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Introduction 
We are committed to delivering a positive customer experience every time we are in touch 
with or provide a service to our residents. There will be times when things do go wrong, or 
we fail to meet expectations. 

We understand that a problem with someone’s home that is difficult to resolve can be deeply 
impactful for residents. This is why we want to offer swifter and more effective resolutions, 
continuous learning to improve services and a positive culture which demonstrates 
empathy, transparency and respect. 

Our complaints handling approach, set out in our policy, is designed to resolve complaints 
quickly and thoroughly. We recognise the importance of considering personal situations, 
keeping residents informed, and providing a quality response. We want our complaints 
handling service to be easy to access and a service which stands ready to help put things 
right. 

As we continue to invest in improving the quality of homes, and making our services easier 
to use, the complaints we receive offer essential insights into our progress, and how we may 
need to adapt our approach. 

Our policy is reflective of, and compliant with, the Housing Ombudsman Complaint 
Handling Code April 2024. In line with Code expectations, we commit to producing an 
annual complaints performance and service improvement report for scrutiny and challenge. 
As per Code Provision 8.1 this must include the following: 

•	The annual self-assessment against this Code to ensure our complaints handling policy 
remains in line with its requirements. 

•	A qualitative and quantitative analysis of our complaint handling performance. This must 
also include a summary of the types of complaints we have refused to accept. 

•	Any findings of non-compliance with this Code by the Ombudsman. 

•	The service improvements made because of the learning from complaints. 

•	Any annual report about Clarion’s performance from the Ombudsman, and any other 
relevant reports or publications produced by the Ombudsman in relation to the work of 
Clarion.

https://www.myclarionhousing.com/about-us/clarion-housing-policies
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Summary 
As we develop our annual reporting on complaints, we will share information about the 
changing picture for important measures of progress: 

Performance indicator 2023/24 2024/25

Number of complaints received 5,750 6,898

Average overall resolution time (working days) 24.5 18.9

Housing Ombudsman maladministration rate (proportion of negative 
findings by the Ombudsman)

66% 60.2%

Findings of severe maladministration 28 15

Complaint handling failure orders (CHFOs) 3 0

Cases escalated from stage 1 to stage 2 30% 32.4%

Cases acknowledged within 5 working days N/A 76%*

Stage 1 complaints completed within agreed service level N/A 30%*

Stage 2 cases completed within agreed service level N/A 50%*

Customer satisfaction with complaints handling 37.7% 42.7%

*Measured from April 2024 

We continue to see a mixed picture on performance against our three key objectives: 
1.	 Acknowledging and resolving complaints within agreed service level. 

2.	 Reducing the need for customers to escalate complaints. 

3.	 Improving customer satisfaction. 

We have improved performance in the quality of our complaint responses in Housing 
Ombudsman casework, and across most indicators for stage 2 complaints. We have also 
shown a general improvement trajectory for customer satisfaction, and seen a small 
improvement in Tenant Satisfactory Measures performance between year one and year two. 
We have made positive progress in responding to enquiries from elected representatives. 

Whilst this progress is positive, we face challenges in certain key areas. We are not achieving 
our service level agreement for resolving stage 1 complaints, and we continue to receive 
higher volumes compared to last year. We expected a certain increase following the 
introduction of the new Code for Complaints in April 2024, which rightly ensured housing 
associations were making their complaints process as accessible as possible. However, the 
volume of complaints we are receiving is higher than we would like, and it is affecting our 
ability to hit our targets. For example, to consistently acknowledge both stage 1 and stage 2 
complaints within agreed service levels. Our stage 1 to stage 2 escalation rate also remains a 
challenge. 
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Our action plan is focused on the above three key objectives with specific work in the short 
term on: 
•	Reducing incoming complaints through improved service delivery. 

•	Improving productivity of the Complaints team. 

•	Improving overall quality of our responses. 

Our transformation programme, Connect, is due to reach some key milestones this year, 
and will be central to driving and sustaining improvements. 

Our executive team and our board are kept regularly updated on complaints performance 
and progress. They are keen that, whilst we focus on improving our service level 
performance for response times, we don’t do this at the expense of quality. 

Complaints handling performance is shared with our customers monthly via our Clarion 
Commitments, and we work closely with the Complaints Special Project Group of residents 
to improve the way we work and drive better outcomes for customers (see page 23 for 
further information). 

