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Service Resolution
Manager
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Customer Service Service Recovery

DIGITAL BY DESIGN Team Manager (x1) Officer (x3)
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Customer Service Complaints Ombudsman Liaison
Apprentice (x1) Administrator (x3) Officer (x1)
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COMPLAINTS
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Revised policy to be reviewed to consider latest Ombudsman
code changes to ensure compliance

Complaints response standards and training to be created
and delivered across the organisation

Reporting arrangements to be formalised for all areas
Continual improvement approach to be determined to be
informed by complaints and resident survey feedback
New electronic processes to be built

Standardised reporting dashboards to be built

Response templates to be reviewed and updated

Approach to managing compliments to be reviewed and
formalised across the organisation

Approach to managing comments to be reviewed and
formalised across the organisation

Single point of contact process and systems to be designed
and built

Potentially Violent Persons processes and systems to be
redesigned and built
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