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26 May 2015 

Agenda item 19
Report on complaint 5457 Ms M-Z 

By the Operations Director 
	1.
	Summary


	
	This report sets out the proposed management action following the complaint 5457. 


	2.
	Recommendation


	
	That the Board endorses the actions proposed in section 3. 


	3. 
	Points for management to consider made by the complaint panel 


	3.1 
	The complaint was about a staircasing valuation and sale of Hexagon’s remaining equity in a shared ownership unit at Patrick Court.  The panel did not uphold the complaint. Some points were made by members of the panel which management were asked to consider. 



	3.2 
	The papers could have been more comprehensive as what turned out to be important contextual correspondence was not included. (The panel noted that there were effectively two complaints and so this made it more difficult for management to know which papers would be relevant).  In addition, the papers should include any relevant service standards or in this case, lease conditions. This suggestion will be included in the written complaints guidance. 


	3.3
	Management was asked to consider having more valuers on our approved panel for staircasing purposes.  The current list comprises 3 valuers. It has not been easy to identify valuers who are used to the stair-casing process and who meet the requirements. Through our contacts with other landlords providing shared ownership, we will aim to increase the panel to 4 valuers. We will also try to negotiate an improved fee with those on the panel and before any new appointment, checks will be carried out to ensure the basis of the valuation matches the requirements of the lease as well as the valuer’s “red book.”  One member of the panel felt that the panel membership should be reviewed after 5 years to address any bad practice. This recommendation is felt to be unnecessary and onerous in view of the difficulty of finding good valuers with experience of stair-casings and the low volume of work we have available. 


	3.4
	A further point was made about whether the valuation should also be in the name of the shared owner as well as Hexagon; however, this is not considered desirable as the instruction is from Hexagon and is valuing our equity share. It is also not in accordance with the lease


	3.5
	A further recommendation was that consideration should be given to whether more training was required for the staff dealing with stair-casings and more supervision of their work in this area.  It should be noted that the panel had not found any non-compliance with procedures. The staff had dealt with the shared-owners in a friendly style in line with “Customers at the heart” principles; this style is appreciated by most customers, most of the time. There was some discussion about whether a more commercial approach may be better than the approach adopted; for example, under a more commercial approach, staff would not providing any more information than is necessary. On balance, management believes we should stick to our current approach and also that the current level of supervision by a senior housing officer is satisfactory for stair-casing casework.  In relation to training, management do recognise that there would be some benefits in the relevant staff in sales as well as in leasehold  management having some more training in the wider issues around stair-casings, re-sales (of a shared owner’s share) and for the first time, downward staircasing as we have a case going through. This training has been arranged for 25 June. 


	3.6 
	Finally, in response to these points and others which emerged from this case, management discussed the issue of improving the written  communication for customers about the stair-casing process (as well as the lease provisions and the leaseholder’s handbook,) and noted that a leaflet on staircasing has been rewritten and will shortly be available. 



