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1.0 Introduction  

Trivallis is committed to ‘Putting our Customers First’ by improving the quality of our 
services and our customers’ experience of them. 

We welcome our customer’s views. Complaints are important to us and provide an insight 
into what we are doing well and where we may need to focus improvements. 

We record this feedback, regularly monitoring what our customers tell us, and we use the 
information to help us shape our services. We respond to customer feedback in a 
consistent and professional manner. 

This policy sets out how Trivallis responds to complaints, comments, and compliments. 

2.0 Definition of a complaint 

A complaint is an expression of dissatisfaction or concern, either written or spoken about 
Trivallis or lack of action or about the standard of service provided, which requires a 
response whether about the public service provider itself, a person acting on its behalf, or a 
public service provider partnership. 

A complaint is not: 

• A first request for service such as reporting a repair. 

• An appeal against a ‘properly made’ decision by a public body. 

• A means to seek change to legislation or a ‘properly made’ policy decision. 

• A means for lobbying groups/organisations to look to promote a cause. 

3.0 Complaints Process 

The complaints process has been streamlined into three stages. The first is the informal 
stage where staff aim to resolve the complaint at the front line. The second stage is the 
formal complaints process. The Trivallis focus on an “investigate once, investigate well” 
process to ensure that the facts of the case are established. 

All formal complaints are logged, and an acknowledgement is made with the customer 
within 3 working days from the receipt of the complaint. At the point of acknowledgement, 
customers are provided with details of our procedure and a complaint reference number.   

We aim to respond to all complaints within 10 working days. 

We will support our customers and empower them to make their complaint effectively.  We 
will provide support to our staff to enable them to deal with complaints in a sensitive, 
professional, and constructive manner. We will apologise where appropriate and identify a 
means of redress. 

Stage 0 Informal complaints can be resolved quickly and amicably by staff.  Wherever 
possible, we aim to resolve the complaint at the original point of customer contact. This will 
be logged as a low-level complaint within the Housing Management database. 
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Stage 1 Formal complaints will be recorded by the Complaints Team and Contact Centre 
on the Housing Management database. 

A complaint will enter the formal stage if the complainant advises that they were not 
satisfied with the result at the informal stage or wish to make a formal complaint. 

The complaint will be investigated by the service area’s Investigating Officer.  Following the 
investigation, a written response will be sent to the customer within 10 working days of 
receipt. If the complaint is of sufficient complexity, the customer will be sent a holding letter 
explaining the reasons for the delay and stating a date when they will receive a final 
response.  In the response the customer will be advised of their right to Appeal the decision 
and also their right to complain to the Public Services Ombudsman for Wales, 1 Ffordd Yr 
Hen Gae, Pencoed, Bridgend, CF35 5LJ. 

Stage 2 is where the complainant has appealed against the decision from Stage 1.  This will 
be recorded by Complaints Team within the Housing Management database. 

Where any element of the complaint is upheld either in part or in full, the response will 
include a full apology and details of remedial action taken. 

If the complaint is still unresolved to the customers’ satisfaction, please refer to the Appeals 
Procedure. 

4.0 Who will deal with your complaint? 

The Complaints Team handle overseeing the Complaints Policy, supporting the 
investigation, recording, and reporting customer feedback, and monitoring responses. 

Each service area within Trivallis has a nominated Investigating Officer who handles 
carrying out a thorough investigation, supporting the management of and responding to 
complaints received. This will include coordinating responses, ensuring appropriate team 
recording and reporting systems, and preparing any necessary responses that have been 
escalated to the Public Service Ombudsman for Wales. 

5.0 Resolving complaints crossing more than one team. 

Complaints requiring the co-operation of more than one team to resolution will be treated as 
one complaint. 

The complaint will be co-ordinated by the Complaints Team with the support of the 
Investigating Officers of the relevant service areas. The Complaints Team will handle 
monitoring and communicating a joined-up response covering all aspects of the complaint 
resolution.  

