
Resolution 
Report

A summary of the findings 
and discussions on the 
Resolution Webinar

www.resolutionforum.co.uk

RF

Resolution Forum
Promoting Cross-Sector Collaboration

Issue 3

19th May 2020



Content

RF

Welcome

Consumer Rights Update

Consumer Insights Update

Guest Speaker: Adrian Morley

Guest Speaker: Caroline Wells

3

4

5

6

8

2

Resolution Report
Issue 3

19th May 2020



Welcome to the Resolution Report, where we detail the content and discussions 

from our weekly webinar series. Through these sessions we aim to build closer 

collaboration for the betterment of customers, employees and the services we 

respectively offer. 

In this edition we tackle the subject of vulnerability and resilience, an area 

of high importance right now. We were fortunate to be joined by Guest Speaker, Adrian Morley 

from the Co-op, winners of the Resolver Vulnerable Situations category at the UK Complaint Handling Awards 2020. 

The steps taken to transform their service support was truly inspiring and we congratulate Adrian and thank him for his 

insightful talk. The second of our vulnerability articles is based on a talk with Guest Speaker, Caroline Wells. Caroline’s 

talk offered an astute look at the ingredients required for people to build effective resilience to dealing with challenging 

situations. My thanks to Caroline for her guidance and expertise in this essential area. 

Elsewhere, we consider the future of the economy and the challenge of balancing its reinvigoration with the containment 

of coronavirus. There’s a lot of fear and anxiety across the nation and among business leaders right now, but can we be 

optimistic? We asked our delegates to give their thoughts via an interactive poll:

Welcome

How are you feeling about the 
future state of the economy? 
1. Enthusiastic
2. Neutral
3. Pessimistic
4. Fearful

As you can see, there is little enthusiasm in the future 

of the economy at the moment. A scenario presented by 

the Office for Budget Responsibility suggests the UK will 

experience a sharp economic slump, with growth forecast 

to fall by -12.8 per cent for 2020 before rising in 2021 

and growing lethargically through to 2024. Things will 

get worse before they get better. But they will get better.

My Takeaway

Right now, many of us are feeling vulnerable, perhaps 

for the first time ever. But we can take steps to support 

ourselves and others. Empathy is important, but we also 

need safeguards to ensure we don’t take on more than 

we can manage when supporting others. And as we all try 

to adapt to the new normal of working from home, don’t 

forget to check in on one another and make time for non-

work conversations.  

This Week on the Webinar

Our next Guest Speaker on the Resolution Webinar will 

be Professor Moira Clark, Director of the Henley Centre for 

Customer Management. Professor Clark’s talk will embrace 

an optimistic approach towards how businesses can 

take the initiative through proactive measures and agile 

adaptation amid the challenges presented at this time. 

We hope you can join us this week and in the weeks to 

come. You can also follow the conversation on LinkedIn.

Will Archer
will@resolvergroup.com
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The art of the surprise announcement seems to be a running 

theme of late with the Prime Minister’s recent Sunday 

evening address to the nation kicking things off. These 

surprise announcements are certainly keeping the media 

on their toes. 

And Ryanair surprised quite a few people with their 

announcement that they would resume 40 per cent of their 

flights from July - almost a thousand flights a day. This 

has huge implications on consumers seeking refunds for 

flights after this period, because if the flight is operating, 

they won’t be able to claim. And with the Government’s 

two-week quarantine for UK arrivals, will holidaymakers 

be put-off going ahead with these flights. So, is this a 

cynical move from Ryanair to take advantage of consumers, 

a proactive survival measure or is it a provocative direct 

challenge to the Government’s restrictions on travel?

The EU Travel Commissioner has made it clear they expect 

cash refunds to be given, as some firms have refused to 

do so. Some firms, in order to stay in business, have been 

essentially ignoring the rules. And with the threat of legal 

action not imminent, there’s a bit of a stalemate at the 

moment. This is causing an increase in complaints and 

could cause some serious PR headaches in the future.

With the announcement of the Government’s furlough 

scheme being extended to October, this presents various 

challenges around the issue of public transport and 

refunds on rail season tickets.

Interestingly, the Finance sector has mostly avoided high 

volumes of complaints during this period. We think this is 

Consumer Rights Expert
Martyn James

Expect to see more surprise 
announcements in the coming 
weeks.

Ryanair challenges consumers’ 
rights to claim refunds, as well as 
the Government’s travel restrictions, 
with the announcement that 40% of 
their flights will resume in July. 

We’re seeing a stalemate in some 
businesses paying out on cash 
refunds due to a lack of imminent 
legal action - expect PR problems!

As we move forward, expect to 
see a peak in complaints within 
the Finance sector as consumer 
debt and financial worries begin to 
escalate.

