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Hackney: A Changing Housing Complaints Environment

September 2020:
• Introduction of the new HOS 

Complaint Handling Code

• New Housing Services complaint 

handling procedure

October 2020:
• Establishment of new Central 

Housing Complaints team

November 2020:
• Launch of new complaints system -

iCasework



Housing Service Complaint Handling Procedure: Key Aims



Implementing Complaints Handling Changes: A Testing 
Environment



The Current Complaints Environment



Learning Lessons, 
Identifying Trends, 
Improving Services – The 
Early Days (April 2021)

• First Monthly Complaints 
Performance Report to HSMT 
meetings.

• Basic volumes of cases 
received, closed.

• Manual calculation of 
response times via 
spreadsheet.

• High level summary of lessons 
learnt log spreadsheet.



Learning Lessons, Identifying 
Trends, Improving Services –
Increasing Use Of System 
Data



Learning Lessons, Identifying 
Trends, Improving Services –
QlikSense Transformation  
(autumn 2022)

• Migration of OneCase data to 
QlikSense BI tool.

• Key metrics (e.g. case 
volumes, response 
times/rates, satisfaction 
survey results) available in real 
time.

• Monthly complaints report 
development time slashed.

• More time to focus on trends, 
analysis and lessons.



Learning Lessons, 
Identifying Trends, 
Improving Services 
– Data Challenges



Learning Lessons, 
Identifying Trends, 
Improving Services 
– Data Challenges



Learning 
Lessons, 
Identifying 
Trends, 
Improving 
Services –
Embedding 
Learning Across 
Housing Services

Currently

• Monthly complaint report to 
senior management team each 
month.

• Increasingly data rich report – e.g. 
appendices containing all cases 
where fault found, breakdown by 
service areas/root cause analysis, 
free text on service failures.

• Report circulated to managers to 
review lessons learnt.

• HOS case tracker standing item on 
senior management team agenda 
each fortnight. 

In Progress

• Dedicated service failure/lessons 
learnt reports circulated to managers 
each month.

• Service failure improvement action 
plans owned by Heads of Service with 
detailed monitoring of progress.

• Monthly lessons learnt meetings with 
Housing Transformation to review 
progress and identify improvement 
initiatives.

• Roll out of training on OneCase 
corrective actions functionality to 
ensure that actions promised in 
complaint responses are delivered on.

• Training on better root cause analysis 
classifications.

• Internal storytelling.



Learning Lessons, Identifying Trends, Improving Services: 
Surveyor Inspections

• Learnings Identified

• Post cyber attack workaround systems 
had broken the flow of intelligence on 
the progress of jobs and their latest 
position.

• Actions

• Use of QlikSense BI tool to build a new 
monitoring regime.

• Live performance dashboards for  
management of surveyors (e.g. 
producing reports, raising work orders).

• Contractor site visits

• Dedicated surveyor resource for 
progressing lapsed cases.



Using Data To Deliver Service Improvements - Damp & Mould

• Recommendation 5: Landlords should implement a 
data driven, risk-based approach with respect to 
damp and mould. This will reduce over reliance on 
residents to report issues, help landlords identify 
hidden issues and support landlords to anticipate 
and prioritise interventions before a complaint or 
disrepair claim is made.

• Recommendation 12: Landlords should consider 
their current approach to record keeping and satisfy 
themselves it is sufficiently accurate and robust. We 
would encourage landlords to go further and 
consider whether their record keeping systems and 
processes support a risk-based approach to damp 
and mould.

• Aim: Use all relevant data in our data warehouse (of which complaint/enquiry data is a key component) and 
increasingly advanced analytical techniques to achieve the above.

• Apply the same principles across other areas of housing to deliver service improvements to residents.



Using Data To Deliver Service Improvements - Damp & Mould





Using Data To 
Deliver Service 
Improvements 
- Damp & 
Mould

Improvement Action Plan

• Clear the backlog of responsive repairs built up as a result of limiting 
the service to emergency / urgent repairs only for 12 months. 
QlikSense dashboard established to monitor overdue repairs and 
manage progress in carrying them out.

• Increase the operational capacity of the repairs team through 
recruitment of additional trade operatives and appointment of 
external contractors.

• Reduce the number of Legal Disrepair cases via use of a data led 
case management tool to prioritise the workload.

• Undertake a sample borough wide stock condition survey which will 
include specific assessments of damp and mould and prioritising 
blocks more likely to suffer from damp and mould.

• Create a Property MOT which looks at the general condition of 
properties. Predictive data model in development to aid the 
prioritisation of blocks and properties most at risk. 

• Design a proactive service for the 10% of tenants that generate the 
least contact, including developing a proactive service for vulnerable 
tenants.

• Design a proactive service for the tenants that generate most 
contact to reduce complaints and manage demand.
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