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Who is Clarion?

• 125,000 properties 

• c4,500 employees

• Aim is to build 50,000 home in the next 10 years



4 Steps

•

• Complaints Centralisation 

Step 1 - Complaints Strategy



4 Steps

• 2 Complaints Stage Process

• Internal Standards

• Ombudsman Process

• Managing Difficult Customers

Step 2 – Effective Policy & Procedures



4 Steps

• Complaints visibility – Single version of the truth

• Real time reporting

• Lesson’s learned 

Step 3 – Effective System



4 Steps

• Senior Buy in - Step’s 1, 2 and 3.  

Step 4 – Effective Leadership



Useful facts

• Clarion achieved > 80% customer satisfaction in the last 2 

years

• The Ombudsman agreed with 90% of enquires they 

received (10% higher than the landlord average)

• 96.5% of our complaints are resolved at the first stage.


