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Our Views in a nut-shell 

 
 The predicted increase in casework volumes is in line with our expectations. 
 We think the objective of a 6 month average case resolution timeframe is 

right for the coming year, but would like to see it reduce further in future. 
 Local resolution, and the approach that you take to it, is particularly helpful 

to us in resolving disputes. 
 Local resolution, along with your case studies, are most useful in helping us 

improve our own processes 

 You have a unique picture of complaint trends in the sector and that is 
invaluable in helping us develop policies and procedures. 

 The balance between casework and sector development is about right, but we 
would not want to see the latter reduced to accommodate increases in the 
former. 

 We would like to see your future development include enhanced performance 
information for landlords, a responsive website, and support for the 

improvement of standards in the private rented sector. 
 
Who are we? 

 
We are based in Bath and we own and manage over 12000 rented and low cost 

home ownership properties throughout the South West region. We also have a 
small portfolio of homes let at market rents. We have invested significantly in 
our customer feedback and complaints processes and in training, the latter 

forming part of the induction programme for all colleagues.  
 

Introduction 
 

We welcome the opportunity to help inform your business planning and fee 
setting processes. The service that you provide is something that value and it 
supports our own approach to complaint management. We are therefore keen to 

see the service sustain and develop it’s offer to the sector and to our customers. 
Our response to the consultation is made in that context, and in our response we 

seek to address the questions posed in the consultation. 
 



Detailed response 
 

We would broadly support your predictions of increasing casework volumes and 
the reasons for that. As an individual organisation, numbers of complaints 

reaching you are small, making it difficult to predict percentage changes. 
However, we recognise the picture that the consultation paints; in terms of 
sheer numbers, diversification of our activity and the changes that go with that 

are likely to outweigh the better management of complaints through our own 
internal processes. 

 
We support the objective of reducing timescales for the turn round of cases to 6 
months. We have been aware of timescales much in excess of this in recent 

years, and the frustration this causes. Equally, we have seen speedier resolution 
already in more recent months. We suggest that a reduction to a 6 month 

average should be only the start, and that in future years we should consider 
how it can be reduced further. 
 

Our own approach to complaint management focuses on resolution; our 
complaints process is called ‘resolution first’. It’s perhaps unsurprising therefore 

that your approach to local resolution is one aspect of your work that we find 
especially helpful, and important.  

 
As well as helping with individual disputes, local resolution also helps us to 
improve our complaint handing processes. That’s because the approach chimes 

with our own complaint management principles and therefore provides us with 
opportunities to relate learning from cases that you have supported to our own 

processes. We also find the case studies that you produce helpful; these are 
much more accessible now that they appear on your website – although your 
annual report, which previously reported these, was a useful reminder to 

consider these. 
 

Your own casework is such a fundamental part of our own process that it has an 
impact on our own performance, not least in the eyes of customers. There have 
been occasions when we’ve felt that there’s room for improvement in the 

communication between you, ourselves and customers. In particular we’ve had 
instances where we and our customer have not had the same information at the 

same time; ‘closing the loop’ at the end of a process could be better 
 
At the more strategic level, feedback from you on current trends and emerging 

issues is helpful. You have a unique perspective on the sector as a whole and 
that provides an opportunity to help us understand what we might anticipate 

and help us plan services in a way that recognises potential issues for 
customers.  
 

In the world of increased diversification that you describe in the consultation this 
is even more important. It’s important in helping us develop complaint 

management policies, but perhaps even more important in helping develop 
operational policy and procedure in a way that will avoid complaints. This is 
another area where your annual report used to provide a focus for this – albeit 

at a single point every year. It’s perhaps less accessible than are the case 
studies now. 

 



Your perspective on the sector also provides you with performance information 
about individual landlords that would be helpful at that strategic level for us. 

This is mentioned again below in relation to ideas for future development.  
 

As the above suggests, we greatly value your sector development activities and 
we would not want to see them cut back. We think the current balance is right, 
but conscious of the projected increase in casework, would not want to see 

sector development activity fail to match that. It’s precisely the reasons for the 
casework increases – change and diversification – that will make that analysis 

and development work so valuable. 
 
One response to the need to maintain – even improve – the sector development 

work might be to offer enhanced, ‘added value’ services at additional cost. We 
would certainly be interested in, for example, feedback on our performance, 

performance comparison with our peers, and annual summary of our complaints 
history.   
 

We’d like to see your website development include the delivery of a more 
responsive site, with on line complaint reporting and management as an 

objective. 
 

Finally, we agree that your scope is about right, but note with interest the 
suggestion in the consultation that private renting might be a growth area. We 
would support this, in terms of both the existing private rented sector, but also 

the diversification of HAs into that sector. We think there is a real opportunity 
there, and one which chimes with last week’s White Paper and its focus on 

standards in the private rented sector. There are already emerging local 
initiatives (for example, the West of England Rental Standard in the area in 
which we operate) which might be something your services could enhance.  

 
ENDS. 
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