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Attracting and retaining the housing
professionals of tomorrow

Matt Baird, Founder, The Social Housing Roundtable
Chris Garlick, Customer Partner, Accent Housing

Rory Fairbairn, Senior Customer Experience Advisor,
Berwickshire Housing

Katherine Hernandez, Regional Director, Home Group
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The changing nature of complaints: resolving
issues quickly and effectively

Louise Taylor, Executive Director of Governance
and Strategy, Believe Housing

Dr Eve Blezard, Policy and Practice Officer, CIH

Sam Middleton, Engagement Manager North, CIH
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Building TRUST

Gather Analyse Actionable Action Drive
Intelligence Data Insight Insight Improvement

Build Feed Track Measure
Trust Back Performance Value
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Complain AS INSIGHT

S
. U;(ing complaints to bridge a TSM

gap

* Qualitative review of resident
complaints data

« Thematic analysis using NVivo

 Key themes: communication, time
and trust
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Repair triggers Data Review EVERY Quarter Action
survey reporting comment reporting Trackers
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Tracking IMPROVEMENT
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Tracker Process

Action your Review positive
improvement surveys feedback
Check your survey Review anonymous Update your
performance learning thematic

actions

Chartered

Institute of (ﬂ)

Housing @

Qb







PersonalCUSTOMER JOURNEYS

Uk VAN il
The human side of complaints

Frankie's EHCP journey

Lack of communication and empathy

from Local Authority
The need for empathetic complaints
handling

Values, not, ‘stages’
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\ValueDRIVEN EXPERIENCES
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Holistic Services

Our Community

Fostering belonging in our
neighbourhoods

Collaborative thinking, approach
and delivery

My Place Emotional

Meeting expectations, how do our
services feel to customers

Supporting customers to live well

in their own homes
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