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	Report to West and Central Area Board

16 February 2006


	
	

	Title:


	Complaints and Compliments - Third Quarter Report 2005/06

	Report of:
	Chief Executive

	
	


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 of 2005/06 and to provide the results of the third quarter satisfaction survey.

Background

2. Analysis of complaints and compliments received by the company are presented to this Area Board 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 quarters report will be displayed during April 2006.

Numbers of complaints 

4. During the period 1 October to 31 December 2005, the company received 93 step 2 complaints and 48 step 1 complaints, of which 62 step 2 and 24 step 1 complaints related to the west, inner west and central neighbourhoods. 

· Of the 62 step 2 complaints, 57 were investigated and responded to within the quarter.  The remaining 5 complaints were in the process of being investigated at the end of the final quarter.

· No step 3 Chief Executive reviews were requested in the period 

· Of the 57 completed step 2 complaints

· 24 were found to be justified

· 34 were responded to within the target 

· 23 were resolved out of target.

Reason for complaint

5. Of the 62 step 2 complaints, the main category of complaint was quality of service, with 53 complaints including this issue. 

Complaints received by service area

6.
Of the 57 completed step 2 complaints received during the quarter, the main area of complaint 38 was with strategic partners. There were 19 complaints about repair reporting and 12 complaints about housing management.

Compliments

7.
During the period 1 October to 31 December 2005, 96 compliments were recorded for the company, with 23 relating to the west, inner west and central neighbourhoods.
Satisfaction Survey

8.
A postal survey of 100 customers, who registered a complaint during the third quarter, was carried out in January 2006. 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 Improvement 

9.
Areas of service improvement identified from the third quarter analysis are described below together with a description of how it is currently being addressed.

· For 38 of the 58 completed step 2 complaints the main area of complaint, by service area, was regarding responsive repair strategic partners Morrison and prior to 1 December 2005 Local Environmental Services.

· The complaints covered missed appointments (3), jobs not being completed within timescales (21) and quality of work (14). 

· Monthly meetings are continuing to take place with Morrison to address these reoccurring issues. Morrison use the information to identify training needs within the workforce, and has also begun sessions of “tool box talks” which bring larger sections of operatives together to discuss the expectations of the company and its customers.

· In the Complaints and Compliments  - Second Quarter report presented to this committee on 24 November 2005, issues were noted regarding the accessibility of the complaints procedure.

· Results of the third quarter satisfaction survey reflect those found in the second quarter satisfaction survey with 7 of the 12 respondents finding the accessibility of the procedure satisfactory or excellent. Also, 2 of the 12 respondents were very or fairly satisfied with the handling of their complaint.

· The satisfaction survey was amended to allow for comments prior to the third quarter survey. Of the five who did not respond that the accessibility was satisfactory or excellent, two gave comments that related to the handling of their complaint rather than the accessibility of the procedure.

· Of the ten who were not very or fairly satisfied with the handling of their complaint nine gave comments regarding the time taken to respond to their complaint (3) and the need for a greater emphasis on listening to the complainant to understand their complaint (6)

· A forthcoming TLC on complaints and the recently introduced individual complaint handling report, previously reported to this committee on 24 November 2005, will aid in addressing these issues with the intended outcomes of an increased awareness of complaint recording and handling and increased monitoring of target timescales for responses.

· Six step 2 and three step 1 complaints were regarding dissatisfaction with the standard of a property upon letting and queried whether the property met the letting standard.

· The Vacant Property Manager is reviewing the complaints to investigate if the letting standard was met in these properties and to determine any necessary action.

· Three step 2 and one step 1 complaints were regarding missed gas servicing appointments.

· Monthly meetings between the Gas Servicing Manager and Morrison have been upgraded to weekly to monitor this issue.

Equalities and Diversity Implications
10. The satisfaction survey of complaint handling ensures we monitor access to the complaints system for all customers and provide a fair and consistent approach.

Recommendation

11.
It is recommended that the Area Board note this report.

Contact:  Angela Brown, Business Support Officer


Tel No: (0191) 433 5384

Appendix 1

Results of third quarter satisfaction survey

From the 12 surveys returned the main comments were:

· 100% (12) knew about the complaints procedure before making their complaint

· 58% (7) found the accessibility of the complaints procedure satisfactory or excellent. 

· 67% (8) found the complaints system easy to use

· 25% (3) received a full response letter within 20 days.

· 17% (2) were very or fairly satisfied with the handling of their complaint.

· Comments given included

· Need quicker replies (2)

· Listen to the complainant (4)





Appendix 2

Reasons for Step 1 complaints

Quality of Service



16
Other 



 8

Access to Service



 3

Employee



 1

Company Policy



 0

Injury or Damage to Persons or Possessions     0
* 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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*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 step 2 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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Examples of some comments received are listed below. For confidentiality reasons the names of the residents have been removed.

Mr A, Gateshead emailed to thank the Complaints Assistant in Repairs for delivering a first class service when dealing with his complaint.

Mrs M, Whickham contacted the Neighbourhood Relations Team (NRT) to give thanks for the speedy assistance given to her by officers in NRT when dealing with her rehousing linked to an antisocial behaviour case.

Mrs D, Winlaton, thanked us for sorting her plumbing repair quickly and providing a good service.

Mr P and Mrs T, Whickham, telephoned to thank a Lettings Assistant for their help.

Mrs L, Gateshead, would like to give thanks to her Concierge for the help, advice and assistance whilst moving into their flat.

Mr L, Northumberland, complimented a Tenant Liaison Assistant for the excellent service of a very high standard.

Housing Management	10 	Rent and Income		2


Strategic Partners	8 	Caretakers			1


Repair Reporting Service	6	Leasehold			0


Neighbourhood Relations	4	Finance 			0


Allocations	4	Concierge			0	


Capital Works	3 	Welfare Rights		0




















				


				











Quality of Service				 53


Access to Service	  			 14


Employee				 13


Company Policy				  6


Injury or Damage to Persons or Possessions      4


Other 				  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. 





Strategic Partners	38	Caretakers			0


Repair Reporting Service	18	Welfare Rights		0


Housing Management	13	Capital Works		0


Allocations	3	Neighbourhood Relations	0


Concierge	1	Rent and Income		0


Leasehold	0	Finance			0		


		


	











         


Lettings Team	6


Housing Management	5


Repair Reporting Service	4


Caretakers	4


Neighbourhood Relations	2


Strategic Partner	1
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Number of Step 1 complaints received by service area

10

8

6

4

4

3

2



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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Sheet1

		



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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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

		Quality of service		16

		Other		8

		Access to service		3

		Employee		1

		Company Policy		0								27		7		38		2		4		15

		Injury or damage to person or possessions		0

		Area

		Repair Reporting Service		19

		Strategic Partner		21

		Housing Management		4

		Capital Works		4

		Rent and Income		3

		Allocations		1

		Finance		1

		Leasehold		0

		Caretakers		0

		Concierge		0

		Welfare Rights		0

		Neighbourhood Relations		0
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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
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