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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

You said that you would like to hear more from us during the complaints process.

Action

We have reviewed our process for contacting customers during a complaint and agree we could make more
contact during our investigation. We have implemented a mid-point phone call to give you an update on the
progress of your complaint.

Result
Customers are kept well informed throughout the time of the investigation.

You said, we did

You said: You said:
N

You want your feedback listened to
and learned from.

You said the complaints information
on the website was hard to find and
difficult to understand.




