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• Scope/Aim  

Looking at the complaints received from letters, emails and in person to Caredig 
regarding the Property Services department over a one year period. With regard 
to how the complaints are received, replied to, how dealt with and the 
communication between the customer and staff. Also the challenges caused by 
the amount of time taken to deal with customer issues. We looked at 70 
complaints initially. 

 
 

• Introduction  
Complaints help us to understand areas of dissatisfaction and opportunities for 
improvement in delivering tenants services, repairs is the largest category of 
complaints so we felt this would provide us with the greatest insight. So along 
with other members of the Hub we arrived at a joint decision to choose “Property 
Services”.  



 
 
 

• Method  
We were presented with the listings of 70 complaints, some were dismissed as      
not relevant to this exercise, and we chose to look in depth at 17 separate issues.  

 
We were helped by staff members in a timely manner to sift through the listings 
and we were pleased with the help afforded us by Vicky Nickolas (HR) and Gareth 
Jones (Surveyor), this was a mixture of face to face meetings, team meetings and 
email. 

       
 
 

• Key Findings 
It’s tough to hear, but customer complaints often result from you, your staff, or your 
service falling short of expectations. We must learn to manage expectations. We 
should also be aware of our reputation being criticised amongst tenants and the 
general public. Tenants would rather receive a negative report when it comes to 
unobtainable parts or a broken appointment rather than no communication at all. 
On the whole the review deems the department has and is doing well considering 
some of the obstacles they have had to overcome. 
 
 
• Recommendations 
• Communication must be looked at in depth it is letting Caredig down.  
• As a customer we would much rather receive a negative report with an update for 

future works, than nothing at all which leaves tenants without any forward 
motion. 

 
 

• Conclusions/Lessons Learned  
 

We would like to revisit at later date to see improvement/action taken and to track 
successes and outcomes. 

 

 
Actions and Next Steps 

• Policy was reviewed and revised. 
• A new complaints reporting system was put in place. Reporting of 

complaints was made easier for both staff and tenants. More regular 
communication was built in so that complaints would not drag on without 
tenants being updated. 
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