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	Report to West and Central Area Board 

1 September 2005 


	
	

	Title:


	Complaints and Compliments - First Quarter Report 2005/06

	Report of:
	Director of Housing Management

	
	


Purpose of the Report

1. To highlight areas of service development and improvement that have been identified from analysis of the complaints and compliments received in the first quarter of 2005/06 and to provide the results of the first quarter satisfaction survey.

Background

2. Analysis of complaints and compliments received by the company are presented to this committee and Standards Committee on a quarterly basis and to the East and South Area Board on a six monthly basis.

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 quarter’s report will be displayed during October 2005.

Numbers of complaints 

4. During the period 1 April 2005 to 30 June 2005 the company received 74 step 2 complaints for the West and Central Area. 

· Of the 74 step 2 complaints, 25 were investigated and responded to within the quarter. 5 complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining 44 complaints were in the process of being investigated at the end of the final quarter.

· Three step 3 Chief Executive reviews were requested in the period over the borough. Two were regarding length of time on the housing register and one regarding a disturbance claim.

· Of the 25 completed step 2 complaints

· 8 were found to be justified

· 13 were responded to within the target 

· 12 were resolved out of target.

Reason for complaint

6. Of the 74 step 2 complaints the main category of complaint was quality of service with 55 complaints including this issue. 

Complaints received by service area

7. The coding of complaints is now demonstrated in the analysis. Of the 25 completed step 2 complaints received during the quarter the main area of complaint (14) was with the housing management service. There was 1 complaint about repair reporting and 4 complaints about strategic partners.

Compliments

8. During the period 1 April 2005 to 30 June 2005 29 compliments were recorded by the company of which 14 related to the neighbourhoods covered by this committee. 

Satisfaction Survey

9. A postal survey of 100 customers, who registered a complaint during the first quarter of 2005/06, was carried out in July 2005. This was to establish satisfaction levels with the service provided by employees dealing with the investigation of their complaint. Results of the survey is given at Appendix 1.

10. The survey has been amended for the 2005/06 year to take into account the  corporate health performance indicator CH1 and a copy of the survey is given at Appendix 2.

Service Development

11. The computerised recording of step 3 complaints has been developed and timetabled for implementation by January 2006 
12. Service Improvement 

· Updates on the progress of areas of service improvement identified from the final quarter of 04/05 analysis are listed below.

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

· The guide with details of estates and property types and availability, is to be complete and utilised from September 2005.

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

· Issues regarding missed target times for repairs.

Monthly meetings held with partners and contractors to monitor target times for repairs. This allows us to compare actual performance against performance indicators and highlight any issues that need to be addressed.

· Issues regarding the use of non-standard finishes in showhomes for Decent Homes Improvement Works.

· The development of labelling to explain that finishes may vary.


Recommendation

16.
It is recommended that this report be noted.

Contact:  Angela Brown, Business Support Officer


Tel No: (0191) 433 5384

Appendix 1

Results of first quarter satisfaction survey

From the 24 surveys returned the main comments were:

· 38% (9) knew about the complaints procedure from the newsletter, leaflet, poster or other publicity

· 63% (15) found the accessibility of the complaints procedure satisfactory or excellent

· 46% (11) received a full reply within 20 working days and 82% (9) found the reply easy to understand. 

· 29% (7) were very or fairly satisfied with the handling of their complaint.

· Comments given included the need to contact the complainant to ensure the correct issues are being identified.

Appendix 2

Complaint Satisfaction Questionnaire 

We have contacted you because you have recently used the complaints procedure 

We aim to provide an excellent service in responding to complaints. 

So that we can assess our performance in dealing with your complaint we would like you to give us your views by completing this questionnaire.   

Please return the questionnaire to us using the envelope provided - We value your views.


Q1 - How did you know about the complaints procedure?  

Friend/Neighbour                                                  1

Newsletter, leaflet, poster or other publicity          2

Housing Staff/Office                                              3

Councillor                                                              4

Other                                                                     5 

If Other, please specify

Q2 – How did you make your complaint?

Complaint Form      1  Letter    2   Telephone    3    Email     4  Visit     5

Other     6

If Other, please specify

Q3 - How accessible was the complaints procedure?


Poor       1                    Satisfactory     2              Excellent     3

Q4 – Did you receive acknowledgement to your complaint within 3 working days?

Yes        1         No     2

Q5 – Did you receive a full reply within 20 working days?

Yes        1         No     2

Q5 – Was the reply easy to understand?

