu res  (TSMs)  

Ac t ion  P lan  to  the  Tenan t  Scru t iny  Pane l .  The  Pane l  w i l l  

be  ove rsee ing  the  de l ive ry  o f  the  Ac t ion  P lan  and  

rev iew ing  quar te r ly  resu l t s  o f  the  TSMs.  

•  A  mock  in te rv iew he ld  w i th  the  Tenan t  Scru t iny  Pane l  by  

consu l tan ts .  

•  Obse rva t ion  o f  a  Sc ru t iny  meet ing  and  an  in te rv iew by  the  

Regu la to r .  

•  Meet ings  o f  the  Repa i rs  (21 .05 ) ,  An t i -Soc ia l  Behav iou r  

(04 .05)  and  Compla in ts  ( 12 .06 )  Se rv i ce  Improvement  

Groups  (S IGs) .   

•  The  fo rm ing  o f  two  new SIGS;  Asse ts  and  Customer  

Access .  F i rs t  meet ings  to  be  he ld  in  quar te r  2 .  

1 .8  The  S t ra tegy  s ta tes  tha t  i t s  success fu l  de l ive ry  w i l l  be  

ach ieved  by  meet ing  the  ta rge ts  se t  w i th in  i t .  By  2028:  

Targe t  End of  2024/25  Posi t ion  

At  leas t  75% o f  cus tomers  w i l l  
say  tha t  we  l i s ten  to  the i r  
v iews and  ac t  upon  them  

60% 

At  l eas t  75% o f  cus tomers  w i l l  
say  tha t  we  keep them 

71% 
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i n fo rmed about  th ings  tha t  
mat te r  to  them  

At  l eas t  85% o f  cus tomers  w i l l  
say  tha t  we  t rea t  them fa i r l y  
and  w i th  respect  

76% 

At  l eas t  70% o f  cus tomers  w i l l  
be  sa t i s f ied  w i th  ou r  approach  
to  hand l ing  compla in t s  

32% 

At  l eas t  100  cus tomers  w i l l  
have  d i rec t l y  in f luenced 
serv ices ,  po l i c ies  and  
dec is ion  mak ing  

46  

 

2. Complaints Performance  

2.1  The re  has  been s ign i f i can t ly  improved  comp la in t s  

pe r fo rmance  s ince  the  in t roduc t ion  o f  the  ded ica ted  

Cus tomer  Expe r ience  Team ,  as  shown in  the  tab le  be low:  

 

2 .2  As  can  be  seen  in  the  tab le  comp la in t  vo lumes a re  

con t inu ing  to  r i se  a t  an  unpreceden ted  ra te .  In  2024/25  

S tage  1  comp la in ts  inc reased by  204%  and Stage  2s  by  

Quar te r  Number  o f  

S tage 1  

% 

Comple ted  

in  t ime  

Number  o f  

S tage 2  

% 

Comple ted  

in  t ime  

Q1 24 /25  92  66% 11  91% 

Q2  24 /25  96  67% 23  78% 

Q3  24 /25  93  84% 19  100% 

Q4  24 /25  144  100% 29  100% 

Tota l  425  83% 82  92% 
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134% f rom the  p rev ious  yea r .  Th is  t rend  has  no t  reduced in  

Q1  to  da te .  

2 .3  Anecdota l l y  o the r  p rov ide rs  have  adv ised  they  a re  

expe r ienc ing  the  same inc rease ,  and  we  a re  now 

benchmark ing  w i th  o the r  p rov iders .   

2 .4  In  te rms  o f  t he  TSM resu l ts  on  comp la in t s  pe r fo rmance  we 

have  benchmarked  w i th  GMHP and  have  moved f rom four th  

qua r t i le  to  th i rd  Quar t i le  on  S tage  1  comp la in ts  pe r fo rmance 

and  f rom fou r th  Quar t i le  t o  second  Quar t i le  on  S tage  2s .   

2 .5  Wh i l s t  the re  has  been  a  s ign i f i can t  inc rease  in  compla in t  

vo lumes,  the  percen tage  o f  comp la in t s  esca la t ing  to  S tage  

2  reduced  by  5 .1% ind ica t ing  an  improvement  in  the  qua l i t y  

o f  S tage  1  comp la in t  hand l ing .   

2 .6  The  most  common cause  c i t ed  fo r  comp la in t s  is  De lays  and  

Communica t ion .  Th is  accounted  fo r  250  (60%) o f  S tage  1  

compla in ts  and  48  (58%) S tage  2  comp la in t s .   