Martyn James

Head of Media & PR, Resolver Group

martyn@resolvergroup.com
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due to consumers finding 

budgeting and finance a 

daunting subject at the moment 

and are trying to avoid facing it where possible. As we 

move forward, we should expect a peak in complaints 

related to debt issues.

Over the coming weeks and months, we’re going to see how 

businesses adapt in this environment and what that means 

for us all, especially as we start to return to work.

mailto:martyn%40resolvergroup.com?subject=
https://www.linkedin.com/in/martyncjames/
https://twitter.com/martyncjames1


Consumer Insights
Patrick O’Connor

Patrick O’Connor

Product & Insights, Resolver Group

patrick@resolvergroup.com
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change.  We’re faced with 

the daunting challenge of 

getting these at-risk sectors and 

businesses back up and running and contributing towards 

the economy and employment whilst trying to contain a 

global pandemic. Containment protects lives and the NHS, 

which few will argue with. And yet, lives and key public 

services, such as the NHS, are reliant symbiotically on a 

healthy economy. We want to protect people, but we also 

want to protect the economy and livelihoods. This is the 

conundrum; where should our priorities lean? We asked 

our delegates to give their view in the poll shown below.:

In the trade off between protecting the economy and 

containment, where on the scale of prioritisation does your 

concern lean? 

1. I’m only concerned about the economy

2. I’m mainly concerned about the economy

3. I’m equally concerned about both

4. I’m mainly concerned about containment

5. I’m only concerned about containment

Complaints are a natural and inevitable part of business, 

often used as a measure of friction and to identify 

problematic issues and make improvements. When 

we look at complaint data across industries and apply 

context, it provides a unique viewpoint of the health 

of the economy. So, how fearful should we be about 

the state of the economy, and are we ready for seismic 

change ahead?

Service Reliance Seen in Complaints

In Leisure, certain types of services such as cinemas, 

sports gambling and gyms are seeing huge drop-

offs in complaints, a consequence of COVID-19 and 

containment. Complaints on restaurants, cafés and pubs 

have disappeared to be replaced with a high spike in 

takeaways. Elsewhere, we’ve seen the brakes slammed on 

for complaints on car rental, private parking tickets, buses 

and trains – containment means we’re travelling less 

Instead, it seems we’re spending more time putting our 

affairs in order. We’ve seen a surge in complaints on video 

streaming services and online dating, with consumers 

realising they’re paying out on services they haven’t 

been using. It comes as little surprise that the services 

we’re seeing spikes of complaints in are the services 

we’re now reliant upon. Online shopping, deliveries, the 

aforementioned takeaways and home broadband. 

The slowdown in these sectors, particularly in travel and 

hospitality, has seen thousands of jobs cut, which will add 

further stress on the future of the economy.

The Economy VS. Containment Conundrum

Seismic changes to the economy and a shift in consumer 

spend means a period of evolution for the economy 

and survival of the fittest for firms. If looked at through 

a Darwinian lens, those who survive won’t necessarily 

be the strongest or smartest, but the most adaptable to 
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43% said that they were equally concerned about the 

economy as containment. But 48% said that they were 

mainly concerned about containment. 

mailto:patrick%40resolvergroup.com?subject=
https://www.linkedin.com/in/patjosephoconnor
https://twitter.com/Patrick27182


Guest Speaker
Adrian Morley

Winning the Resolver Vulnerable 
Situations Award: How the Co-op 
stepped up its support of vulnerable 
customers

Whilst we acknowledge that the context of vulnerability 

has changed, in March 2020, the Co-op were awarded Gold 

winners of the Resolver Vulnerable Situations category at the 

UK Complaint Handling Awards. Here Adrian Morley, Change 

and Implementation Manager, talks us through how this was 

achieved. 

In 2018, the Co-op embarked on a strategic restructure 

of its business services functions, including customer 

Contact Centres, Facilities, HR and Finance, into a 

centralised team that delivered economies of scale 

and expertise. As a result, a single team for handling 

Complaints was formed. 

Building a New Team

Our Food and Membership complaints team had been 

on an improvement journey previously and was an 

award-winning operation by 2018. So the goal was to 

leverage this capability in Funeral Care. This presented 

challenges to colleagues within the teams as they had to 

learn to deal with challenging new issues surrounding 

bereavement. But through the support of bespoke 

interventions that were put in place to improve empathy 

and personal resilience, they were able to transfer their 

skills in complaint handling into this new arena. And with 

our existing colleagues and everyone’s willingness, we 

were able to create a new multi-skilled team who helped 

turn around performances in funeral care at that time.

Vulnerability in Funeral Care

FCA guidance around vulnerability spells out quite clearly 

the areas businesses 

need to be looking out for. 

We were already strong on our 

DDA policy across our stores, and in terms of mental 

resilience we had numerous QA policies in place. 