Yes        1         No     2

Q6 – Did it answer your complaint?

Yes        1         No     2

Q7 – Even if you do not agree with the outcome, do you feel your complaint was taken seriously?

Yes     1            No     2

Q8 – Even if you do not agree with the outcome, overall were you satisfied with the handling of your complaint?

Very satisfied     1 Fairly satisfied    2 Neither satisfied nor dissatisfied    3

Fairly dissatisfied      4 Very dissatisfied    5

Q9 – Did you find the complaints procedure easy to use?  

Yes      1           No     2

Q 10 – Can you suggest ways that we could improve the complaints procedure?




Equalities monitoring

This part of the form will help us to find out if we a providing a good level of service to everyone. Please tick the boxes that describe you within each of the categories below:

1 – Ethnic Origin

	White
	Asian or Asian British
	Chinese or Other Ethnic Group
	Mixed
	Black or Black British

	British
	
	Indian
	
	Chinese
	
	White and Black Caribbean
	
	Black Caribbean
	

	Irish
	
	Pakistani
	
	Other Ethnic Group
	
	White and Black African
	
	Black African
	

	Other  White
	
	Bangladesh
	
	
	White and Asian
	
	Black British
	

	
	 Other Asian
	
	
	Other Mixed
	
	Other
	



2 – Sex:     Male                     Female

3– Date of Birth

4 Disability (please tick relevant box/s)

	Blind or Partially sighted
	
	Deaf/Hearing Impaired
	
	Other specifybelow)
	

	Wheelchair user
	
	Mental Health Disability
	
	

	Other Mobility Difficulties
	
	Learning Disability
	
	None 
	


Thank you for completing this questionnaire.                                 Ref: 







Appendix 3

Central, West and Inner West Neighbourhoods
Reasons for Step 1 complaints

Quality of Service



 15
Access to Service
  


 8

Other 



 8

Injury or Damage to Persons or Possessions     4
Employee



 2
Company Policy



 1

* 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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Number of step 1 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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Reasons for complaint 
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*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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Compliments Regarding the Central, West and Inner West Neighbourhoods



[image: image6.wmf]The Gateshead Housing Company 

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 J, Whickham, complimented the repair reporting service.

Mr M, Sheriff Hill, wrote to thank us for our A to Z of services stating, “It is well thought out, easy to read, and a quick reference to all the services you provide. All in all everything a tenant will ever need.

Mr S, Gateshead, wrote a letter to thank a caretaker for his efficiency stating ‘it is a pleasure to see the flats look like they used to, having lived here since the flats were built they haven’t been as neat and shining for years, he takes a pride in his work, both inside and outside and is a pleasant, willing person.

Mrs F, Teams, expressed her thanks and appreciation following the installation of a new kitchen

Mr M, Sheriff Hill, telephoned the Sheriff Hill office to thank an employee for everything they had done for him

Miss H, Blaydon, passed her thanks to an employee as she wanted to let them know how much she appreciated their help

Repair Reporting Service	5	Finance			1


Strategic Partners		4	Leasehold			0


Capital Works	3	Caretakers			0


Rent and Income	3	Concierge			0	


Housing Management	2	Welfare Rights		0


Allocations	1	Neighbourhood Relations	0





				


				











Quality of Service				 55


Access to Service	  			 19


Employee				 14


Company Policy				 9


Other 				 6


Injury or Damage to Persons or Possessions     5





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





Housing Management	14		Rent and Income		0


Allocations	5		Leasehold			0


Concierge	5		Finance			0


Strategic Partners	4		Caretakers			0


Repair Reporting Service	1		Welfare Rights		0


Capital Works	1		Neighbourhood Relations	0


		














          


Housing Management	6


Caretakers	1


Repair Reporting Service	2


Business Support	1


Concierge	1


Rent and Income Teams	1


Strategic Partner	1


Lettings Team	1		
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		Quality of service

		Access to Service

		Other

		Injury or damage to Person or Possessions

		Employee



Reasons for Step 1 complaints

8

8

4

2
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0506

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N

		Blaydon

		Ryton

		Highfield

		West N

		Dunston

		Whickham

		Teams

		I West N

		West B

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N

		Leam Lane

		Felling

		Old Fold

		East N

		East B

		Borough

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414





Qtr1

		