2 .7  As  the  h ighes t  vo lume t ransac t iona l  a rea  P rope r t y  Serv i ces  

rece ived  the  la rges t  p ropo r t ion  o f  comp la in t s  in  th i s  

ca tego ry  a t  bo th  S tage  1  (192  –  46%)  and  S tage  2  (28  –  

34%) .  We have  a  des igna ted  Customer  Expe r ience  

Spec ia l i s t  who  meets  week ly  w i th  the  Repa i rs  Management  

Team and  the  team rou t ine ly  do  jo in t  v is i t s  w i th  Repa i rs  

Managers  to  cus tomers ’  homes on  more  complex  i ssues .   
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2.8  F rom 1 s t  June  iden t i f i ca t ion  o f  Lessons Lea rned  is  

manda to ry  on  a l l  pa r t  o r  fu l l y  uphe ld  comp la in ts  i n  th i s  

a rea .  

  Improvement  Ac t ions  

2.9  The  team has  imp lemented  seve ra l  improvemen ts  s ince  the  

las t  repo r t :  

•  A  case -managemen t  app roach  where  Customer  

Expe r ience  Spec ia l is t s  pe rsona l l y  manage  seve ra l  l i ve  

compla in ts  wh i ls t  a lso  p rov id ing  suppo r t  and  qua l i t y -

check ing  fo r  a l l  S tage  1  responses .  The  a im i s  to  

ach ieve  a  cons is ten t  and  qua l i t y  s tanda rd  o f  response .  

•  U t i l i s ing  the  5  work ing  day  t r i age  pe r iod  in  l ine  w i th  the  

Compla in ts  Hand l ing  Po l i cy  to  iden t i f y  requests  tha t  do  

no t  meet  the  c r i te r ia  to  be  dea l t  w i th  as  fo rma l  

compla in ts  (such  as  serv ice  requests ) .  Th is  shou ld  

reduce  the  number  o f  con tac ts  tha t  become compla in ts  

and  enab le  us  to  dea l  w i th  se rv i ce  requests  more  

qu ick ly .  

•  Imp lement ing  a  “Fas t  F ix ”  p rocess  where  some 

compla in ts  a re  dea l t  w i th  ve ry  qu ick l y  du r ing  the  5 -day  

t r iage  pe r iod .  An  example  wou ld  be  a  fa i led  

appo in tment  whe re  we  can  apo log ise  and  o f fe r  a  
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reso lu t ion .  These  a re  s t i l l  logged a s  S tage  1  

compla in ts ,  so  da ta  and  lessons lea rned  a re  cap tu red .   

2 .10  Dur ing  Q4  we  a lso  s ta r ted  cap tu r ing  lessons lea rned  f rom 

compla in ts  in  the  sys tem (we have  a lways  acknowledged  

these  in  comp la in t  responses  bu t  now have  a  more  fo rma l  

p rocess ) .  We logged  70  lessons learned  a t  t he  end  o f  Q4 ,  

49  were  f rom Stage  1  and  21  f rom Stage  2 .   

2 .11  59% o f  lessons  lea rned  were  a round commun ica t ion  wh ich  

a l igns  w i th  comp la in t  themes ,  the  second h ighest  was  s ta f f  

behav iou r  wh ich  accoun ted  fo r  11% o f  the  lessons learned .  

2 .12  A  month ly  exe rc i se  i s  now be ing  pu t  in  p lace  to  ensure  we 

a re  ac t ion ing  the  lea rn ings  to  reduce  repeat  comp la in t s  and  

de ta i l s  o f  how th is  is  wo rk ing  w i l l  be  inc luded in  the  Ju ly  

repo r t  to  Commi t tee .   

EDI  Impacts  

2.13  A t  the  las t  meet ing ,  an  issue  was iden t i f ied  where  one  non  

wh i te  g roup  rep resen ted  3 .3% o f  the  popu la t ion  bu t  made 

10% o f  a l l  comp la in t s .  O f f ice rs  have  rev iewed the  cases  and  

found there  to  be  no  common themes  o r  t rends .  The  nex t  

s tage  i s  to  comp le te  a  su rvey  o f  the  comp la inan ts  to  see  i f  

we  can  d raw any  o ther  i n te l l igence  and  ensure  we mi t iga te  

any  f ind ings .  
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2.14  The EDI  dashboa rd  i s  a t tached a t  Appendix  A .  We  have  

iden t i f ied  3  a reas  tha t  we  a re  look ing  in  to  in  more  de ta i l  to  

unde rs tand  i f  we  need  to  do  any  work  w i th  these  cus tomer  

g roup ings  and  f ind ings  and  mi t iga t ions  repo r ted  to  the  

Commi t tee .  These  a re :  

•  380  (79%) compla in t s  in  2024/25  were  made by  women ,  

123  (21%)  made  by  men.  Women  account  fo r  70% o f  

tenan ts ,  and  men 3 0%.   

