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Introduction 

 
Complaints, compliments and suggestions are an important way of determining 

how Curo treats its customers, and how Curo can improve its services to 
customers. In particular they are a key indicator of the extent to which 
customers’ experience of Curo services are valued and utilised, and where 

improvements could be made. 

Reasons for the review 

The Scrutiny Panel are aware that one of the commitments under the Customer 

Experience Strategy 2012 – 2017 is to undertake ‘...a complete review and 
rewrite of our customer complaint handling policy and process....’, because the 

process was ‘…too long, has too many ‘hand-offs’, and has too many 
opportunities for inconsistency and error with slow decision making.’ 
 

The Strategy also stipulated that the ‘solution will involve greater ownership and 
accountability from our colleagues to resolve complaints more quickly and to 

learn from them so we [Curo] don’t keep getting it wrong.’ 
 

The Panel agreed to look at how this process is working, its benefits, areas for 
improvement, and whether the commitment made under the Customer 
Experience Strategy is being delivered effectively and efficiently thus far. 

Scope of the scrutiny 

The agreed scope of the scrutiny was focused on the processes for handling 
complaints, compliments and suggestions, specifically: 

 Curo’s definition of a complaint/compliment/suggestion and how this is 
understood by staff and residents  

 Processes followed by staff from first contact to closure of the complaint, 
compliment or suggestion 

 All mechanisms available for recording complaints, compliments and 

suggestions and how this information is used 

 Staff policy and training around handling complaints, compliments and 

suggestions. 

 The compensation policy - who has authority to decide what compensation 
is paid and based on what criteria? 

 
Anti-Social Behaviour complaints were specifically excluded from this scrutiny 

because they are not complaints about Curo services per se – they are 
complaints about other residents. They are also handled by a different process 

which involves external agencies which can include law enforcement and justice 
services. 
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Information gathering and evidence 

The Panel assessed: 

 Relevant policies, procedures, guidance documents etc. 

 Performance figures  

 Training Plan for handling complaints, compliments and suggestions, 
including its regularity of delivery and content. 

 
The Panel explored: 

 Whether the Resolution First Policy is fit for purpose  

 Actual practice against the prescribed policy 

 Mechanisms for, and efficiency of, recording and responding to the 

customer  

 Accountability in terms of monitoring staff performance in handling 

complaints, compliments and suggestions 

 Accountability in terms of internal performance monitoring and reporting 

 

 
The Panel spoke to and gathered information from: 

 Head of Customer Experience 

 Contact Centre Manager and Supervisors  

 Business Improvement Team 

 Ex complainants about their experience.  

 

We conducted 1 to 1 interviews with a number of staff at all levels across the 
company.  The results of these 1 to 1 interviews contain statements that could 
be traced back to individuals, and therefore are not appended to the report as 

supporting evidence.  They are however, stored securely by the Business 
Improvement Team until after the Panel have conducted a 6 month review. 

 
The Panel also spent time observing: 

 Contact Centre environment and assessed the system for recording 

complaints, comments and compliments  

 Contact Centre staff responding to social media comments 
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Findings 

Compliments and suggestions 

The scrutiny rapidly focussed on complaints because so little is done with 

compliments and suggestions. It seems that compliments are usually passed on 
to the individual concerned, but from interviews with staff and from the staff 

survey outcomes, we have found that in practice the defined  process for 
handling compliments or suggestions is not being followed. 
 

“We often receive thank you but it is our job to give the best customer service 
so we merely respond by saying it’s our pleasure and move to the next issue to 

resolve” (staff survey feedback) 
 
As of October 2013, there were 111 compliments received.  This is good and 

should be more widely publicised internally and externally. However, the Panel 
have not found any substantial evidence that the learning from compliments and 

suggestions is used to improve services despite the commitments made in the 
Customer Feedback Policy to record and analyse all resident feedback. 
 

The Panel feel that compliments and suggestions need some serious attention so 
that staff are given recognition when it is due, and residents feel that their 

feedback to Curo is taken seriously.  
 
Curo should make the most of these positive comments from residents to 

highlight best practices and improve service delivery. 

Complaints 

Definition of a complaint 

The first and most obvious issue that the Panel encountered is that there is no 
clear definition of what constitutes a complaint.  

 
The Customer Feedback policy provides a very general definition - ‘any 
expression of dissatisfaction’, but in practice this is highly subjective and 

therefore open to interpretation by staff and residents alike. This is borne out by 
our observation of resident comments received through social media which 

showed that Customer Services staff did not consider some feedback as an 
‘expression of dissatisfaction’ and therefore did not record this as a complaint, 
whereas panel members did consider the same feedback as an ‘expression of 

dissatisfaction’ which they would have recorded as a complaint. From our 
interviews with former complainants, there is equal uncertainty from the 

resident’s point of view as to whether they were actually making a complaint or 
not. 