External operating environment 
The operating environment for complaints handling remains challenging. 

Incoming volumes of complaints have increased annually. Positive ambitions to improve 
homes and services are making a difference, but housing associations continue to face 
challenges with rising costs and competing demands for investment in our homes and 
services. 

The external environment plays a crucial role in shaping how landlords handle complaints. 
Regulatory bodies like the Housing Ombudsman and the Regulator of Social Housing, 
government policies, resident expectations, and public scrutiny all contribute to the 
framework within which housing associations must operate their complaint processes. 
Regulatory change and the focus of the Housing Ombudsman, demand consistent attention 
and oversight of our complaint handling approach. 

At Clarion, we have set out our vision and ambitions to meet the challenges we face. We 
continue to make significant investment in improving our homes and services, enhancing 
building safety, delivering to higher environmental standards, and modernising ways of 
working, against our overall strategic goal to improve customer experience of our services. 

https://www.myclarionhousing.com/clarion-commitments
https://www.myclarionhousing.com/clarion-commitments
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Complaints performance April 2024  
to March 2025 
1. Volume of complaints 
We have experienced an increase in complaints in the past year. We received 6,898 stage 1 
complaints in 2024/25, compared to 5,750 in the previous year, which is a 20% increase. 

March 2025 was the first month where a lower volume of complaints was received compared 
to the previous year. It is likely that part of the reason for the overall increase over the year 
is increased awareness of residents’ options to pursue a complaint, and promotion of the 
assistance offered by the Housing Ombudsman Service following the introduction of the new 
Code in April 2024. We have also made our own efforts to ensure that residents are aware of 
how to make a complaint to Clarion through their own channel of choice.

The 6,898 stage 1 complaints received throughout the financial year 2024/25 were split 
across five regions, and complaints per 1,000 homes in those regions are detailed below. 
This shows that in line with a 20% increase in complaints received overall, complaints per 
1,000 homes have increased in all geographic regions.

Complaints received by financial year
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Graph 1: Volume of incoming stage 1 complaints 23/24 and 24/25 

Region Number of complaints Complaints per 1,000 homes
North London 1,901 79
South 1,506 52
South London 1,522 53
East 1,332 46
North 635 43
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2. Time taken to resolve complaints
The average time to resolve stage 1 complaints for the financial year 2024/25 was 18.9 
working days. Housing Ombudsman Code requirements state that stage 1 complaints should 
be resolved in 10 working days, or 20 with a suitable extension. This remains a challenge 
and a priority area for improvement. 

It is encouraging that this figure is an improvement on the previous year’s figure of 24 
working days, but resolving stage 1 complaints is still taking us too long. The higher volume 
of complaints that we have handled in the past year has made it more difficult to improve 
the speed of our response. 

Average number of working days at resolution (stage 1) 
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Graph 2: Average number of working days at resolution stage 1 complaints  

As we reported last year, we have continued our focus on resolving older complaint cases. 
We set a target to have less than 10 complex cases open over 3 months old. At the end of the 
financial year, we achieved this goal with 8 cases open over 3 months old. We now monitor 
cases over 6 weeks old, and 2 months old, alongside those open over 3 months old to further 
reduce older cases.
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3. Reasons customers complain 
The pie chart below shows that 60% of our complaints received were for our repairs service, 
Clarion Response, and our Housing teams. The volume of complaints over these service 
areas is reflective of the volume of service interactions and activity delivered by these 
teams. For example, we completed almost 300,000 repairs to our homes in 24/25 meaning 
just under 1% resulted in a complaint. 

Complaints received by business area 2024/25

Graph 3: Complaints by business area 

Complaint type Number of complaints %
Clarion Response or contractors 2831 41
Housing 1296 19
Multi-topic 667 10
M&E or contractors 634 9
Service Charges 401 6
Customer Support 350 5
Development 251 4
Customer accounts 177 2
Planned investment 136 2
Contact Centre 110 2
Fire safety projects 30 0
Sales 13 0
Asset 2 0
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Below is a more detailed breakdown of what is included in these complaint categories: 

Clarion Response or 
contractors Housing Mechanical & Electrical (M&E)

•	 Leaks
•	 Damp & mould
•	 Roofs
•	 Appointment issues
•	 Attitude or behaviour
•	 Bathrooms
•	 Windows
•	 Drains/blockages