•  75  (16 .3%) o f  comp la in ts  were  made  by  cus tomers  in  the  

25 -34  age  g roup  whereas  they  on ly  accounted  fo r  8% o f  

the  cus tomer  base .  

•  113  (31%) o f  comp la in t s  we re  made by  cus tomers  w i th  no  

re l ig ion  whereas  they  on ly  accoun ted  fo r  (21%) o f  t he  

cus tomer  base .  

Housing  Ombudsman Serv ice  Update  

2.15  The re  were  12  de te rm ina t ions  made by  the  Ombudsman in  

2024 /25  as  shown in  the  tab le  be low  ( the re  may be  mu l t ip le  

f ind ings  w i th in  each  compla in t  rev iew) :  

Determinations Made 01/04/2024 - 31/03/2025 

12 
 

2 No Maladministration 

1 Complaint Handling Failure Order 
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8 Service Failure 

13 Maladministration 

3 No Jurisdiction 

1 Reasonable Redress 

1 Severe Maladministration (Appealed) 

 

2 .16  5  o f  t he  12  de te rm ina t ions  re la te  to  2  tenanc ies  and  1  i s  a  

sha red  ownersh ip  cus tomer .  We have  appea led  the  ou tcome 

o f  one  case  in  wh ich  we  were  g iven  Seve re  

Ma ladmin is t ra t ion .  Much o f  t h e  seve re  f in ing  re la tes  to  

cases  f rom 2014 and  2018 wh ich  we fee l  we  sa t is fac to r i l y  

dea l t  w i th  a t  the  t ime th a t  they  were  ra i sed .  

2 .17  The cases  tha t  go  to  the  Ombudsman gene ra l l y  cove r  more  

than  one  i ssue  o r  serv ice  a rea ,  bu t  the  top  3  a reas  were  

ASB (3 ) ,  Pes ts  (2 )  and  Damp and Mou ld  (2 ) .  

2 .18  S ince  November  2024 ,  o f f i ce rs  have  comp le ted  a l l  requ i red  

ac t ions  f rom the  Ombudsman to  t imesca les .  P r io r  to  th is  we 

had  an  issue  w i th  the  webfo rm and a  comp la in t  hand l ing  

fa i lu re  o rde r ,  wh ich  ha d  p reven ted  fu l l  compl iance  w i th  

t imesca les  -  we  have  s ince  imp lemen ted  a  de ta i led  t racke r  

to  mon i to r  cases  and  ensure  ac t ions  have  been  comple ted .  

2 .19  We a re  cu r ren t l y  awa i t ing  a  de te rmina t ion  on  a  fu r the r  

seven  cases  tha t  a re  w i th  the  Ombudsman ,  the  o ldes t  o f  

these  i s  f rom Ju ly  2024 and  the  mos t  recen t  f rom Feb rua ry  

2025 .   
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Prior i t ies  for  Q2  2025 /26  

2.20  The ma in  p r io r i t i es  a re :   

•  Ma in ta in ing  100% per fo rmance  on  comp la in t s .   

•  Ensu r ing  lessons lea rned  a re  t rans la ted  to  ac t ions  tha t  

a re  taken  to  reduce  repeat  comp la in t s .   

•  Measur ing  the  qua l i t y  o f  comp la in t  responses,  us ing  

sa t is fac t ion  da ta ,  and  con t inu ing  to  ta rge t  a  reduc t ion  in  

the  esca la t ion  o f  compla in ts  to  S tage  2  f rom 20% to  15% 

by  end  o f  2025 /26 .  

•  Work  w i th  Commun ica t ions  on  an  in te rna l  campa ign  tha t  

re f rames comp la in t s  as  oppor tun i t ies  to  learn ,  rebu i ld  

t rus t  and  improve .  We a re  in  the  p rocess  o f  p rocu r ing  

Compla in ts  Hand l ing  T ra in ing  wh ich  we  w i l l  l ink  to  ou r  

va lues  fo r  co l leagues dea l ing  w i th  comp la in t s .   

