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	Report to the West and Central Area Board

3 May 2006




	
	

	Title:


	HomeRepairs Performance

	Report of:
	Director of Property and Technical Services

	
	



Purpose of Report

1.
To advise the Area Board on the performance of the responsiveness of the  HomeRepairs service.  

Background

2. The repairs hot line service was initially set up in 2003 and was located within the Council’s Local Environmental Services Department at Shearlegs Road. When the company was established the service was transferred to the company and moved to the Baltic Business Centre in 2005. There has been a review of the service because of the number of unanswered calls, which resulted in an increase in the number of Customer Service Assistants from xx to yy. A specific complaints route was also established. New telephony was installed and the service was re-branded HomeRepairs. 

3. The appendix shows the number of calls answered against the number of calls received, it also shows the satisfaction results together with methods of contact, compliments and complaints. 

4. The satisfaction results are from telephone surveys of customers who have recently had repairs completed. These surveys are conducted by the HomeRepairs team. They are also added to the satisfaction card returns to provide the overall monthly satisfaction statistic.

5. This report relates to our value ‘Being customer focussed, innovative and professional’.

Equality and Diversity Implications

6. There are no equality and diversity implications arising from this report.

Financial Implications

7. There are no financial implications arising from this report.

Recommendation

8. The Area Board is recommended to note the report.

Contact: Judith Thompson, Special Projects Officer

Tel No: (0191) 433 5420 

Appendix

Performance for 2006

Telephony Statistics

	
	Calls Received
	Calls Answered
	Calls Abandoned
	% answered against target of 85%

	January
	15,586
	12,383
	3,203
	79%

	February
	11,617
	10,323
	1,294
	89%

	March
	12,920
	11,036
	1,884
	85%


Satisfaction Survey Results

	
	Amount of Surveys carried out
	% satisfaction with service received against a target of 95%

	January
	98
	95%

	February
	339
	97%

	March
	359
	94%


Methods of Contact

	
	Email
	
	Text
	
	Fax
	
	Calls Received
	
	TOTAL

	
	No.
	%
	No.
	%
	No.
	%
	No.
	%
	

	January
	2131
	12%
	19
	0.1%
	160
	0.9%
	15586
	87%
	17,896

	February
	2055
	14%
	13
	0.1%
	117
	0.9%
	11617
	85%
	13,802

	March
	1959
	13%
	18
	0.2%
	103
	0.8%
	12920
	86%
	15,000


Complaints

	
	Central
	East
	Inner West
	South
	West

	January
	9
	3
	11
	9
	1

	February
	1
	2
	8
	7
	5

	March
	2
	4
	2
	2
	1


There are 13 complaints currently being investigated.

Compliments

	
	Central
	East
	Inner West
	South
	West

	January
	1
	3
	3
	5
	0

	February
	2
	4
	4
	4
	2

	March
	3
	3
	2
	6
	2
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