•	 Estate services
•	 ASB handling
•	 Aids and adaptations
•	 Allocation of home
•	 Parking
•	 Attitude or behaviour
•	 Temporary moves
•	 Home letting issue

•	 Boilers
•	 Heating
•	 Door entry systems
•	 Lifts
•	 Failed resolutions
•	 Appointment issues
•	 Leak
•	 Attitude or behaviour

Service Charges Customer Support Development

•	 Service charge dispute
•	 Service charge enquiry
•	 Attitude or behaviour
•	 Service failure

•	 Tenancy breach
•	 Key & fob management
•	 Mutual Exchange
•	 Attitude or behaviour
•	 Tenancy review system
•	 Advice and support
•	 Issuing court proceedings
•	 Permissions

•	 Defects in new homes
•	 Defects which arise later
•	 Quality
•	 Uncompleted end of 

defects inspection work
•	 Handovers
•	 Uncompleted snagging
•	 Design

 
For the three business areas that received the highest volume of stage 1 complaints, the 
reasons for complaints 2024/25 are detailed on the following pages.
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Type of complaint: Clarion Response
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Graph 4: Clarion Response – type of complaint FY24/25

Failed resolution 355

Leak 315

Damp and mould 307

Multi-topic 248

Roof 205

Doors 199

Appointment issues 192

Attitude/behaviour of Clarion staff 161

Bathroom 157

Windows 146

Drains/blockages 91

Kitchen 89

Garden 87

Quality of work 81

Ombudsman enquiry (OMB) 53

Gates 30

Path 28

Lighting 25

Attitude/behaviour of contractor staff 20

Bedroom 15

Peer review 11

Service failure (OMB) 11

Request for information (OMB) 5
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Type of complaint: Housing
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Graph 5: Housing – type of complaint FY24/25

Estate services 405

ASB handling 230

Attitude/behaviour of Housing staff 190

Multi-topic 184

Aids and adaptations 61

Allocation 54

Parking 51

Attitude/behaviour of Estate services staff 30

Ombudsman enquiry (OMB) 20

Decant 20

Letting issue 18

Housing application 14

Attitude/behaviour of Tenancy Sustainment staff 7

Request for Information (OMB) 4

Service failure (OMB) 3

Viewing 3

Maladministration 1

SAR 1
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Type of complaint: Mechanical & Electrical (M&E)
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Graph 6: Mechanical & Electrical (M&E) type of complaint FY24/25 

Further information about the causes of our complaints and how we learn from them can be 
found in the following sections. 

Boilers 194

Heating 166

Door entry system 59

Lifts 45

Failed resolution 43

Multi-topic 34

Appointment issues 33

Leak 15

Attitude/behaviour of Contractor staff 13

Mechanical gate 10

Quality of work 8

Attitude/behaviour of Clarion staff 7

Ombudsman enquiry (OMB) 5

Peer review 2
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4. Performance against Complaints performance framework and 
HOS Code 
We introduced a new performance framework this year setting out three key objectives, and 
performance targets for all teams that process complaints. This is central to our efforts to 
improve our complaints handling. Staff performance is assessed against these, and we have 
new reports for managers to review progress against key performance indicators (KPIs).

Acknowledge and resolve 
complaints on time

100% within HOS standards

Reduce complaints escalating

25% from stage 1 to stage 2 
10% stage 2 to HOS

Improve customer satisfaction 
with the complaints process

50% satisfaction

Complaints handling performance framework

Framework 1: acknowledge and resolve complaints on time.
Our target is to acknowledge all complaints within 5 working days, in line with the Housing 
Ombudsman Code; this includes our aim of speaking to the customer to ensure the details 
of the complaint are recorded correctly. 

Our performance for 2024/25 within 5 working days was 76% against our target of 80% - the 
average time it took to acknowledge this 76% was 2.9 days. 

•	20% of cases were acknowledged outside this target, with an average time of 12.5 days 
(as well as high volumes affecting performance, complaints come into the organisation 
through a variety of routes, meaning a certain percentage may take more time to reach 
the complaints team). 

•	In 4% of cases, the date of the acknowledgement was not recorded. 
•	Stage 1 acknowledgements within service level improved from 75% to 83% between 

February and March.