2 .21  We a lso  have  p lans  to  inc rease  access ib i l i t y  to  comp la in t s  

managemen t  and  in  Q3 we wi l l  s ta r t  mon th ly  d rop - in  t r i a l s  

a t  Westc ro f t  Commun i t y  Cent re .   

MP & Counci l lo r  Enqui r ies  

2.22  We ave rage  c i rca  55  o f  these  enqu i r i es  per  qua r te r .  The re  

i s  now a  ded ica ted  o f f i ce r  manag ing  a l l  ac t iv i t y  f rom e lec ted  

members .  We a re  launch ing  a  new pe r fo rmance 
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managemen t  sys tem on  1 s t  June  to  ensu re  Members  rece ive  

a  cons is ten t  and  h igh -qua l i t y  se rv ice .  

3. Customer Feedback and Satisfaction  

3.1  T ransact iona l  cus tomer  feedback  su rveys  a re  au tomat i ca l l y  

sen t  ou t  (v ia  tex t  message )  fo l low ing  any  con tac t  w i th  a  

tenan t  us ing  a  1–5 -s ta r  ra t ing .   

3 .2  Du r ing  2024 /25  a  to ta l  o f  7097  su rveys  were  comp le ted  by  

cus tomers .   

3 .3  Mos t  tenan ts  comp le t ing  su rveys  (73%)  a re  fema le  and  

mos t  respondents  (83%) a re  ove r  the  age  o f  45 .  Th is  is  

cons is ten t  w i th  p rev ious  yea rs .  
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3 .4  The  yea r  end  sa t is fac t ion  sco re  ac ross  the  o rgan isa t ion  fo r  

2024 /25  was  91%.  Th is  i s  the  same resu l t  as  the  p rev ious  

yea r .  The  tab le  be low shows tha t  the re  have  been some 

a reas  o f  s ign i f i can t  va r iance .   

3 .5  Howeve r ,  i n  some cases the  number  o f  su rveys  comple ted  

was  ex t reme ly  low mean ing  tha t  the  resu l ts  a re  no t  

s ta t is t i ca l l y  re levan t :  

73%

26%

Respondents by 
Gender

Female Male other

0%

3%

13%

22%

31% 30%

0%
0%

5%

10%

15%

20%

25%

30%

35%

18-24 25-34 35-44 45-54 55-64 65+ Not Known

Respondents by Age Group
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•  On  ASB 24  o the r  surveys  were  rece ived  see  I tem 10 .  

•  Pos i t i ve  pe r fo rmance o f  93% was ach ieved  fo r  P roper t y  

Se rv i ces .  

•  The  Income Team,  desp i te  wo rk ing  w i th  peop le  in  ren t  

a r rea rs  has  rece ived  93% sa t is fac t ion .  

•  On  Damp and Mou ld :  the  90% sa t is fac t ion  ra te  re f lec t s  

the  improvements  made  to  the  se rv ice  in  the  year .  

3 .6  A reas  where  improvements  a re  needed  a re  Compla in t s  

Sa t i s fac t ion  –  see  Sect ion  2  and  Hous ing  Management  and  

the  Customer  Hub .  

Adaptations 98% 98%  - 73

Advice Service  92% 93%  +1% 8

Age Friendly Housing Management  98% 96%  -2% 94

Age Friendly Repairs  95% 98%  + 3% 58

ASB  68% 47%  -21% 3

Asset Services  90% 60%  -30% 4

Complaints - Handled  48% 58%  +10% 25

Complaints - Outcome  43% 53%  +10% 25

Customer Experience  n/a 100%  NEW 3

Customer Hub  89% 87%  -2% 1816

Damp and Mould  80% 90%  +10% 27

Housing Management  85% 87%  +2% 115

Income  88% 93%  +5% 482

Planned Cyclical Works  n/a 100%  NEW  1

Repairs  93% 93%  - 4333

Tenancy Sign Up  81% 96%  +15% 54

Tenancy Support  100% 100%  - 1

AVERAGE  91% 91%  no change 7122

Service Area 23/24 24/25 % CHANGE # surveys completed
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3.7  Bo th  Hous ing  Se rv i ces  and  the  Customer  Hub  ach ieved  87% 

sa t is fac t ion  in  the  yea r .  Th is  was a  2% improvement  fo r  

hous ing  and  a  2% reduct ion  fo r  the  Hub.  