				Total		Access		Injury		Quality		Employ		Policy		Other		R1		R2		R3		R4		R5		R6		SP1		SP2		SP3		SP4		SP5		SP6		HM1		HM2		HM3		HM4		HM5		HM6		A1		A2		A3		A4		A5		A6		L1		L2		L3		L4		L5		L6		F1		F2		F3		F4		F5		F6		CA1		CA2		CA3		CA4		CA5		CA6		CO1		CO2		CO3		CO4		CO5		CO6		WR1		WR2		WR3		WR4		WR5		WR6		NR1		NR2		NR3		NR4		NR5		NR6		CW1		CW2		CW3		CW4		CW5		CW6		RI1		RI2		RI3		RI4		RI5		RI6

		Central		7		2		2		4		0		0		2																																		1								1

		Sheriff Hill		9		1		1		3		0		0		4														1																						1

		Central N		16		3		3		7		0		0		6		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		1		1		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon		6		3		0		2		2		0		0																																																																																																																																										1						1

		Ryton		2		0		0		1		0		0		1																																																																				1																																																								1

		Highfield

		West N		8		3		0		3		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		1		0		0		1

		Dunston		1		1		0		0		0		0		0										1

		Whickham		6		1		1		4		0		1		1		1								2				1				1																																																																																																								1		1																				1

		Teams		1		0		0		1		0		0		0										1				1

		I West N		8		2		1		5		0		1		1		1		0		0		0		4		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		1

		West B		32		8		4		15		2		1		8		1		0		0		0		4		0		3		0		1		0		0		0		0		0		0		0		1		1		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		2		0		0		0		0		0		0		1		0		0		2

		Birtley		2		1		0		0		0		0		1

		Wrekenton		1		0		0		1		0		0		0

		Low Fell		15		0		2		12		0		2		1														2				1																																																																																																								1

		Springwell		16		11		1		5		0		0		0		5						4		1				1		1		1						1

		South N		34		12		3		18		0		2		2		5		0		0		4		1		0		3		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane		5		1		0		1		0		1		2						1				1		2		1		1																				1

		Felling		6		0		0		4		0		0		2																																		1

		Old Fold		7		6		0		0		0		0		1														4		1		2						1

		East N		18		7		0		5		0		1		5		0		0		1		0		1		2		5		2		2		0		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		52		19		3		23		0		3		7		5		0		1		4		2		2		8		3		4		0		0		2		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0

		Borough		84		27		7		38		2		4		15		6		0		1		4		6		2		11		3		5		0		0		2		0		0		0		0		2		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		2		2		0		0		0		0		0		0		1		0		0		2

						Total =		93										Total =		19										Total =		21

		Checks

				Telephone

				Email

				Visit

				Letter

				Fax

				Internet Form

				Other

				Total





Qtr2

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon

		Ryton

		Highfield

		West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston

		Whickham

		Teams

		I West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane

		Felling

		Old Fold

		East N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Borough		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414





Qtr3

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon

		Ryton

		Highfield

		West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston

		Whickham

		Teams

		I West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane

		Felling

		Old Fold

		East N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Borough		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414





Qtr4

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon

		Ryton

		Highfield

		West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston

		Whickham

		Teams

		I West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane

		Felling

		Old Fold

		East N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Borough		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414
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Reasons for Step 1 complaints



Codes

		

