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Complaints Panel Group
Meeting minutes

Date: Thursday 15 January 2026
Time: 2PM – 3:30PM

Chair of meeting: Vanessa Pritchard-Wilkes
Attendees: Housing 21 Representatives: Maddie Kelly-Morrow, Sarah Bliss, Jessica Thorley, Amber Crick, Shelley Nicholson (minutes)
Housing 21 residents: Seven Residents
TL, ID, RD, JY, PS, MR, DL.

Date of next meeting: 11 March 2026
Time of next meeting: 2pm

	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	· Welcome
· Vanessa welcomed attendees and confirmed no introductions were needed.

	2.
	Review of Previous Meeting Minutes 
	· Ageism Training: Maddie confirmed meeting with Learning and Development managers scheduled for 12 March, update to follow at the next meeting.
· Complaints Improvement Project: Jess confirmed that a draft action plan has been prepared; feedback from today’s session will be incorporated before circulation.
· External Work and Coproduction: Maddie shared an update on sector-wide collaboration; a paper is available for review.

	3.
	Annual Complaints Performance and Self-Assessment
	Vanessa outlined requirements for the annual Complaints Performance and Service Improvement Report, self-assessment, and Complaints Policy updates.
Submission deadlines: Board: 21 May 2026
Ombudsman: End of September (aiming for early submission as last year).
Additional panel meeting scheduled for 8 April 2026; may require a second session.
Decision: Use last year’s template for report and highlight changes; check web links still work on the self-assessment.
Action: Vanessa and Amber to confirm additional meeting dates.

	4.
	Ombudsman Webinar
	Scheduled for next month; focus on Housing 21’s reduction in maladministration rate.
Content to include:
· Complaints handling model and resident focus.
· Role of Resident Complaints Panel.
· Challenges and improvements.
· Lessons learned and future plans.
· Richard to speak as Member Responsible for Complaints.
· Decision: Include discussion on low complaint volumes and proactive approach.
Action: Maddie and Sarah to prepare presentation and liaise with Richard.

	5.
	Customer Journey Map
	Jess presented analysis of resident feedback and pain points during complaints process.
Key issues identified:
· Confusion between service requests and complaints.
· Lack of clarity on who to contact.
· Long waiting periods and poor communication.
· Inconsistent handling and impersonal outcomes.
Suggestions from panel:
· Clarify terminology (customer v’s resident).
· Improve initial acknowledgment and communication.
· Explore the possibility of a single point of contact for complaints.
· Capture positive feedback as well as negative.
· Consider staff experience mapping alongside resident journey.
Action: Jess to incorporate feedback into improvement plan and share updated version.

	6.
	Coproduction Across the Sector
	Maddie shared research on practices from other housing associations.
Opportunities identified:

· Resident involvement in reviewing complaint responses.
· Quality assurance of stage 1 and stage 2 complaints.
· Thematic deep dives into recurring issues.
· Co-production of training materials and communication redesign.

Action: Maddie to circulate research paper and gather feedback on areas of interest for resident involvement.

	7.
	Any other business
	Amber reminded attendees about Resident Experience Strategy Meeting on 26 January 2026.
Next Complaints Panel meeting confirmed for 11 March 2026.
Vanessa encouraged members to suggest agenda items for future meetings.

	8.
	Follow-up tasks: 
	Action: Vanessa & Amber to confirm additional meeting dates.
Action: Maddie & Sarah to prepare HOS Webinar presentation and liaise with Richard.
Action: Jess to incorporate feedback into improvement plan and share updated version.
Action: Maddie to circulate research paper and gather feedback on areas of interest for resident involvement.
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