[image: A white background with blue circles

AI-generated content may be incorrect.][image: ]
Agenda Meeting Pack for 
Complaints Panel
Date: 6th May 2026
Time: 2:00pm

Housing 21 Lead: Vanessa Pritchard-Wilkes - Head of Research and Influence

Housing 21 Representatives: 
Sarah Bliss - Complaints Lead Retirement Living 
Jessica Thorley - Consultation and Complaints Partner 
Shelley Nicholson - Complaints Support Officer Retirement Living
Amber Crick – Resident Engagement Coordinator  

Housing 21 residents: PS, SH, RD, TL, ID and DD
Apologies: JY and DL
Date of next meeting: 8th July 2026
Time of next meeting: 2pm
	Title of agenda item
	Summary of discussion

	1.
	Welcome and Introductions 
	Welcome provided by the Chair.

	2.
	Review of Previous Meeting Minutes 
	Updates provided:
· Simplified Compensation Policy: 
· Confirmed that the revised Compensation Policy has been approved by the Steering Group.
· Supporting materials for managers are in development and will be shared with the panel once finalised.
· Complaints Survey: 
· Formatting and flow improvements underway using Snap surveys.
· A test link will be shared with panel members once available.
· Meeting preferences poll: 
· Trialed during the meeting; functionality issues noted in Teams.
· STAIRs consultation: 
· Circulation confirmed as complete.
· Complaint case examples & website review: 
· Confirmed as completed by the Complaints Team.

	3.
	Review of Latest Housing Ombudsman Determination


	Overview (Sarah Bliss):
· Ombudsman case related to patio door replacement costs and communication clarity.
· Determination: No maladministration; reasonable redress offered (£100 compensation).
· Ombudsman highlighted unclear communication rather than service failure.
Panel discussion focused on:
· Lengthy Ombudsman timescales and unresolved uncertainty for residents.
· Importance of clear, documented communication to avoid “he said/she said” disputes.
· Strength of the Stage 2 response compared to Stage 1.
· Agreement that lessons remain around communication and record-keeping.
Compensation:
· Panel agreed that compensation impact varies by individual but accepted that £100 was reasonable under the policy at the time.
· Strong emphasis that compensation must not replace fixing the underlying problem.

	4.
	Review of Recent Complaint

	Case summary:
· Failure to implement a Stage 2 complaint outcome confirming arrears write-off.
· Account incorrectly progressed to debt recovery (£18k) despite written confirmation.
· Issue only resolved following further escalation.
Key panel reflections:
· Serious breakdown between complaints outcomes and operational follow-through.
· Escalation to debt recovery should have been an absolute last resort.
· Significant distress caused; safeguarding risks highlighted.
· Concerns around clarity of written offers and whether actions were conditional.
· Debate around the balance between local management involvement vs. centralised accounts functions.
Learning points agreed:
· Clear ownership and tracking of complaint actions is critical.
· Improved internal communication and accountability required.
· Earlier intervention could have prevented escalation.

	5.
	Resident Co-Production in Complaints

	Jessica Thorley introduced proposed involvement options, including:
· Themed complaint deep dives
· Reviewing complaint letters and information
· Improving the complaints journey
· Reviewing “not upheld” complaints
· Analysing trends and data
· Supporting staff training and learning

Panel feedback:
· Strong interest in: 
· Themed deep dives
· Trends and learning from complaint data
· Staff learning and training input
· Support for continuing individual complaint reviews alongside thematic work.
· Recognition that robust data systems are needed before deeper analysis.
· Suggestions made to explore resident involvement in complex complaint cases (with safeguards).
· Importance of feedback loops between the panel, committees, and the Board highlighted.


	6.
	AOB
	· No additional items were raised. 
· Update provided that the Annual Complaints Report and Self‑Assessment will go to Board on 21 May 2026. 


	7.
	Follow-up tasks: 
	· Share revised Compensation Policy materials (including simplified versions) with the Complaints Panel once all supporting guidance is completed - Sarah Bliss
· Collect panel members’ preferences on co‑production activities (e.g. deep dives, data reviews, staff training input) email them to Amber Crick
· Plan a themed complaint deep dive for a future full panel meeting - Complaints Team
· Share “you said / we did” feedback summary showing how panel input on the Annual Complaints Report has been addressed - Jessica Thorley (via Amber Crick)
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