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This is a fictional case created for training pucposes based on examples from real cases.
All names and personal details have béen changed.




Please read me before you start

|9 November 2026
Hi team,
[ need your help.

Mrs Tranter. one of our customers, had a negaﬁve experience with us which has ended with a

complaimL which was upheld by the Housing Ombudsman.

WeVve seen some fairly nega’rive reporﬁng in the media since and [ need you to work fogefher to

ﬁgure out what happened and why for Board fo review ASAF.
[ve quickly pu”ed fogefher what evidence I have in this folder for you. Sorry, its probably not

,oemfemL orin order, so you'” probably need 1o look at a timeline of events as a starter.
Here's what [ need you fo do:

| Review the evidence and document our poin‘rs of failure in the case. By this | mean the
significant fhings that we did or didn't do which didn't follow our processes or where we
didn't think about customer experience.

7. Work out where we didn't live by our /\/\agna values. We all need fo consider the impac’r
of our actions, whether were speaking to customers direc’rly or not. We can't create better
futures unless we 9e1L this righf.

[ve alsojus’r received the Housing Ombudsman's draft relooriL on the case — this is included in

the envelope you’” find inside.

But please don't open the enve'ope until you've finished! Once 9ou've recorded ever‘y’rhing
ou can on the case, then you can check them aqainst the Ombusman's report. [ts reall
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im,oor‘ramL to see if we as a feam can 9e1L to the bottom of what went wrong and learn from

it to make sure this doesn't happen again.

When gou‘ve finished. ['d love to hear your Jrhoughfs, so do reflect fogefher on what it felt like
to work fhrough a case like this. Do capfure how you see your team or group mighf help to

avoid cases like this in future and create more posiﬁve impac’r on the customer.

[ve popped a sheet inside for you to note down your answers and reckon it should take about

60 minutes.

Look forward to catching up soon.
: Ifyou need digifol versions of
’PV«ZE anything you can find them
Pritti Singh here: hffps://bi‘r.ly/’-fhoukA B.
Head of Customer Experience You'll also find | L.
some of our poh’cnes
and procedures to
reference too.




