Complaints Strategy
Statement

The Guinness Partnership is a large, diverse organisation.
We have more than 3,000 employees within our five
operating companies, working with many agencies,
consultants, contractors and other organisations to
provide homes and services to over 100,000 customers
and service users.
Strategic Overview:
Complaints can provide us with valuable
information about where we can improve. We
welcome this feedback as it provides us with an
opportunity to learn more about our customers’
needs and expectations, and to continually
improve the services that we deliver.
This strategy outlines how The Guinness
Partnership will handle all complaints efficiently
and effectively in accordance with our
Complaints Policy to ultimately monitor, review
and continually improve our service.

Strategic Objectives:
The delivery of our policy and strategy requires
a set of objectives with targets that can be
measured. The Guinness Partnership will set
annual targets for each of our objectives.
We recognise that the Partnership covers a
wide geographical area. Each area will have
different issues, and may vary these targets to
support them.
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Our objectives are:
 o develop an effective, efficient, customer-focused and high performing complaints
T
service for the Partnership that is accessible to all customers
How

Success measure

Develop a consistent complaints procedure in
consultation with our customers.

Implementing a consistent Partnership-wide
complaints process from April 2009.

Ensure the procedure is accessible to all
customers through a clear communication plan.

The complaints policy and strategy are widely
promoted to all customers across the Partnership
using a variety of communication methods and
formats including newsletters, leaflets, sign up
packs, customer handbooks and the website.
An increase in customer satisfaction with the
accessibility of the complaints service.

Ensure the procedure includes clear and
challenging service standards so that we can
respond to complaints efficiently and effectively.

Service standards are developed in partnership
with customers, reflecting current best practice
and launched in April 2009.

Ensure that our customers receive a prompt and
fully investigated response to their complaint.

95% of complaints are investigated within
timescales published in our service standards.
At least 80% of customers who make complaints
are satisfied with our complaints service and
handling.

Offer customers mediation services
if this is appropriate at any stage
during the investigation of a
complaint.
Provide all customers with the
opportunity to appeal against
the decisions that we reach
following the investigation
of a complaint.
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Confirmed, current contact details for external
mediation services available to all members of the
Partnership.
Use of mediation services monitored.
The complaints process includes two appeals
stages and an independent appeal to the
relevant external agency.
All complaints decisions will clearly
promote the relevant appeals stage/s
to customers.

How

Success measure

Offer customers help if they choose to refer their
case to the Housing Ombudsman Service or Care
Quality Commission.

Assistance clearly promoted to customers in
all general complaints communication and in
standard complaints letters to all customers.

Offer customers compensation after a complaint
has been investigated, if it is appropriate.

A consistent approach to compensation
payments is developed across the Partnership by
April 2010
Compensation paid is reported as part of
complaints reports to boards, customers and the
Executive Teams

Regular review of complaints procedure in
partnership with customers to agree customer
service standards for complaints, and to ensure
that it reflects current best practice.

An annual review of complaints service standards
and targets in partnership with customers.

To embed a culture across the Partnership which values complaints.
How

Success measure

Develop and deliver a consistent complaints
training programme that embraces our customer
service principles.

All relevant staff to be aware of the complaints
service standards by April 2009 and fully
trained on the new complaints procedure
by April 2010.

Ensure the training programme reflects the current
complaints policy and procedure and captures
staff training and development needs that have
been identified.

We meet or exceed key performance
indicators for the complaints
service.

Ensure the training programme communicates
current complaints performance and shares best
practice across the Partnership.

Effective use of new and good
practice shared across the Partnership
which leads to an improvement in the
quality of complaints handling.
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To effectively record, monitor and evaluate the complaints that we have received and
resolved, and effectively monitor and evaluate how we have delivered our complaints
service so that we can continually improve.
How

Success measure

Implement effective complaints software across
the Partnership to record and monitor all
complaints.

All complaints recorded and monitored
consistently from June 2009.

Carry out regular reviews of complaints
performance in consultation with our customers.

Establish a suite of key performance indicators
and complaints reports to monitor and evaluate
the complaints service from April 2009.

To ensure that we use complaints as an opportunity to learn from feedback.
How

Success measure

Implement a consistent framework so that we
can learn from complaints.

80% of customers who make a complaint are
confident that their complaint will lead to an
improvement in service delivery.
Lessons learnt are fed into company service
improvement plans.

Develop a complaints feedback process to
gather and measure customer satisfaction and
evaluate our complaints service.

Introduce customer feedback forms from
April 2009 and ensure that they are effectively
monitored.

To develop an effective communications plan to publicise our complaints service to all customers.
How

Success measure

Develop effective communication plan for
our complaints service, clearly promoting our
complaints service standards and how we have
learnt from complaints.

Clear promotion of complaints service to all
customers using a variety of communication
methods and formats from April 2009.

Clearly publicise our performance and customer
satisfaction levels.

Include performance and customer satisfaction
levels in a wide range of communications and
formats for customers.
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Delivering the Strategy
The Partnership’s boards and Executive Team have
approved this strategy and are responsible for
ensuring its delivery. The Customer Policy Strategy
Group supports the delivery of the strategy and
membership is drawn from staff and customers
across The Guinness Partnership. The group is
chaired by a director nominated by the Executive
Team. The group will develop action plans
designed to support the delivery of this strategy
and build good practice across this service.

Monitoring the Strategy
The Customer Policy Strategy Group is responsible
for monitoring the delivery of this strategy against
its objectives. Progress against the success
measures will be reported to the Executive Team
every 6 months. The involvement of customers
in monitoring the strategy is supported by the
Customer Strategy Group
The action plans and targets will be reviewed
annually and the outcomes of these reviews will be
included in annual reports to the boards.
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For further information, please contact us at:
The Guinness Partnership
17 Mendy Street
High Wycombe
Bucks
HP11 2NZ
Tel: 01494 535823
Fax: 01494 459502

Guinness Midsummer
Henshaw House
851 Silbury Boulevard
Central Milton Keynes
Bucks
MK9 3JZ
Tel: 01908 609577
Fax: 01908 609558

Guinness Trust
5 The Office Village
4 Romford Road
Stratford
London
E15 4EA
Tel: 020 8519 2599
Fax: 020 8503 0470

Guinness Hermitage
Building C, Estune Business Park
Wild Country Lane
Long Ashton
Bristol
BS41 9AF
Tel: 01275 395300
Fax: 01275 395793

Guinness Northern Counties
Bower House
1 Stable Street
Hollinwood
Oldham
OL9 7LH
Tel: 0845 605 9000
Fax: 0161 219 7401

Guinness Care and Support
Building C, Estune Business Park
Wild Country Lane
Long Ashton
Bristol
BS41 9AF
Tel: 01275 395300
Fax: 01275 395793

Visit our website at: www.guinnesspartnership.com
Email us at: info@guinness.org.uk

Translation Services. This document is
available in other languages, large print, in Braille
and on audio format on request from your local office.
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