		R1		Repair Reporting Service		Failed to Deliver service standard

		R2				Attitude of employee

		R3				Communication with customer

		R4				Internal communication

		R5				Time taken to resolve an issue

		R6				Procedure

		SP1				Work not done within timescale

		SP2				Appointment not kept

		SP3				Quality of work

		SP4				Attitude of employee

		SP5				Property not left clean and tidy

		SP6				No appointment offered

		HM1				Failed to Deliver service standard

		HM2				Attitude of employee

		HM3				Communication with customer

		HM4				Internal communication

		HM5				Time taken to resolve an issue

		HM6				Procedure

		A1				Failed to Deliver service standard

		A2				Attitude of employee

		A3				Communication with customer

		A4				Internal communication

		A5				Time taken to resolve an issue

		A6				Procedure

		L1				Failed to Deliver service standard

		L2				Attitude of employee

		L3				Communication with customer

		L4				Internal communication

		L5				Time taken to resolve an issue

		L6				Procedure

		F1				Failed to Deliver service standard

		F2				Attitude of employee

		F3				Communication with customer

		F4				Internal communication

		F5				Time taken to resolve an issue

		F6				Procedure

		CA1				Failed to Deliver service standard

		CA2				Attitude of employee

		CA3				Communication with customer

		CA4				Internal communication

		CA5				Time taken to resolve an issue

		CA6				Procedure

		CO1				Failed to Deliver service standard

		CO2				Attitude of employee

		CO3				Communication with customer

		CO4				Internal communication

		CO5				Time taken to resolve an issue

		CO6				Procedure

		WR1				Failed to Deliver service standard

		WR2				Attitude of employee

		WR3				Communication with customer

		WR4				Internal communication

		WR5				Time taken to resolve an issue

		WR6				Procedure

		NR1				Failed to Deliver service standard

		NR2				Attitude of employee

		NR3				Communication with customer

		NR4				Internal communication

		NR5				Time taken to resolve an issue

		NR6				Procedure

		CW1				Work not done within timescale

		CW2				Appointment not kept

		CW3				Quality of work

		CW4				Attitude of employee

		CW5				Property not left clean and tidy

		CW6				No appointment offered

		RI1				Failed to Deliver service standard

		RI2				Attitude of employee

		RI3				Communication with customer

		RI4				Internal communication

		RI5				Time taken to resolve an issue

		RI6				Procedure





Summary

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central		7		0		0		0		0		0		2		2		4		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0

		Sheriff Hill		9		0		0		0		0		0		1		1		3		0		0		4		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		1		0		0

		Central N		16		0		0		0		0		0		3		3		7		0		0		6		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		1		1		0		0

		Blaydon		0		0		0		0		0		0		3		0		2		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Ryton		2		0		0		0		0		0		0		0		1		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Highfield		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West N		0		0		0		0		0		0		3		0		3		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston		1		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Whickham		6		0		0		0		0		0		1		1		4		0		1		1		0		0		0		1		0		0		0		2		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0

		Teams		1		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0

		I West N		8		0		0		0		0		0		2		1		5		0		1		1		0		0		0		1		0		0		0		4		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		8		4		15		2		1		8		0		0		0		1		0		0		0		4		0		3		0		1		0		0		0		0		0		0		0		1		1		0		0

		Birtley		2		0		0		0		0		0		1		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Wrekenton		1		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Low Fell		15		0		0		0		0		0		0		2		12		0		2		1		0		0		0		0		0		0		0		0		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0

		Springwell		16		0		0		0		0		0		11		1		5		0		0		0		0		0		0		5		0		0		4		1		0		1		1		1		0		0		1		0		0		0		0		0		0		0		0

		South N		34		0		0		0		0		0		12		3		18		0		2		2		0		0		0		5		0		0		4		1		0		3		1		2		0		0		1		0		0		0		0		0		0		0		0

		Leam Lane		5		0		0		0		0		0		1		0		1		0		1		2		0		0		0		0		0		1		0		1		2		1		1		0		0		0		0		0		0		0		0		0		1		0		0

		Felling		6		0		0		0		0		0		0		0		4		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0

		Old Fold		7		0		0		0		0		0		6		0		0		0		0		1		0		0		0		0		0		0		0		0		0		4		1		2		0		0		1		0		0		0		0		0		0		0		0

		East N		18		0		0		0		0		0		7		0		5		0		1		5		0		0		0		0		0		1		0		1		2		5		2		2		0		0		1		0		0		0		0		1		1		0		0

		East B		52		0		0		0		0		0		19		3		23		0		3		7		0		0		0		5		0		1		4		2		2		8		3		4		0		0		2		0		0		0		0		1		1		0		0

		Borough		0		0		0		0		0		0		27		7		38		2		4		15		0		0		0		6		0		1		4		6		2		11		3		5		0		0		2		0		0		0		0		2		2		0		0

																Total =		93										Total =		0				Total =		19										Total =		21

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414
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Number of Step 1 complaints received by service area
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				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N

		Blaydon

		Ryton

		Highfield

		West N

		Dunston

		Whickham

		Teams

		I West N

		West B

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N

		Leam Lane

		Felling

		Old Fold

		East N

		East B

		Borough

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414





Qtr1

		

				Total		Access		Injury		Quality		Employ		Policy		Other		R1		R2		R3		R4		R5		R6		SP1		SP2		SP3		SP4		SP5		SP6		HM1		HM2		HM3		HM4		HM5		HM6		A1		A2		A3		A4		A5		A6		L1		L2		L3		L4		L5		L6		F1		F2		F3		F4		F5		F6		CA1		CA2		CA3		CA4		CA5		CA6		CO1		CO2		CO3		CO4		CO5		CO6		WR1		WR2		WR3		WR4		WR5		WR6		NR1		NR2		NR3		NR4		NR5		NR6		CW1		CW2		CW3		CW4		CW5		CW6		RI1		RI2		RI3		RI4		RI5		RI6