 From a resident perspective this leads to confusion – some people who 

believe they have made a complaint find that they haven’t, and others 
who just want a job done properly, or a simple matter addressed find 

themselves unexpectedly in the complaints process.  

 From a staff perspective it is difficult to be definitive about when a 
complaint should be opened without explicitly asking the resident (i.e. 

“Are you making a complaint?”), which might appear confrontational by 
some residents. 
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Resolution First (stage 1) 

The Resolution First approach on complaints is fit for purpose on paper, but in 
practice there is no consistency in its application – this is clearly shown in the 

staff surveys: 
 

 67% of respondents felt they understand the process involved in handling 

complaints, either ‘very well’ or ‘fairly well’, but only 54% of the 
respondents felt confident about recording a complaint 

 40% of respondents felt able and confident to handle all problems 
regarding complaints, however 60% were either not sure or did not feel 
confident.  

 48% of respondents felt they have been sufficiently trained in how to deal 
with a complaint either totally or ‘fairly’, however 52% of respondents 

either do not feel confident or have had no training received 
 
In broad terms only half of Curo staff are confident and able to handle a 

complaint, which is not surprising when training on complaint handling is not 
mandatory. 

 
From a resident’s perspective, we found a regular theme of either misleading or 

wrong information provided by complaint owners to the complainant because the 
nature of the complaint was not related to their area of expertise.  For example 
one complainant was ‘interviewed’ by a staff member from repairs when their 

complaint was not relating to repairs – this complaint subsequently took 3 
months to resolve. A similar theme emerged through staff interviews and survey 

outcomes, succinctly summarised through one staff member’s comment: 
 
“Customer facing colleagues need to take more ownership if they are the person 

dealing with the complaint.  You get a feeling that some come to you not to seek 
advice but to pass on as it ‘…isn’t (their) area of expertise’ “. 

 
The Panel acknowledge that the principle of a single owner of a complaint who is 
responsible for ensuring that it is resolved is good and should be retained. 

However, we question whether that should always be the person who first 
receives the complaint. Many of Curo’s customer facing staff have specialist skills 

(plumber, electrician, accountant) and their time is probably better spent 
applying their specialist skills rather than being complaint owners - plumbers 
should be plumbing, accountants should be accounting.  

 
The Panel also identified a need for staff to have a simple way of opening and 

updating complaints and suggestions while they are in the field, irrespective of 
whether they are the complaint owner.  
 

The Panel recognise through data provided that a high volume of complaints are 
generated by repairs that take too long to address.  Anything that could reduce 

the time for repairs to be effectively and efficiently addressed would reduce the 
volume of complains.  As a suggestion, a smart phone app would be ideal so 
that photographs can be taken and attached to works orders (and complaints) 

by residents as well as field staff.  This would increase timeliness of complaints 
handling at Resolution First.  

Management Review (stage 2) 

The Panel spent very little time on the second stage of the complaints process - 

review by managers. There is little evidence either way about how often or how 
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effectively this is being applied; this is probably because there are no timelines 

or targets relating to this aspect of the policy, and therefore nothing to measure. 
The Panel’s opinion is that there are fewer issues related to stage 2 complaints 

than there are with Resolution First. 

Outcomes of Complaints 

The Panel requested information on the outcomes of complaints however Curo 
were unable to provide this information.  

 
It appears that Curo are not meeting the HCA regulatory requirement which 
state that Curo must report the nature and the outcomes of complaints (e.g. 

upheld, partially upheld, not upheld) as well as the number of cases which 
receive Ombudsman attention on a regular basis to customers. 

  
“Providers shall offer a range of ways for tenants to express a complaint and set 
out clear service standards for responding to complaints, including complaints 

about performance against the standards, and details of what to do if they are 
unhappy with the outcome of a complaint. Providers shall inform tenants how 

they use complaints to improve their services. Registered providers shall publish 
information about complaints each year, including their number and nature, and 
the outcome of the complaints. Providers shall accept complaints made by 

advocates to act on a tenant’s/tenants behalf.”1 

Training 

The variability in the application of Resolution First seems to be directly related 
to training, knowledge of the business, and actual practical experience of 

handling a complaint. Where training has been given (e.g. to the Contact Centre 
staff) it has proved to be effective especially when followed up by practical 

experience of complaints handling, both in terms of logging the complaint on the 
QL system and in terms of managing the complaint through to resolution. 
 

To ensure that all complaints are handled in a consistent and effective manner 
would require that all staff - including contractors and agency staff - are trained 

to a common standard, but this would be prohibitively expensive. 
Perhaps it would be more cost effective to focus training on a smaller group of 
staff who will own all complaints.  This is reflected in a common theme amongst 

staff, which is a desire to have a dedicated complaints department (Evidence: 
1to1 interviews with staff).  This should be seen as just one option for a smaller 

team of complaint handlers - alternative suggestions for a more focussed 
complaints team include: 

 A dedicated complaints department (as above), but this is contrary to the 

principles of Resolution First 

 Contact Centre own all complaints – not a big leap from the situation 

today and addresses issues of staff confidence and training, but doesn’t 
address issues of inter-departmental communication (see below) 

 Neighbourhood Managers own complaints even if they don’t personally 
action them – this would: 

o Provide continuity from a resident perspective,  

                                       
1 ‘The Regulatory Framework for Social Housing in England from April 2012’, Homes and 

Communities Agency (March 2012) 
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o Reinforce the role of the Neighbourhood Managers as a primary 

contact person,  

o Provide Neighbourhood Managers with a clearer picture of issues in 

their area. 