Where a third-party supplies services on our behalf, Trivallis will use its own complaints 
procedure to ensure that the complaint is thoroughly investigated in line with our service 
standards. 

If a complaint relates to the local authority or an external company, the complaint will be 
forwarded on to the organisation and the customer informed of the action. 
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6.0 Reporting on complaints 

Monthly performance data will be provided on complaints.  This will include: 

• Avg. days to respond to Stage 1 complaint. 

• Avg. days to respond to Stage 2 complaint. 

• % of stage 1 complaints responded to within SLA 

• % of Stage 2 complaints responded to within SLA 

• Compensation paid per complaint. 

• % of complaints resolved where compensation is awarded 

• % of Stage 1 complaints responded to in full without escalation to Stage 2 

• Satisfaction with how the complaint was handled. 

• Satisfaction with the outcome of the complaint 

Quarterly benchmarking data is collated and fed into the Housemark Benchmarking 
database. The aim is to ensure continuous service improvements and learning from good 
practice undertaken by other organisations.    

7.0 Unreasonable and vexatious complaints 

There may be circumstances when a complainant persists in pursuing a complaint (or 
series of complaints) when Trivallis has taken all reasonable actions in response, or where 
another recognised process should be (or has been) undertaken. 

In such cases, the Senior Lead – Customer Services will prepare a written briefing for the 
relevant Customer Experience Group. This report will summarise the history of the 
complainant’s contact with Trivallis and will also make a recommendation for action, which 
may include: 

• Informing the complainant that no further action can be taken by Trivallis in 
response to their complaints and advising them that only new or substantive issues 
will receive a further response. 

• Nominating a single point of contact for any future communication 

• Violent or abusive behaviour towards our staff will not be tolerated. Please refer to 
Trivallis Unacceptable Behaviour Procedure for more information. 

8.0 Receiving anonymous complaints 

The Complaints Team will review anonymous complaints. Where these relate to individuals 
or issues of significant service delivery, these will be logged and investigated in line with the 
general policy. 

If correspondence is received where a member of staff is named this will be logged within 
the Complaints database as staff attitude and refrain from placing the staff members name 
in the database. However, if there are sensitive or personal comments made within the 
correspondence, the Complaints Team will discuss the content before logging onto the 
system with the Investigating Officer. 

Any complaint that relates to vulnerable people or those who might be at risk will be 
investigated and acted upon immediately.  
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9.0 Confidentiality 

Trivallis will maintain the confidentiality of all personal customer information, and not 
disclose it outside of Trivallis without the permission of the customer, unless legally obliged 
to do so. 

10.0 Continuous Improvement 

The Complaints Team will capture changes to working practices using continuous 
improvement forms. These forms are completed in relation to all complaint responses by 
the Investigating Officer. 

An analysis on changes to working practices are monitored using the “Lessons Learnt” log 
which will be included in regular reports to the Customer Experience Partnership Group.  

11.0 Equal Opportunities 

Equality, Diversity, and Inclusion Policy – Trivallis treats equality of opportunity seriously 
and this policy is implemented following its Equality, Diversity, and Inclusion Policy. This is 
made available in accessible formats and applies to all employees, customers, contractors, 
and community groups to promote and ensure fairness and equality. Equality Impact 
Assessments (EIA) are also carried out to ensure fairness and equality. 

12.0 Review 

The Complaints Policy will be reviewed every three years to ensure its ongoing relevance. 

13.0 Data Protection. 

Any personal or special category data processed under this policy must be processed in 
accordance with Trivallis’ Data Protection Policy and the requirements of the relevant data 
protection legislation. Guidance on all data protection issues can be obtained from Trivallis’ 
Data Protection Officer. 

Where the processing of personal or special category data is likely to result in a high risk to 
the rights and freedoms of natural persons, a Data Protection Impact Assessment (DPIA) 
must be carried out on the processing operation prior to the processing taking place. 

Following completion of the Data Protection Impact Assessment screening questions it was 
decided that a Data Protection Impact Assessment was not needed for this policy. 

 
 