Graph 7: Percentage of complaints acknowledged within 5 working days 24/25

Within 5 working days 5220 76%

Outside of SLA 1359 20%

Not recorded	 313 4%
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Stage 1 resolutions within agreed service level 
Our target is to resolve stage 1 complaints within 10 working days, or 20 working days 
where an appropriate 10-day extension is applied. Our performance against this target 
is 30% for 2024/25, in line with the definition in the Housing Ombudsman Code. Part of 
the reason for this low performance is we did not consistently apply extensions to cases 
which took longer to resolve. 62% of stage 1 complaints in 2024/25 were resolved within 
20 days, but they cannot be counted within agreed service level if they were not extended 
appropriately after the first 10 days. This is a key area for improvement in 2025/26.

Graph 8: Percentage of stage 1 complaints resolved on time 

Stage 2 resolutions within agreed service level 
Our target is to resolve stage 2 complaints within 20 working days, or 40 working days 
where an appropriate 20-day extension is applied. Our performance against this target 
is 50% for 2024/25, in line with the definition in the Housing Ombudsman Code. Again, 
performance within the timescale of up to 40 working days is affected by the inconsistent 
use of extensions. 89% of stage 2 complaints in 2024/25 were resolved within 40 days, but 
they cannot be counted within agreed service level if they were not extended appropriately 
after the first 20 days. Performance in this area significantly improved in the last few 
months of the financial year to consistently 70% or above.

Graph 9: Percentage of stage 2 complaints resolved on time

In 10 day SLA or extended 
and resolved within 20 days

29.95%

Outside of SLA 70.05%

In 20 day SLA or extended 
and resolved within 40 days

49.67%

Outside of SLA 50.33%
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Framework 2: reduce complaints escalating 
We measure the proportion of stage 1 complaints that customers ask us to escalate to 
stage 2, and the proportion of stage 2 complaints that customers escalate to the Housing 
Ombudsman. We want to resolve complaints at the earliest opportunity, so these are 
measures of how successful our complaints process is at each stage. 

Stage 1 to Stage 2 escalations remain around 30-35% against our target of 25%. This 
indicates we are not doing as well as we want to at the first stage in our complaints process. 

We are on target for escalations to the Housing Ombudsman remaining below our 10% 
target as indicated by recent performance in January (9%), February (9%), and March (7%). 
This shows we are doing a better job of resolving complaints at our second stage. The focus 
now is to ensure more complaints are fully resolved at the earliest opportunity, stage 1. 
Measurement of escalations will improve significantly with the Connect system changes, as 
currently they are based on percentage assumptions rather than actual cases. 

Framework 3: improve customer satisfaction with complaint handling
Our transactional complaint customer surveys (customers that have made a recent 
complaint with us) are carried out by The Leadership Factor (TLF), an independent 
organisation which enables us to benchmark our services against other well-known service 
providers, across many different sectors. 

We continue to measure the Customer Service Index (CSI) instead of a single overall 
satisfaction measure. This is statistically more reliable, replicating satisfaction judgements, 
and benchmarks against other companies not just other housing associations. 

In the CSI we survey on what is most important to customers, such as speed of response, 
helpfulness of staff, or whether the complaint received a full response. These scores are 
combined to give the index overall figure. We review these factors periodically with Clarion 
customer focus groups. 

Our overall trajectory for customer satisfaction over the past 12 months is broadly positive. 
Our satisfaction scores have been above 40% with some fluctuation. In both the monthly 
scores, and the year-to-date scores, it’s possible to see a trend of improvement in the second 
half of the year. We hit our target of 50% satisfaction in February 2025. This was an initial 
target set for improvement in 2024/25, and our longer-term ambition is we can improve 
beyond 50%. 
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Monthly complaints CSI satisfaction scores April 2024 – March 2025 
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Graph 10: Monthly complaints customer satisfaction scores 24/25

Year-to-date complaints CSI satisfaction scores April 2024 – March 2025
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Graph 11: Rolling complaints customer satisfaction scores 24/25 

We are determined to build on this progress with further improvement and a more 
consistent customer experience. We know customers are most satisfied with helpfulness 
and efficiency of staff. They are least satisfied with our speed of resolution and being kept 
informed about progress; and we will focus more on these areas to improve the overall 
experience of our service. 