 Dedicated complaint handlers in each department. 

QL system 

54% of staff surveyed are not confident about recording complaints, 

compliments and comments. (Evidenced by Colleague Survey).  The key issues 
that affect staff confidence are:   

 Training on recording a complaint (or compliment or suggestion) in QL is 

not mandatory for all staff, and not consistently given.  This has an impact 
on the ability of some staff to be effective complaint owners. 

 Regular practical experience of being a complaint owner – training is 
largely forgotten over time if not reinforced with practical experience.  

 

A theme in the staff interviews was a poor experience of using QL to log and 
manage complaints. Some staff admitted that they do not log a complaint in QL 

if they can resolve it quickly. Others stated that they might take manual notes 
initially with a view to logging the complaint in QL ‘when they had more time’ - 
perhaps this means never, as attested in a 1 – 1 interview.  

 
This reticence to log complaints in QL is caused by usability of QL rather than an 

issue with the complaints process itself.  Inevitably, this does lead to a skew of 
the metrics on complaints, because the performance data is incomplete. 

Complaint ownership 

The analyses of figures show that Contact Centre receives the largest volumes of 

complaints, and therefore they become the complaint owner under Resolution 
First: 

 Approximately 70% of complaints are handled by just 7% of the staff, 

namely the Customer Services staff based in the Contact Centre. 

 From our observations and interviews with them, most Contact Centre 

staff have become proficient and confident in applying Resolution First and 
using QL because they handle complaints frequently. The remaining staff 
only handle complaints occasionally and are therefore less confident both 

in terms of process and in terms of QL. 

 Training is sporadic. The original Contact Centre staff are well trained, 

while other staff (including newer agency staff in the Contact Centre) have 
had little effective training and are therefore less confident dealing with 
complaints. 

 
From our interviews with staff, we found that they do care about handling 

complaints and mean to do their best to resolve them (Evidence – 1 to 1 
interviews with staff) under the terms of the Customer Feedback policy, which 

states that: 
 
 ‘Colleagues are empowered to make decisions, undertake investigation and 

discuss with other colleagues to help resolve the complaint quickly’. 
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Whilst the stated intentions of staff are good when they are the complaint 

owner, there is a discrepancy in the application of the policy, especially when 
staff are not the complaint owner, but are required to provide assistance with a 

resolution– ‘the lack of commitment or urgency to resolve complaints from other 
areas’ [comment of survey respondent] 
 

A related issue that was highlighted in staff interviews is that a detailed 
knowledge of other parts of the business is often needed by complaint owners in 

order to resolve complaints quickly. For a staff member who is only an 
occasional complaint owner this can be a real stumbling block which often 
appears to be exacerbated by artificial barriers that exist between departments. 

 
There is evidence of a lack of communication and collaboration between 

departments when it comes to dealing with complaints (Evidence: Colleague 
Survey. 1-1 interviews with staff).  
 

Staff also commented on the time that handling a complaint takes out of their 
normal role. Very often handling a complaint is seen as additional to their 

normal working day. 

Accountability 

The staff survey outcomes and our interviews with staff indicate that authority to 
resolve complaints is not consistent.  This applies both across departments and 

in terms of hierarchy.  
 
The majority of complaints are received through the Contact Centre and they are 

therefore the complaint owners.  Whilst they own the complaints, evidence 
shows that they do not feel that they have the authority to make decisions in 

order to resolve them. Furthermore, some staff reported that decisions that they 
had made were overturned by managers, and other junior members of staff 

reported that they were “fearful” of escalating a complaint to more senior 
management.  
 

Staff need to be empowered to resolve complaints, and should not be 
undermined by managers. Where a sub-optimal decision is made by a complaint 

owner it should be supported by management whenever possible. Positive 
mentoring by managers to point out better potential solutions may encourage 
the complaint owner to change their decision of their own volition, but ultimately 

the complaint owner must have the final say.   
 

The evidence shows that many managers do not seem to be accountable enough 
for complaints that relate to their area, and do not actively drive resolution or 
provide support to colleagues who are complaint owners. 

Learning from complaints 

Resolution First concentrates on the immediate reason for the complaint, and 
once closed, that seems to be the end of the matter. There is no attempt to use 
complaints to identify ways in which Curo’s performance and processes can be 

improved to prevent similar complaints in the future.  
 

