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	Report to West Area Board 

7 April 2005 


	
	

	Title:


	Complaints and Compliments - Third Quarter Report 2004/05

	Report of:
	Principal Housing Services Manager

	
	


Purpose of the Report

1. The purpose of this report is to highlight areas of service development and improvement that have been identified from analysis of the complaints and compliments received in the third quarter for the Central, West and Inner West Neighbourhoods. This report provides the results of the third quarter satisfaction survey and provides an update on complaint issues arising from the previous quarter.

Background

2. The first quarter analysis was presented to the area board on the 6 September 2004 and the second quarter analysis on the 9 December 2004.

3. Performance information and service improvement details arising from complaints and compliments reports are published on the company website and displayed in local housing offices. Results from this quarters report will be displayed during April 2005.

4. The standards committee 22 March 2005 received details of the complaints and compliments received across the company during the third quarter of 2004/05.

Numbers of complaints 

5.
During the period 1 October 2005 to 31 December 2005 the company received 165 complaints of which 97 relate to the West and Central area board. Of these 92 were registered as step 2 complaints and five were step 1 complaints
· Of the 92 step 2 complaints, 42 were investigated and responded to within the quarter. 11 complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining 39 complaints were in the process of being investigated at the end of the third quarter with 29 of the 39 relating to repairs.

· Four step 3 Chief Executive reviews were requested in the period covering the following areas:

· Our response to reports of neighbour nuisance

· Priorities for allocations

· Data Protection Act

· Concierge service

· Of the 42 completed step 2 complaints

· 15 were found to be justified

· 13 were responded to within the target 

· 29 were resolved out of target of which 19 were concerned with repairs

Reason for complaint

6. Of the 97 step 2 complaints the main category of complaint was quality of service with 71 complaints including this issue. 

Complaints received by service area

7. Of the 42 completed step 2 complaints received during the quarter the main area of complaint (29) was with repairs. There were 14 complaints about the housing management service.

Compliments

8. During the period 1 October 2004 to 31 December 2004 16 compliments were recorded by the company of which 5 were recorded for the Central, West and Inner West neighbourhoods. 

Satisfaction Survey

9.
A postal survey of 100 customers, who registered a complaint during the third quarter, was carried out in January 2005. This was to establish satisfaction levels with the service provided by employees dealing with the investigation of their complaint. Results of the survey can be found at Appendix 1.

 Service Development

10. A number of service developments were introduced 14 March 2005:

· In line with the recommendation of the housing inspection the system for the recording of Step 1 complaints was implemented

· Improved recording of housing management complaints has been developed to improve analysis of complaints.

· Team briefings and updated guidance has been provided and delivered to ensure that:

· complaints are accepted at the point of contact

· where appropriate investigating officers discuss the details of 

the complaint with the resident before the response letter is sent.

· holding letters are sent if a response cannot be completed within the 20-day target.

Service Improvement 

11. Areas of service improvement identified from the third quarter analysis are listed below together with a description of how they are currently being addressed.

· Request to review the ‘heating out of order’ repair category

-
A review of repair categories is underway with tenant involvement and this was included in the discussion of a recent focus group held on the 16 March 2005.

· Request to address the number of repairs which have passed their target date.

-
The backlog of repairs has already reduced significantly during 2004/05. Monitoring of all jobs occurs to ensure that the target for % of repairs carried out within their target date is achieved

· To reduce the % of telephone calls “missed” by the repair reporting service.

· New telephony has been ordered for the repair reporting service. The team will be relocated to the Baltic Business Centre in May 2005 and additional posts have been established in the repair reporting team.

· To improve complaint handling of Anti Social Behaviour.

· Between January and March 2005 all local offices of the company were briefed on the anti-social behaviour service standards developed with tenant involvement.

· To improve the number of complaints completed within timescale.

-
A new post of Complaints Assistant has been established in the Repair Reporting Service.


Recommendation

12.
It is recommended that the committee note this report.

Contact:  Angela Brown, Business Support Officer


Tel No: (0191) 433 5384

Appendix 1

Results of third quarter satisfaction survey

From the 24 surveys returned the main comments were:

· 37% (9) did not know about the complaints procedure before making their complaint

· 38% (9) made their complaint by telephone

· 63% (6) found it easy to access the complaints procedure

· 42% (10) received an acknowledgement letter within 3 working days of which 100% (10) found it easy to understand

· 37% (9) received a full reply within 20 working days. Of those who did not 45% (5) did not receive a holding letter explaining the delay.

· 34% (8) were satisfied or very satisfied with the outcome of their complaint. 

· Of the 66% who were not satisfied 56% stated they were aware that they could request a review of their complaint by the Chief Executive by applying in writing within 10 days.

· Comments given included

· Every praise for the company – keep it up

· Very satisfied with the outcome of my complaint

· Made many phone calls









Appendix 2

CENTRAL, WEST  AND INNER WEST

Reasons for step 2 complaint*
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Reasons for complaint 
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Number of step 2 complaints received for each service area.

*the total number of service areas for complaints is more than the total number of complaints resolved as some complaints cover more than one service area.
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 Complaints by service area 
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The area of service with the most complaints was repairs. This accounted for 64% of all complaints received, an increase from 58% for the second quarter.
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Reason for repair complaints 
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92% of all repairs were completed within timescale in the third quarter for the company overall, an increase from 84% in the second quarter 

The 5 property inspectors aim to carry out a ten percent quality check on all responsice repairs carried out. At the end of the third quarter Property Inspectors have completed 4,729 (70%) of the 6,750 annual target.

Total Compliments Received by The Gateshead Housing Company
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Compliments Received
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Examples of some comments received are listed below. For confidentiality reasons the names of the residents have been removed.

Mr Mc, Ryton thanked our employees for their professionalism during the rehousing of his mother.

Miss D, Gateshead thanked an employee for visiting and checking her repairs ensuring they were done and calling to see if she was satisfied after completion.

Mrs R, Gateshead telephoned to say thanks for the help she was given from an employee at the Repairs Service. She was really pleased with her quick response and helpful manner. 

Mr S, Gateshead wrote to say he was very appreciative of advice and assistance with debts and that our employee was very courteous.




Housing Management	      4          


Repairs	      1		














Step 2 complaints- reasons for repair complaints





Work not done within timescale		17


Quality of work				10


Appointment not kept			 1


Attitude of employee			 1


Property not left clean & tidy		 0


No appointment offered			 0




















Repairs	29


Housing Management	14 


Neighbourhood Relations	 1


Capital Works	 1


Leasehold	 1





Quality of Service				 71


Access to Service	  			 53


Company Policy				 14


Employee				 13


Injury or Damage to Persons or Possessions      9


Other 				  6





* the total number of reasons for complaint is more than the total number of complaints received as some complaints contain more than one reason. 
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