But bereavement was quite a new thing. 

Whilst we’d all dealt with bereaved customers in the 

past, it would only have been a fraction of the contacts. 

Yet now, everyone our team would be dealing with would 

be suffering bereavement, which would be daunting. The 

Funeral Care business had been doing this for a long 

time and we wanted its phrase “We’re here when you need 

us most” echoed by our complaint handling team too. 

We combined this sentiment with our proven complaint 

handling methodology called Put it Right. 

This very plain and simple mission comprises four areas 

of focus for us to improve what we do with complaints:

Capture the issue - we wanted to make it easy for 

customers to raise problems with us.

Resolve problems - first time and within the agreed time-

scale.

Restore the relationship - by restoring the faith in the 

customer by putting it right.

Fix the issue - using all of the insight at our disposal.
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Adrian Morley
www.coop.co.uk

Adrian Morley is Change and Implementation Manager at 

The Co-op, who were Gold Winners at the UK Complaint 

Handling Awards in the category of the Vulnerable 

Situations Award 2020

7

immersive group exercises which all helped get our people 

up to speed.

What we Achieved

By making it a priority to equip colleagues appropriately 

to deal with this particular aspect of vulnerability before 

being thrown in at the deep end, we were able to move 

forward with our approach to improve performance:

• Funeral Care resolution time reduced from 20 to 5 days.

• Complaints per funeral fell from 2.78% to 1.77%.

• Average redress halved in Funeral Care and Food.

• Colleague Engagement increased by 23%

• Leadership Score increased by 15%

• Operational cost reduction of £581k vs. target of £500k

• Achieved a non-targeted redress reduction of £421k

Addressing the Problem

When we took on Funeral Care, we assessed the situation 

and identified several tricky issues around bereavement. 

Operational performance was poor, with complaints 

increasing by 29% year on year, and with no increase in 

headcount, it meant there was a backlog of complaints. 

The average resolution time was too long, there was 

performance management control problems and 

ineffective systems all underpinned by an under trained 

and under resourced team who were overwhelmed by 

the situation they were dealing with. We put in place a 

recovery plan agreed by the executive team to fix this. 

This involved fixing the resource gap, through multi 

skilling and recruitment, raising the capabilities of 

the team, becoming more performance focused and 

implementing new processes. But the first thing we had 

to do was ensure our people were ready and up for the 

challenge. This meant reviewing skills and training, and in 

particular, improving personal resilience. We came up with 

a programme to help staff understand grief and loss better 

and to understand the different contexts of bereavement 

for different customers. We also wanted the plan to focus 

on the welfare of our people and their hearts and minds. 

To support this, we developed a new bespoke approach 

that worked with the theme of bereavement called HEART:

This helped our people to be able to listen to the 

customer and be strong for them but to also be able to 

move forward after without carrying the problem with 

them. This challenged the team to really think about 

their feelings, which can be emotionally impactful. We 

worked closely with our people, listening to calls, improved 

communications, created support materials and organised 

An Example of Putting it Right
Mr Roberts lost his wife, Enid, after 65 years of 

marriage. Every year on their anniversary he would 

buy her yellow roses and white lilies. Yet on the eve 

of her funeral a mix up with the floral tributes meant 

there were red roses and pink lilies instead, which 

caused Mr Roberts distress during a period in which 

he was at his most vulnerable. 

The team got on to this immediately and managed 

to source the correct flowers and had them 

emergency couriered up so that they were there 

for the funeral ahead of time. We recognised the 

importance for our client and fixed it. Mr Roberts 

was very grateful and had nothing but praise for the 

support he received.

Sometimes it’s not about the numbers; it’s about 

people supporting people when they’re most 

vulnerable.

https://www.coop.co.uk/
https://www.linkedin.com/in/adrian-morley-00705415/


Guest Speaker
Caroline Wells

Looking after yourself while looking 
after others

The context for how we consider resilience to 

vulnerability has exploded, and how we support 

vulnerable customers (and people in general) has 

changed significantly. The concept of ‘what does 

vulnerability look like?’ has become quite simple – it’s now 

basically anyone, regardless of whether that’s a customer 

or an employee.

We used to look at the landscape of vulnerability as 

‘them’ and ‘us’, never imagining ourselves to be vulnerable 

(these things always happen to someone else). And for 

the first time, a lot of us are feeling swept up into the 

storm of vulnerability. Financial worries, anxiety, fear 

for the health of loved ones, isolation – we’re all feeling 

vulnerable, some for the first time ever. So, what can we 

do to look after others while looking after ourselves? 

When it comes to resilience, think of it as a good soup; a 

combination of ingredients that bring it together. These 

can include:

1. Being Aware of Fears & Experiences – people’s fears 

and experiences of the past, whether something that 

impacted themselves or someone else, can impact 

their resilience in testing situations.