3 .8  Hous ing  Se rv i ces  rece ived  115  surveys  o f  wh ich  100  were  

good  o r  exce l len t .  Ha l f  o f  t he  nega t ive  surveys  were  repa i r  

re la ted  ra the r  t han  se rv i ce  re la ted .  Each  negat i ve  survey  

resu l t  i s  d i scussed in  one  to  ones and  t ra in ing  p rov ided  i f  

needed  (more  in fo rmat ion  on  work  to  upsk i l l  o f f i ce rs  i s  a t  

i tem 10 ) .  

3 .9  On  the  Customer  Hub 1560 o f  the  1861  su rveys  were  

responded to  as  good  o r  exce l len t .  Negat i ve  t rends  a round  

the  remain ing  300  l inked  to  seve ra l  fac to rs .  Du r ing  Q1 &2  

there  was d issa t i s fac t ion  a t  ca l l  wa i t ing  t imes and  as  

pe r fo rmance improved in  Q3/Q4  th is  sa t i s fac t ion  improved.  

Communica t ion  a round  o u ts tand ing  repa i rs  rema in  an  i ssue  

and  as  w i th  hous ing  management  any  HUB spec i f i c  mat te rs  

a re  p i cked  up  th rough  t ra in ing  and  one  to  ones .   

3 .10  On  Asse ts  the  number  o f  su rveys  were  so  low they  a re  no t  

s ta t is t i ca l l y  rep resen ta t i ve .   

3 .11  More  in fo rmat ion  on  ASB i s  de ta i led  a t  i tem 10 .  

Comments  & Themes  

3 .12  Pos i t i ve  and  negat i ve  feedback  is  rou t ine ly  sha red  and  

d iscussed  a t  t eam mee t ings  and  one  to  ones .  We have  
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aud i ted  ou r  teams th i s  quar te r  to  ensure  tha t  th i s  is  

happen ing .   

3 .13  Poo r  feedback  i s  o f ten  l inked  to  the  need fo r  be t te r  

communica t ion .  In  te rms o f  improv ing  th is ,  we  con t inue  to  

measure  pe r fo rmance a round  ou r  response  t imes  to  

requests  fo r  ca l l  backs  and  avo idab le  con tac ts .  Du r ing  Q2 a  

rev iew o f  ca l l  backs  and  con tac ts  w i l l  be  car r ied  ou t  

wo rk ing  w i th  the  Tenant  Sc ru t iny  Pane l .  

3 .14  W ide r  wo rk  i s  be ing  ca r r ied  w i th  cus tomer  fac ing  teams 

a imed a t  bo th  improv ing  and  b r ing ing  cons is tency  to  ou r  

communica t ion  w i th  Customers .  Spec i f i ca l l y :  

•  Tone o f  Vo ice  gu ide l ines  were  p roduced by  the  

Communica t ions  Team and  t ra in ing  i s  now be ing  ro l led  

ou t  to  a l l  teams.   

•  Le t te r  temp la tes  w i l l  be  rev ised  to  ensu re  tha t  t he  

language and  tone  i s  cons is ten t  and  a l igns  w i th  ou r  

va lues .  

3 .15  Sa t i s fac t ion  feedback  i s  rou t ine ly  ana lysed  aga ins t  

cus tomer  p ro f i le s  us ing  the  p ro tec ted  cha rac te r is t i cs  he ld  

aga ins t  tenanc ies .   

3 .16  Th is  exe rc i se  is  ca r r ied  ou r  quar te r l y  and  h igh l igh t s  any  

a reas  where  a  pa r t i cu la r  cus tomer  g roup  may be  e i ther  

more  o r  less  sa t i s f ied  w i th  se rv i ces .   
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3.17  The dashboa rd  fo r  the  fu l l  yea r  2024/25  is  a t tached a t  

Appendix  A .  Key  in fo rmat ion  to  no te  i s :  

Younger  tenan ts  (25 -34  and  35 -44)  a re  less  l i ke l y  to  be  

sa t is f ied  tha t  o lder  tenan ts  w i th  o lde r  t enan ts  w i th  the  +64-

age  g roup  s ign i f i can t l y  more  sa t is f ied .   

3 .18  Cer ta in  non -wh i te  a nd  re l ig ious  g roups a re  a l so  s ta t is t i ca l ly  

l ess  sa t is f ied  than  o the rs .  

3 .19  In  2024/25  Sou thway  p rocu red  the  serv ices  o f  a  company 

ca l led  Word  Nerds  tha t  use  soph is t i ca ted  A I  sen t iment  

ana lys is .  Th is  shou ld  p rov ide  us  w i th  fa r  be t te r  ins igh t  in  

te rms o f  unde rs tand ing  the  p rec ise  reasons  beh ind  bo th  

sa t is fac t ion  and  d issa t is fac t ion .  