For example, a compliant might be made about a leaking roof. Once the leak has 
been fixed and the tenant is happy then the case is closed, but analysis of the 
complaint might show that the original request to fix the roof happened 6 

months prior to the complaint, and it still wasn’t fixed despite numerous phone 



9 
 

calls by the tenant and 8 site visits by Curo. Understanding why it took so long 

to fix the leaking roof is as important as the fix itself – one aspect is focussed on 
satisfying the tenant and one aspect is focussed Curo’s own service delivery 

 
The Customer Feedback Policy states that: 
 

‘we will publish articles across numerous  media to demonstrate how we have 
used customer feedback to improve our services’ 

 
The Panel are not confident that this commitment is being met given that 
complaints (and to a lesser extent compliments and suggestions) are a primary 

source of direct resident feedback, and yet there is no analysis of the root 
causes of complaints. 

Resident perspectives 

Many of the resident interviews highlighted the time it takes to get anything 

done in Curo as a point of dissatisfaction and that includes complaints. 
Furthermore, this perceived lack of responsiveness is seen as a key driver of 

complaints. If simple jobs were handled correctly first time, and in a timely 
manner then fewer complaints would be made – this seems particularly true of 
repairs. 

 
Some tenants are reluctant to make a complaint for fear of a ‘black mark’ 

against their name or because they believe that such a move will jeopardise 
their tenancy.  This has been evidenced through interviews with particularly 
older residents.  

 
Residents rarely have a unique reference number for any interactions they might 

have with Curo, and this extends to complaints. Reference numbers are 
generated by QL, including when a complaint is logged. These reference 

numbers are printed on letters that are sent to the customer provided the 
correct template is used, but it seems that the reference numbers are not given 
to the residents as a matter of course when communicating by phone or email.  

 
Some residents run up huge telephone bills chasing Curo to resolve issues 

(whether formal complaints or not), so alternative methods of tracking 
complaints, compliments and suggestions is desirable; perhaps an online 
account with web and smart phone app access.  

 
Residents do not differentiate between Anti-Social Behaviour (ASB) complaints 

and complaints about Curo Services. There is a need to highlight the difference 
between the two to residents. 

Compensation payments 

There are some outstanding questions over compensation payments which we 

have not been able to resolve.  

 Are complaints made by some residents with the express intention of 
getting compensation? 

 Are compensation payments used by Curo staff to ‘pay off’ complainants? 
 

The Panel were not able to determine how much is paid out in compensation as 
there is no consistent monitoring or recording process within the organisation. 
The Panel feel that the costs of compensation should be included on performance 
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data of complaints.  This will provide evidence of transparency and costs of 

resolving complaints.  

Monthly Complaints Performance data 

One of the first data sets that the Panel examined was the Monthly Complaints 
Performance Summary. This was useful as a starting point, but as previously 

mentioned, these metrics are believed to be skewed because there isn’t a clear 
definition of when a complaint is being made, and by the fact that some 

complaints never get logged in QL. This skew of the metrics perhaps explains 
some of the discrepancy between the reported performance of Curo (e.g. in the 
Open magazine) and the residents’ perception of Curo’s performance. 

 

The metrics as they stand do give some general trends. The most striking is that 

Repairs & Gas Servicing is the biggest driver of complaints, and they are also the 
least improved over the period April to December 2013. The number of open 
complaints for Repairs & Gas Servicing increased from 27 to 47, and the number 

of new complaints per month decreased slightly from 29 to 21. Most other 
departments have improved, especially on the new complaints. The total number 

of new complaints received in April 2013 was 58 so Repairs accounted for 50% 
of the total; by December 2013 the total number of new complaints was 29 and 
Repairs accounted for 72% of the total.  

 

Repairs are always going to account for a high proportion of complaints due the 

nature of their business and by the nature of their interaction with residents. 
However, this means Repairs needs to be the best department at handling 
complaints and should be leading efforts to improve the complaints process. 

 

The Panel feel that the means of opening a complaint in QL needs to be 

simplified if the Complaints Performance metrics are to be meaningful in future. 
Given that Repairs account for such a high proportion of complaints, perhaps 

there should be a simpler (single click) mechanism to escalate a job into a 
complaint in QL. 

 

The Panel discussed whether the complaints performance metrics should be 
regularly reviewed by the Renowned Customer Experience SIP. The feeling is 

that this is likely to be counter-productive until the completeness and accuracy 
of the metrics can be assured; the incomplete metrics may give a false sense of 
security.  

 

There was also some discussion about whether it as an effective use of Curo 

resources to report these figures on a quarterly basis when they are reported in 
the annual review. No conclusion was drawn from the discussion other than to 
say no reporting should be considered until complete and accurate metrics are 

available; the case for or against reporting to a SIP should be left to 
management. 



11 
 

Recommendations 

1. Put in place a process for recording and reporting the outcomes of 
complaints which meets the HCA regulatory requirements. 

2. Put in place a formal process for handling suggestions and compliments. 
This should include: 

a. Some means of providing feedback to the person who made the 

suggestion (e.g. progress, outcome). 

b. A formal process for recognising staff who have received 

compliments.  