		Central		7		2		2		4		0		0		2																																		1								1

		Sheriff Hill		9		1		1		3		0		0		4														1																						1

		Central N		16		3		3		7		0		0		6		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		1		1		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon		6		3		0		2		2		0		0																																																																																																																																										1						1

		Ryton		2		0		0		1		0		0		1																																																																				1																																																								1

		Highfield

		West N		8		3		0		3		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		1		0		0		1

		Dunston		1		1		0		0		0		0		0										1

		Whickham		6		1		1		4		0		1		1		1								2				1				1																																																																																																								1		1																				1

		Teams		1		0		0		1		0		0		0										1				1

		I West N		8		2		1		5		0		1		1		1		0		0		0		4		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		1

		West B		32		8		4		15		2		1		8		1		0		0		0		4		0		3		0		1		0		0		0		0		0		0		0		1		1		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		2		0		0		0		0		0		0		1		0		0		2

		Birtley		2		1		0		0		0		0		1

		Wrekenton		1		0		0		1		0		0		0

		Low Fell		15		0		2		12		0		2		1														2				1																																																																																																								1

		Springwell		16		11		1		5		0		0		0		5						4		1				1		1		1						1

		South N		34		12		3		18		0		2		2		5		0		0		4		1		0		3		1		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane		5		1		0		1		0		1		2						1				1		2		1		1																				1

		Felling		6		0		0		4		0		0		2																																		1

		Old Fold		7		6		0		0		0		0		1														4		1		2						1

		East N		18		7		0		5		0		1		5		0		0		1		0		1		2		5		2		2		0		0		1		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		52		19		3		23		0		3		7		5		0		1		4		2		2		8		3		4		0		0		2		0		0		0		0		1		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0

		Borough		84		27		7		38		2		4		15		6		0		1		4		6		2		11		3		5		0		0		2		0		0		0		0		2		2		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		2		2		0		0		0		0		0		0		1		0		0		2

						Total =		93										Total =		19										Total =		21

		Checks

				Telephone

				Email

				Visit

				Letter

				Fax

				Internet Form

				Other

				Total





Qtr2

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon

		Ryton

		Highfield

		West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston

		Whickham

		Teams

		I West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane

		Felling

		Old Fold

		East N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Borough		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414





Qtr3

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon

		Ryton

		Highfield

		West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston

		Whickham

		Teams

		I West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane

		Felling

		Old Fold

		East N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Borough		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414





Qtr4

		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central

		Sheriff Hill

		Central N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Blaydon

		Ryton

		Highfield

		West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston

		Whickham

		Teams

		I West N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Birtley

		Wrekenton

		Low Fell

		Springwell

		South N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Leam Lane

		Felling

		Old Fold

		East N		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		East B		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Borough		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

																Total =		0										Total =		0				Total =		0										Total =		0

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414
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Reasons for Step 1 complaints



Codes

		



Number of Step 1 complaints received by service area



Summary

		

