Annex 2

Complaints Shadowing – Questions and Answers
Q. Is the system easy to use? Does it make sense?

A. Straight forward

Q. Are you comfortable with the process, is this your only job, do you have enough time to deal with complaints?

A. Yes it is comfortable

No it is not her only job, not many complaints come in but when they do she gives priority to them.

Q. Do you get support, if so how?

A. Yes get support from Pat Wanless, or other Directors

Q. What reaction do you normally get from customers when you ring them back to acknowledge their complaints and find out more information?

A. Normally just like an everyday conversation. Some people can be angry but not normally with Rosie, they acknowledge it is not her fault.

Some customer ring saying they want to make a complaint but when it is actually to report a repair.

Q. How long is information kept for?

A. There is no specific time, which is a good system because they can refer back to any previous complaint.

Q. Are any complaints used for training?

A. No

Q. How do you handle complaints from seriously disabled people?

A. Just go through the normal procedure, social services are involved if necessary.

Q. Have you got a breakdown of complaints?

A. Yes (in pack)

Q. Have you ever recommended any changes, if so what happened about it?
A. Yes. Recommended that when complaints that can’t be solved within the 10 days but have a fixed finishing date which the tenant is happy with should be written off as completed in ten days. This would give the complaints procedure a clean sheet.