3. Put in place a process for reviewing and analysing compliments, 
suggestions  and complaints to identify best practices (from compliments) 

and defective or ineffective processes (from complaints) with the express 
intention of improving services.  

a. Analysis of complaints should look at the underlying process failures 
that led to a complaint being made in the first place. 

b. Any process improvements that are recommended and 

implemented should be monitored for effectiveness in subsequent 
analyses of complaints data. 

4. Review the Resolution First policy with a view to improving traceability 
and accountability of the complaints handling process. We recommend 
that the following are considered as part of the review: 

a. Focus a comprehensive training regime on a smaller set of 
customer-facing staff who should own all complaints. 

b. Make all managers accountable for the responsiveness of their 
departments to the complaint owners.  

c. Complaints handling should be part of every PDR and should cover 

complaint ownership and responsiveness to requests for help by 
complaint owners. 

5. Put in place aspirational targets and deadlines for resolving complaints in 
a timelier manner – as a suggestion: 

a. A target of resolving 80% of complaints within 2 weeks. This should 

be achievable, especially if an easier logging system encourages 
logging of complaints that are ignored today. 

b. Automatic escalation to stage 2 after 60 days 

c. A target of resolving 80% of stage 2 complaints within 30 days of 

escalation to stage 2. 

d. A deadline of resolving all stage 2 complaints within 60 days of 
escalation to stage 2. Although there is no penalty for failing to 

resolve within the deadline, it does provide a metric that can be 
reported. 

6. Provide residents with alternative methods of tracking complaints (and 
works orders in general) without the need for continuous phone calls;  

a. Residents should have online access to their own accounts, 

including current status of any works orders and QL cases in their 
name.  
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b. Residents should have the ability to track their open QL cases using 

a smart phone app, including the ability to upload photographic 
evidence relating to the case. 

7. Provide a quick and simple process for staff to open complaints, 
compliments and suggestions without being the complaint owner. 
Additionally, all staff who operate outside Curo offices (i.e. in the field) 

must have the ability to update works orders and QL cases in the field 
without the need to return to an office, as follows: 

a. Take photographs and attach them to QL cases (including 
complaints) – a smart phone app would be ideal.  

b. Add notes to existing QL cases. 

c. Open new QL cases (including complaints, compliments and 
suggestions).  

8. Measure performance on complaints, compliments and suggestions 
against a meaningful benchmark (e.g. HouseMark); figures in isolation are 
meaningless. 
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Appendices 

The individual 1-2-1 interviews with both staff and customers have not been 
included as appendices to this report in case the responses include personally 

identifiable information. 
 

A. Curo staff survey results 

 
B. Curo complaints performance data (Performance as at the start of the 

scrutiny. Overall performance included however full report broken down 
by department is also available). 
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Summary 
 
The survey was sent to 375 colleagues to complete on 19th February 2014. 

 
The survey closed on 28th February and received 136 (36%) responses. 

 
The following charts and tables are the results of the questions asked. There 
were three open questions for colleagues to add their own personal thoughts 

and suggestions about the complaints process. 
 

After reading though all the results of the open questions, they could be split 
into four headings; Process, Practice, Accountability and Culture. 
 

The results have been analysed and under each heading we were able to 
input the themes. 

 
Colleagues’ comments have also been added under heading to give examples 

of the types of comments and suggestions colleagues have made. 
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What do you think is the worst aspect of dealing with a complaint, compliment or suggestion?

Process Practice Accountability Culture

Lack of or no training received 

for QL

Not knowing how to respond to 

complaint

Communication between 

departments

Being empowered to make a 

decision that can often be 

reversed by senior 

colleagues

Dealing with complaints that 

fall outside a collagues 

department

The time it takes out of normal 

role - complaints are time 

consuming

Regular communication with 

the customer - who's 

responsibility?

No clear timescales for 

customers or colleagues

Not knowing who to get help 

from

Having to spend time chasing 

colleagues for responses to 

help resolve a complaint

Lack of consistency when 

applying Resolution First 

process

Process on QL is too long

Lack of knowledge of the 

process, timescales, who to 

involve and how to go about 

resolving the issue

Taking responsibility for another 

departments shortcomings

Being able to provide a definite 

outcome for that person

We sometimes struggle to 

get a timely response from 

other areas within the 

organisation.

There hasn't been mandatory 

training so across Curo there 

are different understandings of 

how we mange complaints and 

compliments  Some colleagues 

and teams do not take 

responsibility for their 

complaints or parts of 

complaints so things aren't 

resolved.  Quite often the 

complaint owner under 

resolution first will log on QL 

but doesn't phone or pass all 

the information on to the 

person who needs to 

investigate and respond.  

We've had lots of recent 

examples of the contact 

centre telling customers if you 

want to complain speak to 

your neighbourhood manager.  