		R1		Repair Reporting Service		Failed to Deliver service standard

		R2				Attitude of employee

		R3				Communication with customer

		R4				Internal communication

		R5				Time taken to resolve an issue

		R6				Procedure

		SP1				Work not done within timescale

		SP2				Appointment not kept

		SP3				Quality of work

		SP4				Attitude of employee

		SP5				Property not left clean and tidy

		SP6				No appointment offered

		HM1				Failed to Deliver service standard

		HM2				Attitude of employee

		HM3				Communication with customer

		HM4				Internal communication

		HM5				Time taken to resolve an issue

		HM6				Procedure

		A1				Failed to Deliver service standard

		A2				Attitude of employee

		A3				Communication with customer

		A4				Internal communication

		A5				Time taken to resolve an issue

		A6				Procedure

		L1				Failed to Deliver service standard

		L2				Attitude of employee

		L3				Communication with customer

		L4				Internal communication

		L5				Time taken to resolve an issue

		L6				Procedure

		F1				Failed to Deliver service standard

		F2				Attitude of employee

		F3				Communication with customer

		F4				Internal communication

		F5				Time taken to resolve an issue

		F6				Procedure

		CA1				Failed to Deliver service standard

		CA2				Attitude of employee

		CA3				Communication with customer

		CA4				Internal communication

		CA5				Time taken to resolve an issue

		CA6				Procedure

		CO1				Failed to Deliver service standard

		CO2				Attitude of employee

		CO3				Communication with customer

		CO4				Internal communication

		CO5				Time taken to resolve an issue

		CO6				Procedure

		WR1				Failed to Deliver service standard

		WR2				Attitude of employee

		WR3				Communication with customer

		WR4				Internal communication

		WR5				Time taken to resolve an issue

		WR6				Procedure

		NR1				Failed to Deliver service standard

		NR2				Attitude of employee

		NR3				Communication with customer

		NR4				Internal communication

		NR5				Time taken to resolve an issue

		NR6				Procedure

		CW1				Work not done within timescale

		CW2				Appointment not kept

		CW3				Quality of work

		CW4				Attitude of employee

		CW5				Property not left clean and tidy

		CW6				No appointment offered

		RI1				Failed to Deliver service standard

		RI2				Attitude of employee

		RI3				Communication with customer

		RI4				Internal communication

		RI5				Time taken to resolve an issue

		RI6				Procedure





		

				Total		Resolved		Resolved within 20 working days		Resolved outside 20 working days		Closed		Open		Access		Injury		Quality		Employ		Policy		Other		Just		P Just		Not Just		R1		R2		R3		R4		R5		R6		CW1		CW2		CW3		CW4		CW5		CW6		HM		L		F		CA		CO		WR		NR		SP

		Central		7		0		0		0		0		0		2		2		4		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0

		Sheriff Hill		9		0		0		0		0		0		1		1		3		0		0		4		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		1		0		0

		Central N		16		0		0		0		0		0		3		3		7		0		0		6		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		1		1		0		0

		Blaydon		0		0		0		0		0		0		3		0		2		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Ryton		2		0		0		0		0		0		0		0		1		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Highfield		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		West N		0		0		0		0		0		0		3		0		3		2		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Dunston		1		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Whickham		6		0		0		0		0		0		1		1		4		0		1		1		0		0		0		1		0		0		0		2		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0

		Teams		1		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		1		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0

		I West N		8		0		0		0		0		0		2		1		5		0		1		1		0		0		0		1		0		0		0		4		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0

		West B		0		0		0		0		0		0		8		4		15		2		1		8		0		0		0		1		0		0		0		4		0		3		0		1		0		0		0		0		0		0		0		1		1		0		0

		Birtley		2		0		0		0		0		0		1		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Wrekenton		1		0		0		0		0		0		0		0		1		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0

		Low Fell		15		0		0		0		0		0		0		2		12		0		2		1		0		0		0		0		0		0		0		0		0		2		0		1		0		0		0		0		0		0		0		0		0		0		0

		Springwell		16		0		0		0		0		0		11		1		5		0		0		0		0		0		0		5		0		0		4		1		0		1		1		1		0		0		1		0		0		0		0		0		0		0		0

		South N		34		0		0		0		0		0		12		3		18		0		2		2		0		0		0		5		0		0		4		1		0		3		1		2		0		0		1		0		0		0		0		0		0		0		0

		Leam Lane		5		0		0		0		0		0		1		0		1		0		1		2		0		0		0		0		0		1		0		1		2		1		1		0		0		0		0		0		0		0		0		0		1		0		0

		Felling		6		0		0		0		0		0		0		0		4		0		0		2		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		0		1		0		0		0

		Old Fold		7		0		0		0		0		0		6		0		0		0		0		1		0		0		0		0		0		0		0		0		0		4		1		2		0		0		1		0		0		0		0		0		0		0		0

		East N		18		0		0		0		0		0		7		0		5		0		1		5		0		0		0		0		0		1		0		1		2		5		2		2		0		0		1		0		0		0		0		1		1		0		0

		East B		52		0		0		0		0		0		19		3		23		0		3		7		0		0		0		5		0		1		4		2		2		8		3		4		0		0		2		0		0		0		0		1		1		0		0

		Borough		0		0		0		0		0		0		27		7		38		2		4		15		0		0		0		6		0		1		4		6		2		11		3		5		0		0		2		0		0		0		0		2		2		0		0

																Total =		93										Total =		0				Total =		19										Total =		21

		Checks				0		0		0

				Telephone		221

				Email		32

				Visit		21

				Letter		68

				Fax		0

				Internet Form		6

				Other		66

				Total		414
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