3 .20  F rom the  end  o f  Q1  we wi l l  be  ab le  to  inc lude  ana lys i s  in  

th i s  repo r t .  B i te  s ized  a r t ic les  w i l l  be  regu la r ly  pos ted  fo r  

d iscuss ion  and  comment  on  bo th  our  webs i te  and  s ta f f  

i n t rane t .   

3 .21  The Word  Nerds  ana lys is  w i l l  a l so  a l l ow us  to  ana lyse  the  

comments  a t tached to  these  spec i f i c  su rveys  to  ga in  a  

be t te r  unders tand ing  in to  any  impac ts  f rom an  EDI  

pe rspec t i ve .  
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4.  Reasonable Adjustments and EDI 20245/25 

4.1  Dur ing  Q4  we  have  ca r r ied  ou t  a  rev iew o f  da ta  we ho ld  and  

o f  the  way in  wh ich  we  use  th is  da ta .  

4 .2  Th is  has  inc luded look ing  a t  EDI  and  a t  reasonab le  

ad jus tments / ta i lo r ing  se rv ices  based on  the  c i rcumstances  

o f  i nd iv idua l  cus tomers .   

4 .3  Examples  o f  t he  a reas  where  we may  make  reasonab le  

ad jus tments  a re :  

•  P r io r i t i s ing  ce r ta in  repa i rs  –  e .g .  we  do  th i s  fo r  o lde r  

cus tomers  and  peop le  w i th  spec i f i c  hea l th  cond i t ions  

fo r  no  hea t /ho t  wate r .  

•  Communica t ing  d i f fe ren t ly -  e .g .  us ing  t rans la t ion  

serv iced  where  Eng l ish  i s  no t  the  occupan ts  f i r s t  

l anguage.  

•  O f fe r ing  a  fema le  o f f i ce r  o r  ope ra t ive .  

•  G iv ing  someone t ime to  answer  the  doo r  o r  the  phone  i f  

we  know they  have  mob i l i t y  i ssues  o r  a re  ha rd  o f  

hea r ing .  

4 .4  The  Head o f  Hous ing  Management  and  Suppor t  has  been  

go ing  to  Team Meet ings  fo r  the  las t  few months  to  de l i ve r  a  

p resen ta t ion  on  how to  reco rd  and  use  ind iv idua l ’s  

c i r cumstances and  how we use  th is  da ta .  
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4.5  In  add i t ion ,  the  B I  Team is  l ook ing  a t  where  the re  a re  gaps  

in  da ta  and  in fo rmat ion .  Spec i f i ca l l y ,  Sexua l i t y  and  Re l ig ion  

a re  key  a reas  where  we have  less  da ta .  A lso ,  o ur  

know ledge o f  cus tomers  ou ts ide  o f  ma in  and  jo in t  tenan ts  

i .e .  ch i ld ren  is  l im i ted .   

4 .6  We a re  cu r ren t l y  deve lop ing  a  new tenant  por ta l  (pa r t  o f  our  

new webs i te )  and  a re  exp lo r ing  op t ions  a round  tenan ts  

submi t t ing  changes th rough the  por ta l  and  us ing  push  

reminde rs  to  ge t  these  updated .   

4 .7  Recent  examp les  o f  us ing  ED I  da ta / ind iv idua l  c i r cumstances  

a re  de ta i l ed  be low .    

4 .8  A  h igher  p ropo r t ion  o f  cus tomers  who  sa id  they  were  

d isab led  were  d isappo in ted  w i th  our  se rv ices .  A  dec is ion  

was  made to  appo in t  the  se rv ices  o f  an  ex te rna l  spec ia l is t  

d isab i l i t y  char i t y  B reak th rough  UK  to  he lp  us  be t te r  

unde rs tand  the  bar r ie rs  be ing  faced  by  ind iv idua ls / fam i l ies .  

