Summary of recommendations and Rosebery’s service improvement plan following the 
Resident Scrutiny Panel (RSP) investigation of Customer Complaints – November 2023

	 RSP Recommendation
	Rosebery’s Response to recommendation
	Timeframe for delivery and progress
	Lead officer (s)

	1. Complaint’s Policy 

	
	
	

	The RSP supports Rosebery’s plan to adopt Town & Country Housing (TCH) complaint’s policy and have the same target response time (20 working days), for complaints escalated to Stage 2.


	Rosebery accepts this recommendation as it is consistent with the requirement set out in the revised Housing Ombudsman Complaints Handing Code, launched 1 April 2022
	December 2023 
TCH complaint’s policy will be adopted. However, until full integration we will continue to operate a local procedure. 

	Customer Experience Manager
Senior Customer Experience Officer

	2. Website Content & Communications

	
	
	

	The RSP would like Rosebery review and improve the complaints aspect of the website, to make it easier to use, be consistent with TCH website and remove errors that are currently present. 

	Rosebery accepts this recommendation and will work on a plan to enhance the accessibility of website, for the complaints page. Make it easier to navigate to find the right information and remove errors. 

	January 2024
We will review the content, so it more consistent with the information provided by TCH.

	Head of Marketing & Communications

Customer Experience Manager

	3. Complaint Satisfaction Survey & Insight 

	
	
	

	The RSP would like clarity on aspects of services contracted out, following satisfaction surveys. It is not clear whether this relates to Rosebery staff or contractors.  
Where complaints have been levelled at staff, further clarification needs to be sought about the types of service that were being provided, that resulted in a complaint aimed at personnel connected to the service, and whether the complaints were levelled at Rosebery staff, or third-party contractor staff, which still had the net effect of Rosebery taking the blame.

	Rosebery accepts this recommendation and is committed to taking action to address. We acknowledge the significance of robust analysis in our satisfaction surveys and will enhance our procedures to ensure thorough scrutiny. 
This will help us to accurately identify, and report complaints related to our contractors, facilitating a more effective resolution process.


	April 2024
We will review our approach in the analytics of our customer insight data, to clearly categorise staff and contractor complaints  
	Customer Experience Manager
Senior Customer Experience Officer


	4.  Knowledge and Information Management 

	
	
	

	The RSP would like Rosebery to adopts the lessons learned from the Housing Ombudsman's report of May 2023 - Spotlight on: Knowledge and Information Management, especially "for landlords to squeeze every ounce of insight on information management from their complaints and to do so in a structured and appropriate way".
	Rosebery accepts this recommendation and we have already initiated a new lessons learned log taken from close complaints. We are now able to effectively 'track and trace' implementation, ensuring a more transparent and regular reporting mechanism, on lessons learnt. 
We acknowledge that this is only the start, of improving our knowledge and information management.  Moving forward, we are aiming to using our AI tool (Wordnerds), to monitor CRMs completed at first point of contact. 

	January 2024 - ongoing

	Customer Experience Team Manager
Senior Customer Experience Officer

	5. Complaints Handling and Communications

	
	
	

	The RSP would like Rosebery, to provide easily accessible analogue alternatives (e.g., telephone contact, paper-based forms) to digital routes for making complaints to avoid a digital division.


	To address the need for inclusivity, we will review options to implementing easily accessible alternatives for lodging complaints. 

Our aim is to ensure that all residents, regardless of their preferred communication method, can easily engage with our complaint process, mitigating any potential digital division. We are committed to enhancing accessibility and providing a seamless experience for all.
	March 2024
This is linked to RSP recommendation 2, so actions will be incorporated.
	Customer Experience Manager
Senior Customer Experience Officer
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