The quality of our stage 1 resolution telephone calls to customers and the quality of our 
stage 1 response letters to customers is monitored by a separate, independent quality 
monitoring team at Clarion. Scores have improved over time and now consistently meet or 
exceed targets of 80% for quality.
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Housing Ombudsman Landlord Performance 
Each year, the Housing Ombudsman publishes performance reports for each landlord. These 
are benchmarked against other landlords. We maintain records of our own performance 
against the same measures as we progress through each year. 

Our relationship with the Housing Ombudsman Service (HOS) has become more established 
through monthly meetings. Our annual HOS Landlord report for 2023/24, published 
in October 2024, showed us as performing well compared to our peers. This report is 
a companion piece to our 2024/25 self-assessment against the Housing Ombudsman 
Complaint Handling Code, in which we confirm our compliance with the Code. 

1. Housing Ombudsman Landlord Performance report 2023/24 
The Housing Ombudsman’s last review for the year 2023/24 was published in the autumn 
of 2024. It highlighted that complaints coming to the Ombudsman service continued to 
increase. Headline statistics for the housing sector include: 

•	A 73% overall maladministration rate. 
•	8,619 maladministration findings. 
•	A 7% severe maladministration rate, a 4% increase on the previous year. 
•	Property condition is the highest complaint category, followed by complaint handling and 

antisocial behaviour. 

The tables below are extracted from Clarion’s Housing Ombudsman Landlord Report 
2023/24, which can be reviewed on the Housing Ombudsman website:

CLARION MALADMINISTRATION RATE: 66%

https://www.housing-ombudsman.org.uk/landlords/
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The table below highlights the national performance by landlord size: 

The table below highlights the national performance by landlord size:

Where determinations have been made against Clarion, our case compliance within 3 
months of these orders being made was 100% for the past financial year. 

Our completed Housing Ombudsman self-assessment for 2024/25 is published alongside this 
report. The Housing Ombudsman will publish our 2024/25 Landlord Performance report in 
the autumn of 2025. 
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2. Clarion’s Housing Ombudsman Performance 2024/25 
Whilst our Housing Ombudsman Landlord Performance Report for 2024/25 will not be 
published by the Ombudsman until later in the year, we have insights from our own 
reporting data about the breakdown of Clarion’s Housing Ombudsman determinations for 
2024/25.

Ombudsman determinations 24/25

Graph 12: Housing Ombudsman determinations 24/25 by finding 

We are on course to significantly improve on our HOS performance between 2023/24 and 
2024/25. Our maladministration rate looks set to improve to 60% (previous year 66%), and 
our escalation rate from stage 2 to the HOS has improved over the year. 

We received 28 severe maladministration determinations in 2023/24. In 2024/25, this figure 
has reduced to 15 severe maladministration determinations. 

In 2023/24, we were issued with three confirmed Complaint handling failure orders 
(CHFOs). In 2024/25, we were not issued with any CHFOs, a positive improvement. 

Our complaints policy was updated in April 2024. It details circumstances in which we 
may consider it inappropriate to raise a complaint and therefore advise customers that we 
cannot accept the complaint and redirect their enquiry. Our ability to report this picture 
reliably has been hampered by our IT system functionality. A new system is currently being 
built; this will enable us to report declined complaints by the categories in our policy from 
the autumn of this year.

Severe maladministration 2%

Maladministration 37%

Service failure 20%

Redress 24%

No maladministration 17%
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The cost of complaint handling 
The most direct costs of complaint handling are the costs of resources to carry out the work 
and compensation paid. The staffing costs for the Customer Solutions team in 2024/25 was 
£3.24m, supporting just over 74 full-time employees. 

A project began this financial year (2025/26) to analyse compensation payments related 
to complaints and set a target for reduction. Improved efficiency and productivity, 
reduced escalations, and a decreasing volume of incoming complaints are key to reducing 
these costs. In its Landlord Report the Housing Ombudsman publishes the amount of 
compensation Clarion has paid related to their cases, in 23/24 it was £293,721. 

A further statutory cost is the subscription we pay to the Housing Ombudsman Service, in 
2024/25 this amounted to £970k.

Embedding the learning from complaints 
We have a wide-ranging approach to learning and embedding lessons from complaints, both 
from our own work and from external learning opportunities. 

The Housing Ombudsman Service publishes regular Spotlight reports focusing on topics 
prompted from investigating complaints nationally. It is our practice to carry out self-
assessments against these reports, creating action plans where we see we also need to 
improve based on national evidence, and publishing our assessments and improvement 
plans on our website. 