4 .9  The  repo r t  h igh l igh ted  some key  themes wh ich  have  now 

been  pu l led  in to  an  ac t ion  p lan  and  inc luded the  need fo r  

more  access ib le  sys tems fo r  tenan ts  and  access ib le  

communica t ion  in  mu l t ip le  fo rmats .  T ransact iona l  su rvey  

resu l ts  fo r  2024 /25  now show no  d i f fe rence  be tween 

d isab led  tenants  and  the  gene ra l  popu la t ion  p ro f i le .   
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4.10  A  cus tomer  had  been  success fu l  in  ge t t ing  ag reemen t  f rom 

MCC Adapta t ions /Sou thway to  ge t  an  agreement  fo r  an  

ex tens ion  a t  the i r  3 -bed  home.    They  have  3  ch i ld ren  w i th  

spec ia l  needs.    However ,  they  were  to ld  i t  wou ld  be  ano the r  

18  months  be fo re  the  adap ta t ion  is  comple ted .   

A l though in  Band 2  p r io r i t y  rehous ing ,  the  cus tomer  had  

been  the re  fo r  10  yea rs  and  had  fu l l y  exp lo red  House  

Exchange to  see  i f  a  mutua l  exchange  was ava i lab le .   

The  adapta t ion  was go ing  to  cos t  c i r ca  £100k  and  i t  

t ransp i red  tha t  f am i l y  needed an  add i t iona l  bed room ra the r  

than  fu l l  adap ta t ions .  An  excep t iona l  move was  p rov ided  to  

move to  a  la rge r  home and he r  ex is t ing  home was f reed  up  

fo r  a  fam i ly  f rom home lessness .  Th is  a l so  mean t  the  house  

move was suppo r ted  th rough  remova ls  e t c  f rom the  MCC 

home lessness  budge t  and  £100k o f  cos ts  we re  saved.   
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Impacts 

Lega l  

 

Lega l  adv ice  is  sough t  f rom so l i c i to rs  and  ou r  

i nsu re rs  to  ensure  we  bo th  rema in  compl ian t  and  

make dec is ions  tha t  a re  fa i r  and  reasonab le .   

Financ ia l /VFM 

 

The amoun t  o f  vo lun ta ry  compensat ion  awarded  has  

inc reased ove r  recen t  yea rs .  The  budge t  fo r  2024 /25  

was  £25k  and  £65k  was spen t .  Much o f  t h i s  is  due  to  

the  leve l  o f  paymen ts  be ing  awarded  by  the  Hous ing  

Ombudsman Serv ice  and  a  s ign i f i can t  i nc rease  in  t he  

number  o f  compla in t s .  We  use  the  Ombudsman 

Remed ies  to  he lp  ca lcu la te  compensat ion  and  have  a  

c lea r  f inanc ia l  va lue  a t tached to  cer ta in  se rv ice  

fa i lu res  th rough  the  compensat ion  po l icy .  The  po l i cy  

w i l l  be  rev iewed du r ing  Q2 2025 /26  and  re tu rn  to  the  

Commi t tee  fo r  app rova l  a t  the  November  mee t ing .  

Human 

Resources  

 

An  add i t iona l  Customer  Expe r ience  Of f ice r  has  been 

rec ru i ted  due  to  the  vo lume o f  comp la in t s  rece ived  

to  ensure  we rema in  comp l ian t .  Th is  is  fo r  12  mon ths  

f i xed  te rm in  the  f i r s t  ins tance .   

The  th ree  Commun i t y  Feedback  Of f i ce r  pos ts  a t  13  

hou rs  pe r  week  was reduced to  one  Customer  

Feedback  Of f i ce r  a t  21  hours  pe r  week as  pa r t  o f  the  

budget  se t t ing  p rocess .  
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Governance  

 

The Cus tomer  Expe r ience  T eam has  a  pos i t i ve  

wo rk ing  re la t ionsh ip  w i th  the  Hous ing  Ombudsman 

Se rv ice .  Work  is  car r ied  ou t  in  l ine  w i th  the  s ta tu to ry  

compla in ts  hand l ing  code  wh ich  is  se t  by  th i s  serv ice  

www.hous ing -ombudsman.o rg .uk / land lo rds -

in fo /comp la in t -hand l ing -code/ .   

The Comp la in ts  Po l icy  was rev iewed in  August  2024 

and  inc luded a  rev iew o f  by  the  Hous ing  Ombudsman 

to  ensure  i t  was  comp l ian t .  

Equal i ty  and 

Divers i ty  

Compla in ts  and  feedback  a re  rou t ine ly  ana lysed  on  a  

qua r te r l y  bas is  aga ins t  ou r  cus tomer  p ro f i le  us ing  

ou r  EDI  dashboa rd .  We have  a lso  s ta r ted  to  map 

lessons lea rned  l inked  to  p ro tec ted  cha rac te r i s t ics  

and  we  a re  t r ia l l ing  a  da ta  ana ly t i cs  o rgan isa t ion  to  

iden t i f y  and  po ten t ia l l y  p red ic t  t rends  and  themes 

us ing  t ransac t iona l  su rvey  da ta .   