2. Emotional Intelligence – when it comes to supporting 

people in vulnerable circumstances, having emotional 

intelligence is an advantage when empathising 

with others. Without it you can’t emotionally relate 

to the people you are trying to help. But emotional 

intelligence on its own it’s enough when dealing with 

vulnerable people on a daily basis. There needs to 

be a transition into an outcome or result to be truly 

effective, otherwise there is a danger of developing 

compassion fatigue, a 

common issue we see 

for people in the complaint 

handling space who take on their customer’s troubles.

3. Knowledge & Skill – people feel empowered by the 

confidence they take from their ability to perform their 

job effectively, which in turn boosts their resilience.

4. Work Environment – this has significantly changed 

for many now and some people will be struggling 

with the distinction between work and homelife. 

People would previously leave work to go home to a 

‘safe’ environment. This comfort has now been taken 

away for many, the line between work and home often 

blurred. This needs to be in balance to aid resilience. 

Staff Wellbeing as a Primary Concern

When speaking to a number of firms about their 

prioritisation during this period, the general response 

has been that their primary concern is regulatory 

compliance, followed by supporting their customers 

as their secondary concern with their staff’s wellbeing 

third in their order of priority.  This needs to be flipped. 

Everything else will flow from that. If your staff aren’t 

supported and their wellbeing isn’t of primary concern, 

then you can expect it to negatively impact both 

customers and compliance.

The Challenges we all Face

Customers going through a vulnerable situation may 

demonstrate challenging behaviours, which raises 

questions about how best to respond. People in these 

vulnerable situations feel powerless to change the course 

of events and feel reliant upon strangers to help them 

with their problem. Their fate is out of their own hands – 

which can be hard to understand and difficult to accept. 

This can lead to the feeling of being backed into a corner 

having lost control. We see this type of behavioural in 
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Supporting Employees

It’s important to recognise that at this time many of us 
are at home trying to work rather than simply working 
from home.

1. Help colleagues to put in place a structure and 
clear purpose to each day.

2. Aim to increase stability and raise morale, which 
will boost resilience.

3. Understand the home working environment of 
colleagues, be flexible and respect boundaries.

4. Continue to invest in colleague training and the 
learning of new skills.

5. Don’t just talk to colleagues about work – re-
invent the coffee break and take time out to chat 
informally.

Supporting vulnerable customers

1. Get to the bottom of the bigger picture –

understand the customer first and the problem 

second to understand the scale of the impact.

2. Focus on early warning signs - this can include 

key words, tone of voice and silences in between 

responses.

3. Focus on the impact of their issue to help remove 

your own relatable vulnerabilities from the 

situation. This helps you to stay professionally 

empathetic, confident and in control, which is what 

the customer is looking for. 

Caroline Wells

www.moneyadvicetrust.org

www.cwsltraining.com

www.differentpetal.co.uk

Caroline Wells is a vulnerability expert and consultant 

with Money Advice Trust and Director at CWSL Training 

and Different Petal Consulting.

particular from people in financially vulnerable situations 

and when suffering from issues related to mental ill 

health. They feel cornered and that no one really cares 

about them. 

The current challenge we face now is that there are so 

many of us who are going through these emotions at the 

exact same time. Typically, you wouldn’t place a vulnerable 

member of staff with the task of supporting a vulnerable 

customer due to potential problems with inherent bias 

and their need to remain objective and emotionally 

uninvolved. This is now hard to avoid and becomes an 

inevitability. Our worlds have all been shaken, and the 

support networks and mechanisms we might ordinarily 

rely upon are no longer there. These are challenges we all 

face, customers and employees alike.

What to Watch Out For (and Avoid)

There are currently a lot of things we need to be aware 

of when dealing with vulnerable people, especially with 

many employees no longer working in their normal 

environment under ‘normal’ circumstances. 

• Avoid the Trap 

It’s easy to fall into the trap of being a counsellor or 

GP during this period for frontline staff, especially 

those with high emotional intelligence who care about 

people.

• Avoid Dependence 

Be careful not to create a state of dependence with 

vulnerable customers. If someone feels you are the only 

person giving them any help or support, they could 

become dependent upon you. 

• Be Aware of Triggers  

Be aware of the triggers that can lead to emotional or 

detrimental emotions or responses. We can’t always 

stop this from happening because we’re human, but we 

can reduce the risk through awareness of the triggers.

Vulnerability is no longer the exception, it’s now a daily 

part of business. And every day it’s business as usual. 

Although challenging, resilience can be supported 

through the combination of knowledge, skills and the 

correct application of emotional intelligence alongside the 

support of employers emphasising structure and purpose 

and empowering staff to make decisions.
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