In the past year, we have improved our focus on understanding the things that drive 
customers to make complaints, which we call root cause analysis. One of the key 
improvements the Connect system changes will introduce, is the ability to better report on 
and analyse the root causes of our complaints via more detailed information being input for 
each case. Until these changes take effect, graph 13 sets out the high-level causes of stage 1 
and stage 2 complaints for 2024/25: 
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Root cause Code Stage 1 Stage 2

Attitude or behaviour of staff RC01 721 6% 38 2%
Damage to property caused by Clarion staff RC02 170 1% 6 0%
Failed resolution/work incomplete (issue still 
persists)

RC03 3352 29% 583 31%

Missed service level agreement timescale/delayed 
resolution 

RC04 2775 24% 41 2%

Non-attendance to scheduled appointment RC05 300 3% 14 1%
Poor communication / lack of information RC06 3665 32% 198 10%
Poor quality of work (issue resolved but poor 
standard of work)

RC07 381 3% 30 2%

Request declined/work declined RC08 108 1% 16 1%
Service not provided RC09 638 6% 33 2%
Further compensation/unhappy with compensation 
amount awarded

RC10 4 0% 384 20%

Points not addressed/incomplete investigation in 
stage 1

RC11 1 0% 446 24%

Post/future resolutions not set up RC12 3 0% 140 7%
Failure to complete callback request RC13 86 1% 3 0%

Graph 13: causes of stage 1 and 2 complaints

This information has helped us to identify: 
•	A trend of ‘failed resolutions,’ which caused increased escalations from stage 1 to stage 2 

complaints when volumes were higher. 
•	The need to ensure ‘future resolutions’ are created consistently; these are actions to 

resolve a complaint after the response has been given, such as a follow-up repair.

We have used this information every month to make any quick wins before the more 
constructive analysis is available via Connect. For example, we noticed that not setting up 
future resolutions was the root cause in 25% of our stage 2 complaints in December. We 
implemented targeted improvements across teams, and this reduced to less than 1% by 
March. 

This has also confirmed our expectation that poor communication is the main cause of our 
stage 1 complaints. Another project we kicked off in advance of the Connect system changes 
was an in-depth analysis of the reasons for Clarion Response stage 1 complaints. This was 
both to understand where we could improve the service, and to reduce the volume of stage 
1 complaints. We agreed a target for Clarion Response to reduce their stage 1 complaints 
by 25%. The in-depth analysis showed that missed or cancelled appointments were causing 
the majority of their stage 1 complaints. A challenge was then set for each region to reduce 
their cancelled and missed appointments. Therefore, reducing the need for customers to 
complain. In the first month of the project (April 2025) a 9% reduction on average was 
achieved, with one region achieving a 28% reduction.
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We have completed exercises to better understand who is making complaints and why. 
Following year one Tenant Satisfaction Measures (TSM) results, we carried out follow-up 
surveys with residents who said they submitted a complaint. We wanted to understand 
more fully the most frequent areas of complaints and causes of residents’ (dis)satisfaction 
with the outcome. Results were shared with our Board in July 2024, and actions have been 
taken forward both through our complaints action plan, and via other Clarion projects 
aimed at improving our understanding of our customers. To complement the TSM analysis, 
we carried out a high-level analysis of complaints received between May-December 2024 
against some key customer characteristics (age, gender, ethnicity, and tenancy length) and 
key property characteristics (tenure, age of property, location). 

Headlines include: 

•	Of the customer characteristics considered; age, gender, ethnicity, and tenancy length, 
the most material effect is age. Those in the middle of the age profile are most likely to 
have raised a complaint with younger (18-24), and older (65+) customers raising fewer 
complaints per 100 households. 

•	Of the property characteristics, location matters most. Those in the North London 
operating region were significantly more likely to have raised a complaint than those in 
any other area. Those in flats and maisonettes were more likely to have complained than 
those in houses, with flats indexing highest. 

•	On a more local level, we are gathering a bank of case studies that document where 
individual or local customer complaints have resulted in improvements being made. One 
such case study is below: 

Case study:
Following a resident complaint about the sustainability of the gas heating 
maintenance contract in North London in October 2022, the North London Regional 
Scrutiny Committee (RSC) reviewed how Clarion communicates its sustainability 
strategy to residents.