Risk    Not  mee t ing  compla in t  hand l ing  ta rge ts  and /o r  no t  

p rov id ing  a  cons is ten t l y  good  response  tha t  covers  

a l l  po in t s  ra ised  c rea tes  r isks  in  te rms  o f  los ing  

cus tomer  con f idence  in  ou r  se rv i ce s ,  d i rec t l y  

impac t ing  TSM resu l ts  and  po ten t ia l l y  ou r  C onsumer  

S tanda rds  ra t ing .   

The re  is  a l so  a  r isk  i f  we  do  no t  lea rn  lessons f rom 

m is takes  made,  inc reas ing  the  l i ke l ihood  o f  

ma ladmin is t ra t ion  o r  comp la in t  hand l ing  fa i lu re  

o rde rs  f rom the  Hous ing  Ombudsman  Se rv ice .  

Carbon 

Impacts  

No spec i f i c  impacts .  

http://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
http://www.housing-ombudsman.org.uk/landlords-info/complaint-handling-code/
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Customer  

Impacts  

The way  we hand le  cus tomer  compla in t s  impac ts  a l l  

cus tomers .  We  work  w i th  seve ra l  invo lved  tenants  to  

rev iew our  app roach ,  and  the  qua l i t y  o f  responses  

p rov ided .   

Officer Contact Details  

Jane Gant  

Execu t i ve  D i rec to r  o f  Land lo rd  and  Communi ty  Se rv ices  

j .gan t@sou thwayhous ing .co .uk    

 

mailto:j.gant@southwayhousing.co.uk
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7. 
 
7.1 
 
7.2 
 
 
 
 
 
7.3 
 
 
 
 
 
 
7.4 
 
 
 
 
 
 
 
 
7.5 
 
 
 
 
 
 
 
7.6 
 
 
 
 
 
 
 
 
 
 
 
7.7 
 
 
 

Customer Voice and Experience Report 
 
Jane Gant presented the report. 
 
Cllr Azra Ali congratulated the Customer Experience Team and asked if 
there was targeted work planned for those who complain with 
disabilities, in line with the data reported. Jane Gant confirmed that the 
Team will continue to look at themes and trends using equality data, with 
the intention of meeting with customers from a learning perspective.  
 
David Hampton raised that a consistent theme in complaints was 
communication, and that extra training could resolve this. Jane Gant 
agreed, referencing ongoing compulsory customer care training for all 
staff and work from the Comms Team on Tone of Voice. She confirmed 
that Committee would receive a comprehensive update on lessons 
learnt at their next meeting. 
 
David Hampton queried if the targets set in the Customer Voice strategy 
were ambitious enough. Paul Howes confirmed that these targets were 
a product of benchmarking exercises against upper-quartile results from 
other Registered Providers. Paul assured Committee that if targets were 
reached that they could be re-set, stressing a commitment to continuous 
improvement. The Chair and Jane Gant agreed that Committee and the 
Customer Voice Panel could inform this through challenge if necessary. 
 
Cllr Dave Rawson, referencing the EDI Dashboard, suggested that the 
percentage of complainants who were women was similar to the 
percentage of women in the overall tenant profile, so could be deemed 
as unsurprising. Jane Gant confirmed that the 9% differential would be 
investigated, and further analysis would be brought back to Committee. 
Both Cllr Dave Rawson and Jane Gant agreed that the EDI Dashboard 
needed to be formatted differently when presented to members.  
 
The Chair requested further detail on Word Nerds and said that AI can 
be biased as it doesn’t always recognise protected characteristics. Ian 
Hardingham reinforced that Word Nerds was in pilot stage due to 
concerns regarding bias, non-bias and cyber-security. Paul Howes 
stressed that AI would not inform decisions for customers, and that there 
would always be human involvement in decision making. The Chair 
agreed with this, that AI was a useful tool for productivity, but that 
human interaction remained important, as did tone of voice. Referencing 
the AI Policy in place, Ian Hardingham confirmed that access to AI tools 
beyond CoPilot was restricted, and that colleagues with access to 
CoPilot had not used it with customers. 
 
The Committee: 

1. Discussed and commented on the information in the report.  

2. Noted that a draft revised Customer Compensation Policy will be 
presented to the November meeting of the Committee for 
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consideration and approval. 


