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Learning from our complaints

We want to ensure we are responding to complaints effectively and fairly to create a positive complaint handling culture.
To do this we will learn from customer feedback — here’s an example of this learning from the last few months:

Feedback

In the last quarter our complaints increased by over a third.

Action

We have identified the need to place additional resource into the team to help ensure complaints are responded
to within our timescales and that a quality service is maintained.

Result

We have recruited an additional Customer Recovery Co-ordinator to support the team in dealing with formal
complaints.

You said, we did

You said:

You told us that you wanted more
opportunities to work with us to
provide your thoughts and feedback
on how we shape our services.
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