Customers who contact some 

time after their complaint is 

closed (even around a year) 

appear to be re-considered at 

first point of contact rather 

than making it clear that the 

customer has completed our 

processes.     Summary reports 

are now better

Time taken to investigate and 

resolve the complaint

The lack of comitment or 

urgency to resolve complaints 

from other areas/ Main area of 

concern is Response   Lack of 

understanding with the 

Complaints process from some 

area's. Attitudes and 

assumptions of Response 

managers when asked for 

support. Quite often the 

response is "It's not their 

responsibility"

When you dont recieve 

support from colleagues

The time it takes to input on 

the "system", investigate, 

chase responses from 

colleagues etc impacts on your 

own performance and means 

that customers are not getting 

a good service from you.  Also, 

lots of complaints are first 

given to NM's who are 

supposed to be on estates 

most of time withouth 

appropriate IT facilities.  This 

is particularly frustrating for 

staff, not to mention 

customers, when the 

complaints concern either 

repairs or asset management.

Dealing with a complaint for a 

matter that doesn't fall within 

my responsibilities.

Not knowing who should take 

ownership of the complaint is 

difficult. I also worry, and 

have had feedback from 

customers that once a 

complaint has been passed 

onto a different department 

that it is not dealt with.     

Timescales for dealing with 

complaints are not as clear as 

they used to be.

Complaints and Suggestions - 

When you come up against 

'artificial' barriers from other 

teams when trying to resolve 

the issue. This may be we 

dont have a budget, or thats 

not a 'repair'. You have a 

solution, its agreed with the 

customer and yet you are 

reliant on a colleague to 

deliver.

No one is really clear on what 

to do when a complaint 

arrives, how to log it, who is 

responsible etc Also those 

whom are supposed to be in a 

position to assist and support 

seem to be in the same boat.

having no training as yet, 

customers also confused what 

to do and have mixed messages 

from staff.

Complete ownership often 

emcompasses a great deal of 

time in areas of weaker 

competance and therefore 

time resource is wasted.

Dealing with the internal 

politics which put up barriers 

and stop complaints being 

resolved quickly.

The expectation that staff will 

be adept at entering the 

complaint, compliment or 

suggestion within QL when the 

training available has been less 

than substandard at best.
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What do you think could be done to improve the processes around complaints, compliments or suggestions?

Process Practice Accountability Culture

Implement timescales for colleagues 

and customers
Training on QL 

All colleagues to log all complaints, 

compliments and suggestions

Empowerment - colleagues to feel 

they can make decisions and they 

won't be overturned at a senior level

Clear guidance on compensation and a 

compensation budget

Training on how to implement Resolution 

First

Managers and senior management to be 

accountable for the performance of their 

department in relation to complaints

Colleagues to help each other and 

provide support in resolving 

complaints

Departments to manage their own 

complaints

Complaints team who's responsibility it is to 

coordinate responses to complaints 

Regular reviews on complaints between 

managers and colleagues

Regular workshops to share 

knowledge and experiences

Single complaint coordinator within each 

team

Pass the complaint to those who have 

specific knowledge of the project 

and/or complaint. Surely a customer 

would prefer to discuss the 

problem/complaint with someone who 

has some knowledge of the scheme 

rather than someone who knows 

nothing?

I find the main issues with Curo's complaints 

process at present is that they are mostly 

taken through the contact centre. I used to 

work in the contact centre as a complaints 

handler and from my experience i found the 

call handlers are very rushed to answer the 

next call, not giving the customer and the 

call handler time to resolve any complaint or 

giving the customer the service they should 

receive. This results in call handlers in the 

contact centre pushing through complaints 

to anyone in the building who will take them 

and not wanting to take ownership of the 

complaint. The customer making the 

complaint should not be bounced around the 

building being past pillar to post.  Curo 

should have a complaints department 

handling complaints and complaints only so 

the customers can receive the service and 

quality that they should. The contact centre 

is based very highly on call figures and 

quality is not really controlled to how it 

should be.  I personally find the training in 

the contact centre is very poor. I received 

no training in the 6 months i worked there. I 

only received complaints training as i 

physically went and asked another collegue 

in the perfomance and business improvement 

department to train me.

A review of the usability and sucess of 

the current process - if fit for purpose, 

training, training, training. If not perhaps 

some consultation rather than 

presenting a full gone conclusion.

Continue to drive culture of first point 

of accountibility and resolution

clear guidelines on how long the 

process of complaint is, what to 

expect from the process, a point of 

contact to be given during the 

complaint.

Have a complaint co-ordinator.   Make sure 

that complaints are taken seriously and have 

a complaints coordinator ensuring all 

complaints are logged on QL and distributed 

to a nominated person in the relevant 

department for a response  within complaint 

timescales.  All customers should receive a 

response within 5 days confirming receipt of 

the complaint and outling what they are to 

expect regarding the outcome/investigation. 

Complaints Cooridnator to monitor that 

letters sent out and follow up response 

made by 'nominated person' within 

timescales.

