Performance statistics — dispute resolution

. response to 98% of new complaints in 21 days
(2010 = 15 days)

. general enquiries = less than 3 days

ANNUAL REPORT
2009
. investigations — average time 21 weeks

(2005 average = 49 weeks — 57% reduction)
(2008 average = 27 weeks — 22% reduction)
(2010 average = 20 weeks)

. 398 determinations (40% increase)
. 0 investigations exceeded 52 weeks

(2005 - 57% in 52 weeks)
(2010 — 100% in 43 weeks)




» 2,884 enquiries
* 3,870 new complaints (21% increase)
- 22% outside jurisdiction

- 63% premature
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New complaints by geographical origin Figure 3

Outcome of the complaints following investigation Figre 4

Key issues from 2009

1. No maladministration where landlords acknowledged
failings and offered complainant appropriate redress

2.Complainant dissatisfaction with landlord’s procedure
does not mean landlord was at fault

3.Landlords increasingly recognise the positive side of
complaints

4.Complaints also give landlords an opportunity to
build trust and understanding with tenants; landlords
can learn from their mistakes and improve their
services

5. Panel hearing at final review stage ensures objectivity
and a fair hearing

6. Tenants have a right to complain

7. Applying discretion in complaint handling




8. Clear distinction between making a complaint and
reporting a problem

9. Should customer satisfaction drive complaint
handling?

“Good customer service means being realistic about what can
be achieved, and managing tenants’ expectations. It can be
distorted by an unbalanced view of customer satisfaction.”

Training and promotion

enabling...

69 training events (target 29)

28 seminars/conferences (target 6)
14 stakeholder events

11 legal/academic events

7 high profile promotional events

Customer care

« valuing the individual
« diversity
« emotional intelligence

“HOS delivers justice in the form of fair, balanced outcomes
through an impartial and quality-controlled process and
excellent customer care...getting the balance right between
customer care and impartiality.”

Customer care — emotional intelligence and diversity

gathering evidence analysing evidence communicating decisions
social skills
. . self control
social skills listening
clinical (emotion free) empathy
self control diversity
listening self-awareness help
empathy (prejudice / bias) support
diversity ] courteous
help self-regulation friendly
support (personal feelings)

courteous
friendly




Private rented sector
* Rugg Review ﬁ
« Government response

+ Consultation

“a housing justice network” ‘9

“augmented system of housing redress”

“licensing framework”

“A pillar of justice”

Law Commission - Administrative Redress: Public Bodies
and the Citizen

4 pillars:

. internal systems

. ombudsmen

. external non-court (eg tribunals)
. court

“Adapting the concept of the ‘four pillars of justice’ to the
housing context is likely to be the most practical, affordable,
and achievable option available.”

“In the context of disputes between landlords and tenants, the
Ombudsman, the Residential Property Tribunal Service, and
the courts are already well placed to work together and
complement each other. They are part of a common dispute
resolution spectrum.”

Key features of HOS
» early and fair dispute resolution in housing
» support relationship between landlords and tenants
* specialist expertise
» private and confidential
« free

* level playing field — no need for lawyers




* inquisitorial
“spirit of enquiry not combat”
“conciliation rather than victory”
“ferret out the facts”
* N0 COosts
* highlight systemic administrative problems
 improve quality of public services

« flexible processes

« finality

Tenant Services Authority

. ‘National Conversation’

. regular engagement

. joint publication — roles

. protocol — information sharing
. complaints route map

* landlord training
* developing complaints standards

* reviewing jointly-endorsed best-practice guide to
complaint handling for providers

* developing shared training/learning programme for
staff

* jointly managing complaints

User perception and awareness

2009

awareness
access

needs / expectations
business planning
promotional material
website

communications with
customers

2010>

communication &
engagement strategy

customer focus
action plan

stakeholder
perception study




British Property Federation

Residential Code of Guidance

“I strongly support this latest initiative by the BPF, which
shows that it takes the lead in excellent practice in the private
rented sector. BPF members fully understand the importance
of an Ombudsman service as an effective system of redress
in the housing justice network.”

“Equally, they recognise that giving tenants access to
independent, external, escalated complaint handling and
dispute resolution supports positive relationships;
demonstrates commitment to customer care; and makes
sound business sense by limiting voids, strengthening
revenue flow, and reducing management costs.”

What about leaseholders ?

leaseholders are tenants

leaseholders are not ‘social tenants

Complaints against the Service

« accessible to all customers at any stage of process

* no need to make ‘formal’ complaint

« allows for independent review

« is not: defensive, reluctant to admit mistakes or apologise

« feeds back its outcomes into system reviews and informs future
improvements
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