Significant progress has been made against the RSC’s five recommendations during 
2023/24 and 2024/25; helping to shape our approach to sustainability engagement. 

As a result, the Sustainability team have a dedicated role for sustainability 
engagement, raising awareness with residents and colleagues through a range of 
actions: 

•	Sharing targets and progress in internal and external communications  
•	Expanding sustainability content in the Resident Annual Report, Clarion Index, 

and creating a resident facing webpage 
•	Developing training and resources for colleagues to support their conversations 

with residents on sustainability  
•	Incorporating the RSC recommendations into our Nature recovery strategy and 

Climate Transition Plan.
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Another crucial form of learning we use is via resident feedback. 
We have made good progress with the Complaints Special Project Group of residents, 
whose feedback has this year helped develop a Customer Compensation policy, and refine 
the Complaints Policy, including better website navigation, information leaflets, and the 
creation of an explainer guide to complaints. Following the group’s feedback, meetings 
are now held six-weekly in line with an annual plan of engagement which includes regular 
review and scrutiny of complaints performance. 

The changes being driven through our change and transformation programme (Connect) 
were identified through a variety of inputs including customer feedback. We are developing a 
‘You Said, We Did’ publication for residents that demonstrates specifically how the Connect 
Complaints Workstream will address their concerns, as well as a customer journey map 
which we will use to gather feedback before the agreed solution is implemented. 

This year we have introduced a new Resident Voice team within our Performance, Quality 
and Compliance directorate. This team brings together and consolidates our complaints 
handling team and our resident involvement team. Its purpose is to ensure that complaints 
and feedback from our residents are central to how we improve services, learn lessons, and 
meet the needs of our residents. 

This year we are establishing a more strategic approach to benchmarking via the G15 
complaints group which we are members of. We will be assessing not just performance but 
also team structures and ways of working compared to our peers to learn best practice. 
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How we are improving our complaints handling 
This year we have undertaken a complete review and service redesign for complaint 
handling as part of the Connect programme. The vision for the complaints service was set as 
part of this new service design. It states: We provide a fair, accessible complaints resolution 
service where we listen to our customers to learn and improve what we do, striving to 
never make the same mistake twice. 

We have taken steps to improve the quality of our responses, to address productivity within 
our complaints handling team, and to improve process efficiency. We have introduced a new 
Performance Framework, setting out key objectives, Key Performance Indicators (KPIs) and 
what good looks like. 

We aim to leverage team learning and development, system improvements, and a shared 
team identity to establish a positive complaint handling performance culture. 

The key improvement actions are summarised here: 
•	We designed a training needs analysis that sets out the complete training programme for 

anyone working in complaints resolution. This was piloted in April with a wider roll-out 
scheduled in summer. 

•	All colleagues have received soft skills training, and our Team Leaders have taken part in 
an intensive programme of coaching from an external consultancy that is working widely 
across Clarion. 

•	We have recruited more permanent roles to retain the level of resourcing introduced in 
2024 to support handling of higher volumes of complaints. 

•	We have specified and are building a new module for complaints handling within our 
Customer Relationship Management (CRM) system. This will offer a more efficient and 
smoother process for both customers and colleagues. 

•	Key improvements of the CRM include: 
	» One end-to-end complaint case through each possible stage in the process. 
	» Better root cause analysis. 
	» The ability to easily manage complaints which cover several topics. 
	» Better capability to define and log lessons learned. 
	» Automated triggers for approaching and expiring service levels. 
	» Improved ability to log and monitor follow on activities to resolve complaints. 
	» Improved visibility of centralised communication on the CRM about complaint cases. 

•	The system and process changes we are making are critical to improving our visibility and 
performance in relation to escalation of complaints. 

•	We have used internal audits to check our alignment with the Housing Ombudsman Code, and 
to develop improved complaints reporting, including to check for system and process errors. 

•	Changing ways of working and culture within the team to enable a more flexible 
resourcing approach that can respond to higher volumes of different types of complaints 
at different times. 

•	A comprehensive approach to learning and embedding lessons is being developed by the 
Complaints team. This will incorporate learning at a local, strategic and partner (HOS) level. 

•	As our work to improve customer data quality progresses, we will develop a process to 
analyse complaints based on customer and property characteristics, so that we can better 
understand how we might need to tailor our services.
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