Make managers repsonsible for their 

area's and take ownership of their 

complaints, Case managers are not able 

to influance the offending area. Instead 

of targeting the case manager for 

completion set the target to the 

offending area, this way the case 

manager will feel supported and 

enpowered to resolve.    In the case of 

Compliments this should be included as 

points into an award system

Get colleagues to take ownership and 

resolve fully and quickly their 

share/section/element of a complaint 

so that everyone else can do their 

part and resolve the complaint as 

quickly as possible. i.e. playing green 

quickly all the time when resolving a 

complaint.

I think the process is good. i 

understand it and it is clear. However, 

if i answered the phone and took an 

initail complaint that was nothing to 

do with my department i am then 

responsible to ensure it is resolved, i 

am not sure about this. I feel if it is 

nothing to do with my department i 

should be able to sign the complaint 

over to the most appropraite person 

and end my involvement.

Thorough and efficient training for all 

colleagues. Simplifying the process.  Having 

a dedicated complaints department. Include 

training within induction training so that 

everyone knows or has an understanding of 

how to deal with them from day one.

Make it clear who is supposed to deal 

with the complaint if it cannot be 

resolved at first contact. Clearly define 

to staff and customers what we and 

they should expect when handling 

complaints. The company should treat 

all complaints fairly and not prioritise 

ones that have been published on social 

media.

A culture of all colleagues sharing 

information and having time to help 

others move complaints forward

Consistent approach and a continual 

reinforcement of the process. Ensure 

everyone knows the procedure rather 

than the policy.

It is extremely important to get this area of 

the business working well - a customer 

resolution team would provide an efficient 

service to an already disatisfied customer 

which would ensure a consistent approach 

and a create a professional image rather 

than 'anybody' taking ownership who is not 

properly equipped with the knowledge of the 

process.  Although initial training is given the 

option of refresher sessions would be useful 

if you work in a department that doesn't 

often deal with direct customer contact

training for staff and clearer info for 

customers. Also more support eg regular 

121 's from managers, and overall review 

at the end, when staff deal with a 

complaint

Customer facing colleagues need to 

take more ownershp if they are the 

person dealing with the complaint. 

You get the feeling that some come 

to you not to seek advice but to 

pass on as it '...isn't [their] area of 

expertise"

We need to agree specific levels of 

authority to act to resolve a 

complaint with clear permission to 

spend up to pre specified levels. We 

also need to identify who is the gate 

keeper on the compensation budgets.

A review of the usability and sucess of the 

current process - if fit for purpose, training, 

training, training. If not perhaps some 

consultation rather than presenting a full 

gone conclusion.

Although i beleive the resolution first 

policy is a fabulous way in which to 

resolve complaints, in practice with the 

current imbalance between the in-

coming work and staffing levels and lack 

of modern IT equipment, in practice it 

fails in respect of complaints.  Equally 

does anyone actually record 

compliments?  We often recieve thank 

yous but it is our job to give the best 

customer service so we merely respond 

by saying its our pleasure and move to 

the next issue to resolve.

More trust for employees to resolve 

them without feeling have to check 

with a manager.  Beign able to scan 

and add letters more easily to QL 

that are both recieved and sent out.  

Clearer process
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Please see the next page for examples of comments from colleagues. 

Process Practice Accountability Culture

One person dealing with it one point of 

contact both for staff and complainant - be 

it either within a dedicated complaints team 

or a dedicated person within each 

department

Quicker response and resolution - timescales 

for customers and colleagues

Managers to be accountable for the 

complaints that relate to their departments - 

drive resolution and provide support for 

colleagues

Improve communication between 

departments

It needs to be easier for the collegue who 

has taken the complaint to access 

information on what we can do/offer the 

customer.

Keep the customer informed at all times
All staff need to keep QL up to date - not 

just with complaints but with contacts etc 

Colleagues to feel empowered to make 

decisions they feel are right in order to 

resolve a complaint

Ensure there is a clear process and route for 

escalation
Improve QL process

Be accountable to customers - "you said, we 

did" - learn from complaints and feedback to 

customers changes which happened as a 

result

Colleagues to respond to queries instead of 

having to be chased by other colleagues to 

respond

Regular workshops and training
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Thinking about the complaint process from the point a resident contacts Curo to the point the complaint is resolved, what one thing would 

you change which you feel would improve the residents’ experience?
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Thinking about the complaint process from the point a resident contacts Curo to the point the complaint is resolved, what one 
thing would you change which you feel would improve the residents’ experience? 
 

 

Process Practice Accountability Culture

I would just ensure that everybody who has 

any involvment always updates QL so that 

nobody thinks somebody else has taken 

responsibility!

Ensuring that regular contact is made with 

the complainant until the complaint is closed.

