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	Report to East Area Board 

11 July 2005 


	
	

	Title:


	Complaints and Compliments - Final 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 final quarter of 2004/05 for the East and South Neighbourhoods. This report provides the results of the fourth quarter satisfaction survey, an update on complaint issues arising from the previous quarters and a summary of compliments and complaints received over the whole of 2004/05.

Background

2. The first quarter analysis was presented to the area board on the 14 September 2004, the second quarter analysis on the 6 December 2004 and the third quarter on 11 April 2004.

3. A summary of compliments and complaints received over 2004/05 can be found at Appendix 3

4. 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 July 2005.

Numbers of complaints 

5. During the period 1 January 2005 to 31 March 2005 the company received 165 step 2 complaints of which 88 relate to the East and South area board. 

· Of the 88 step 2 complaints, 33 were investigated and responded to within the quarter. 3 complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining 52 complaints were in the process of being investigated at the end of the final quarter.

· Two step 3 Chief Executive reviews were requested in the period over the borough regarding priorities for allocations.

· Of the 33 completed step 2 complaints

· 8 were found to be justified

· 14 were responded to within the target 

· 19 were resolved out of target.

Reason for complaint

6. Of the 88 step 2 complaints the main category of complaint was quality of service with 76 complaints including this issue. 

Complaints received by service area

7. Of the 33 completed step 2 complaints received during the quarter the main area of complaint (18) was with the housing management service. There were 11 complaints about repairs.

Compliments

8. During the period 1 January 2005 to 31 March 2005 11 compliments were recorded by the company of which 4 were recorded for the East and South neighbourhoods. 

Satisfaction Survey

9.
A postal survey of 100 customers, who registered a complaint during the third quarter, was carried out in April 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. The computerised system for recording step 3 complaints is currently being developed.
11. The computerised system for recording step 1 complaints is progressing well with information to be presented in 2005/06 reports.

Service Improvement 

12. Updates on the progress of areas of service improvement identified from the third quarter analysis are listed below.

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

· The review of repair categories with tenant involvement at a focus group held on the 16 March 2005 resulted in 59% agreeing that the current category system was acceptable. The category system will be reviewed in consultation with tenants, the target date has to be agreed but will be during 2006/07. 

· To improve the number of complaints completed within timescale.

· The new post of Complaints Assistant has been established in the Repair Reporting Service with the successful applicant taking up the post on 4 July.

13.
The main area of service improvement identified from the final quarter analysis is described below together with a description of how it is currently being addressed.

· The majority of housing management complaints were from applicants regarding their application for housing and were centred around property availability. 

· A lettings bulletin is being produced on a monthly basis that provides information on lettings and availability over the previous month. The bulletins are available on the website, used at the area offices to provide up to date information on supply and demand and circulated to Councillors and local agencies. 

· A guide is currently being produced with details of estates and property types and availability, which will be made available to all applicants.


Recommendation

14.
It is recommended that the committee note this report.

Contact:  Angela Brown, Business Support Officer


Tel No: (0191) 433 5384

Appendix 1

Results of fourth quarter satisfaction survey

From the 31 surveys returned the main comments were:

· 68% (21) did not know about the complaints procedure before making their complaint

· 71% (22) made their complaint by telephone

· 58% (18) found it easy to access the complaints procedure

· 23% (7) received an acknowledgement letter within 3 working days of which 100% (7) found it easy to understand

· 32% (10) received a full reply within 20 working days. 

· 29% (9) were satisfied or very satisfied with the outcome of their complaint. 

· Of the 58% who were not satisfied 50% 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

· I received excellent service, staff were very helpful and resolved my  complaint

· Long length of time dealing with complaint

· Well done








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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[image: image4.wmf]The Gateshead Housing Company 

Compliments Received

100%

Repairs


Examples of some comments received are listed below. For confidentiality reasons the names of the residents have been removed.

Ms L, Springwell, thanked the repairs service for having an email service which is responded to quickly

Mr E, Springwell, thanked an employee from the repairs service for their help in reporting a repair

Mr M, Felling, telephoned to say he was very impressed with an employee from the repairs service.

Mr W, Birtley, telephoned to thank an employee from the repair service for their help in arranging a repair.





Appendix 3

Summary of compliments and complaints received over 2004/05.

589 Step 2 complaints were received in the borough over 2004/05

· 326 for the neighbourhoods covered by the West Board

· 113 for the central neighbourhood

· 106 for the west neighbourhood

· 107 for the inner west neighbourhood

· 263 for the neighbourhoods covered by the East Board

· 171 for the south neighbourhood

· 92 for the east neighbourhood

Of the 589 step 2 complaints received in 2004/05, 419 (71%) have been resolved with 196 of the 419 being resolved within 20 days. 138 complaints were still being investigated. 32 complaints were closed (closed cases include duplicate complaints) 

· 236 (72%) complaints were resolved in the neighbourhoods covered by the West Board

· 74 (65 %) for the central neighbourhood

· 80 (75%) for the west neighbourhood

· 82 (77%) for the inner west neighbourhood

· 183 (70%) complaints were resolved in the neighbourhoods covered by the East Board

· 115 (67%) for the south neighbourhood

· 68 (74%) for the east neighbourhood


The issues to which the complaints related were;

· Access to service




235

· Injury or damage to person or possessions

32

· Quality of service




469

· Employee






85

· Council Policy





52

· Other






48

Of the 419 resolved complaints;

· 170 (41%) were found to be justified

· 123 (29%) were found to be partially justified

· 126 (30%) were found to be not justified

68 compliments were recorded for the borough

· 33 for the neighbourhoods covered by the West Board

· 35 for the neighbourhoods covered by the East Board

Quality of Service				 76


Access to Service	  			 26


Employee				 12


Injury or Damage to Persons or Possessions     10


Company Policy				 6


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. 





Repairs	11


Housing Management	18


Neighbourhood Relations	 1


Caretakers	 5
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