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Appendix A – Service request or complaint – flow charts and case studies 
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Case study A – Resident calls to report contractor has not arrived at the 
agreed time 

Ms B calls her landlord to report that the contractor that was due to attend her 
property that morning has not arrived. Ms B is not happy as she had taken the 
morning off work for the appointment. The call handler checks the system but is 
unable to explain to Ms B why the contractor did not arrive. The call handler asks Ms 
B if they can try and contact the contractor and call her back within the next hour. Ms 
B agrees. The call handler speaks to the contractor who explains they were held up 
at another job that took longer than expected. The call handler calls Ms B, explains 
the situation, and apologises. The call handler offers Ms B another appointment at a 
time that suits Ms B, and Ms B is satisfied with the explanation and resolution. 

This is an example of a ‘there and then’ situation where the resident may be 
dissatisfied with the service provided on that morning, but the landlord is able to 
quickly resolve the issue to the resident’s satisfaction with minimal further enquiries. 
Whilst this does not need logging as a complaint, the landlord should keep a record 
of the call and should consider if there is any learning (i.e.should the landlord have 
been informed the contractor was delayed so it could alert Ms B and any other 
affected residents) 

Alternative scenario 

Ms B calls her landlord to report that the contractor that was due to attend her 
property that morning has not arrived. Ms B is not happy as she had taken the 
morning off work for the appointment. The call handler checks the system but cannot 
see an appointment for Ms B that day. Ms B is adamant she had an appointment that 
morning and explains she received a text message from the landlord with the date 
and timeframe. The call handler is unable to explain to Ms B why there was no 
appointment on the system and offers its apologies. The call handler also arranges 
another appointment and advises Ms B that it has opened a complaint on her behalf. 

Whilst the landlord can offer Ms B another appointment, it is unable to adequately 
explain why Ms B was told a contractor would attend that morning when there is no 
appointment on its systems. The landlord will need to investigate why this has 
happened, which could involve interrogating the system and speaking with other 
departments. Whilst Ms B may have been satisfied with a further appointment, a 
positive complaints handling culture would explore why this has happened to try to 
put it right for the resident and to learn from any mistakes. 
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Case study B – Resident calls to report a repair 
Mr D calls the landlord to report a leak from one of his radiators. Mr D says the 
radiator has been leaking for a few months, but it has recently got worse. Although it 
has been leaking for a few months, this is the first time Mr D has contacted his 
landlord about it. 

This is a service request and should be handled in accordance with the landlord’s 
repairs policy. 

Alternative scenario A 

Mr D calls the landlord regarding a leak from one of his radiators. Mr D says the 
radiator has been leaking for a few months and has recently got worse. Mr D tells the 
call handler that he has reported the leak several times and he was told each time 
that someone would come out to inspect the radiator, but he has never had an 
appointment, and no one has been out so far. He explains that his carpet underneath 
the radiator is starting to smell damp because of the leak. The call handler can see 
that Mr D has reported the issue several times but is unable to explain why it was 
never followed up. The call handler arranges an appointment for Mr D and opens a 
complaint case for Mr D. 

Whilst this is a service request, it is also clear from the information that this repair 
has been reported several times before and the landlord has not acted on the report, 
which is potentially a breach of its repairs policy. Although Mr D has not specifically 
said he wants to make a complaint, there has been a failure in the landlord’s service 
that should be investigated and put right. The landlord should also explore any 
learning opportunities. 

Alternative scenario B 

Mr D calls the landlord regarding a leak from one of his radiators. Mr D says the 
radiator has been leaking for a few months and has recently got worse. Mr D tells the 
call handler that he has reported the leak several times and each time someone 
comes out they tell him they will do a temporary repair but that he needs a new 
radiator. Mr D tells the call handler he has been repeatedly told that the contractor 
will raise a job for a new radiator to be fitted but he has never heard anything. Mr D 
says he feels like he is going round in circles and that he thinks the landlord is trying 
to save money by not fitting a new radiator. The call handler checks the repair notes 
and can see that previous contractors have recommended a new radiator is fitted. 
The call handler raises a job for a new radiator and opens a complaint case for Mr D. 

Although the resident has not asked to make a complaint, it is clear from the 
conversation that he is dissatisfied with the level of service he has received from the 
landlord. It is also clear that something is not working as it should do within the 
landlord’s process, which should be investigated as part of the complaint. 
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Case Study C – Resident calls to report noise nuisance/ASB 
Mr A calls his landlord to report that his neighbour has been playing music at an 
excessive volume late into the night, which has stopped him and his family from 
being able to sleep. Mr A says this has been affecting his work and his children’s 
school. He tells the landlord that he has tried speaking to his neighbour about it, but 
the neighbour was aggressive and abusive to him. Mr A would like the landlord to do 
something about the noise. 

This is a report of noise nuisance / ASB. The landlord should explain the ASB 
procedure to Mr A and clearly outline what the next steps are. The landlord should 
follow its ASB policy in responding to this allegation. 

Two months later Mr A calls his landlord again. He explains that the loud music has 
continued, and the neighbour has escalated to being abusive and aggressive 
whenever they see each other. Mr A tells his landlord that this is impacting on his 
mental health, and he is worried that it could escalate further. Mr A tells his landlord 
that he has reported some instances to the police, and he has filled in the diary 
sheets as the landlord has asked. The landlord confirms it will add this new 
information to Mr A’s case file. The landlord contacts Mr A and provides an update 
on the ASB case, confirming it has spoken with the neighbour and is engaging with 
the police in relation to Mr A’s reports. Mr A agrees to continue reporting issues as 
per the landlord’s request. 

Although the neighbour’s behaviour is escalating, the landlord continues to work with 
Mr A and to investigate the allegations in accordance with its policy. It is providing 
updates to Mr A and is working with other local agencies (i.e. the police) to resolve 
the matter. 

Alternative scenario 

Two months after his initial report, Mr A calls his landlord. He explains that the loud 
music has continued, and the neighbour has escalated to being abusive and 
aggressive whenever they see each other. Mr A tells his landlord that he has 
reported some instances to the police, and he has filled in the diary sheets as the 
landlord has asked but he has not heard anything from the landlord since his initial 
report. Mr A tells the landlord that he has done everything asked of him, but the 
landlord has not done anything and has left him and his family to live in fear of his 
neighbour. Mr A tells his landlord that this is impacting on his mental health, and he 
is worried that it could escalate further. 

The landlord has not responded to Mr A’s initial report of ASB, therefore as well as 
following up on the reports of ASB as per the ASB policy, the landlord should also 
open a complaint case to look at its handling of Mr A’s reports of ASB. 
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