Customer-facing staff who pick up the 

complaints need to be fully supported by 

other teams who may actually be responsible 

for a) the original service failure and b) 

agreeing any resolution. On occasions the 

case manager is left holding the complaint 

but is not given the support of colleagues to 

bring it to a swift and fair conclusion. This 

increases the frustration of the resident, and 

leaves the case manager feeling isolated. I 

also think that if the complaint is not upheld 

and an unwelcome message is going to have 

to be passed back to the resident then the 

case manager should be able to insist that 

whoever made that decision has the 

conversation with the resident, so that any 

further questions/challenges to it can be 

dealt with directly.

The person taking the call to be able to make 

decisions immediately using their own 

judgement rather than have it escalate to 

management level (if minor).  Taking 

'ownership' is important but employees need 

to have the authority or feel as though they 

can make the decision.

Having one point of contact, and that 

responsible person chases whom ever to get 

resolved but primarily the one point of 

contact manages the complaint.

Clear timescales on when we will reply but 

not necessarily resolve the complaint. This is 

because there will be a natural varience in 

terms of how long it will take to investigate 

and resolve each individual complaint. But it 

is still important from a customers point of 

view, when will they receive an update on 

the complaint so that they feel it hasn't been 

forgotten.

Staff having all information to hand of 

previous calls and history of the tenant and 

property. ie: keeping QL up to date

This is a very broad comment, but the one 

thing that would change the residents' 

experience is a change of culture within 

ourselves....remembering to look at it from 

the customer's point of view, and feeling 

comfortable taking that ownership.  In order 

to make this happen we need to instil a 

culture of supporting each other, providing 

what is needed to get a situation resolved in 

as timely a manner as possible.  Then the 

customer would only have to deal with one 

person, but also be left with the impression 

that the one person does in fact represent 

the organisation as a whole.

Immediate contact from Curo to acknowledge 

the complaint and set ou t a clear 

understandable process that the resident 

should expect to be a part of.

Ensuring the customer can speak to 

somebody that can affectively manage and 

deal with that complaint the first time they 

contact. That person has to have the right 

knowledge and expertise to deal with what 

the subject of comapint maybe.     Also for 

Curo to communicate clearly what the 

customer can expect to happen with that 

complaint.

It is the case that if you are presented with 

a complaint you become the point of contact 

for the customer and it is your duty to 

investigate and resolve. For Contact Centre 

colleagues this is a difficult process due to 

telephony demand and no buy in from other 

areas to support a resolution. To give 

customers with complaints greater support, 

each accountable area should have a 

complaints handler this person shoulld report 

directly to the line manager who should then 

in turn  performance manage the complaint 

to ensure other customer so not have the 

same experiance.

1) Less questioning of the customer - accept 

a complaint as this is how the customer feels 

or beleives has happened. Some colleagues 

still try to 'challenge' complaints.     2) A 

courtesy follow up call or email after its 

resolved adds a personal touch and leave the 

relationship with a positive reminder

Have QL remind the 'owner' via email to 

chase up/monitor the complaint regularly, 

using an alert process

I have had a complaint where after a few 

weeks they requested it goes to a Manager. 

I spoke to a Manager who refused to take it 

on as "Resolution First" and I was the point 

of contact. This understandably upset the 

resident and myself, we both fouind it highly 

frustatrting as I felt i had no support and the 

resident did not get what they were asking 

hence the complaint escaleted much further 

than it needed if a Manager did help earlier 

on. I truly belief the complaint should be 

dealt with by the department it relates too. 

A complaints Handler in each department who 

has knowledge and all relevant information to 

hand is much more practical than any 

member of staff picking up a complaint that 

could be to do with any other department 

that they have no knowlegde of but because 

they picked it up, they should (going by 

resoultion first) deal with that complaint start 

to finish, to me this dosen't make sense!

To publish complaints and the resolutions of 

what we did.  It means more than simply 

acknowledgement that a complaint has been 

received.

The biggest single complaint we ever get is 

about our poor communications structures, 

so we need to look at how we can improve it

I think when a customer contacts curo via 

phone call through the contact centre, the 

person they are speaking with should have a 

good understanding of each department in 

curo and how each department works which 

will help the call handler investigate into the 

complaint and resolve it efficiently and 

effectively. The call handler then feels more 

confident when taking the call. The customer 

then feels more confident in the person they 

are speaking with, they are receiving the 

correct information and a quick resolution. I 

mentioned in the exec breifing i went to that 

it would be benificial for the workers in the 

conatct centre to sit with each department 

in curo to get a better understanding. I was 

told that training is of course dificult as they 

need the people on the phone. I then 

suggested that for any new employees 

joining the contact centre to make it part of 

their induction, especially if the person has 

never worked in housing before.

A dedicated complaints handling team that is 

able to see them through from beginning to 

end. Knowledge that they will be taken care 

of will inspire confidence in others that 

complaints will be resolved and that assisting 

with a query will not leave you saddled with 

a difficult situation that you may not know 

anything about.

Make sure all colleagues know what the 

process is so that we all handle things well.  

Regular review meetings to highlight issues 

arising from complaints handling, with key 

info cascaded to teams, would partly address 

this.
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