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TRUSTBuilding



AS INSIGHTComplain
ts

• Using complaints to bridge a TSM 

gap

• Qualitative review of resident 

complaints data

• Thematic analysis using NVivo

• Key themes: communication, time 

and trust



AS EARLY RESOLUTION?Dissatisfactio
n

Repair triggers 

survey

Data 

reporting

Review EVERY 

comment

Quarter 

reporting

Action 

Trackers



IMPROVEMENTTracking

Check your survey 

performance

Action your 

improvement surveys

Review anonymous 

learning 

Review positive 

feedback

Update your 

thematic 

actions

Tracker Process



Low Effort Respected & Valued

CUSTOMER OUTCOMES ROADMAP

Updated & Informed

Heard & 
Understood

Meeting 
Expectations

High Trust

CUSTOMER SATISFACTION



CUSTOMER JOURNEYSPersonal

• 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’



DRIVEN EXPERIENCESValue

H O

M E

Holistic Services

Collaborative thinking, approach 

and delivery

My Place

Supporting customers to live well 

in their own homes

Our Community

Fostering belonging in our 

neighbourhoods

Emotional

Meeting expectations, how do our 

services feel to customers
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