APPENDIX 5  


Complaints and Compliments – Three Year Comparison 2006-2009
A.
Number of Complaints Recorded at Step 2

	
	2006/07
	2007/08
	2008/09

	Development and Enterprise
	80
	39
	37

	Community Based Services
	279
	300
	218

	Local Environmental Services
	50
	27
	38

	Learning and Children
	12
	5
	9

	Legal and Corporate Services
	4
	5
	5

	Chief Executive
	0
	0
	0

	Finance and ICT
	44
	48
	43

	Gateshead Housing Company
	588
	423
	486

	





TOTAL
	1057
	847
	836


B.
Percentage of Complaints Resolved within Target Timescales

	
	2006/07
	2007/08
	2008/09

	Development and Enterprise
	82.8%
	77.4%
	64.3%

	Community Based Services
	89.9%
	92.9%
	87.3%

	Local Environmental Services
	79.1%
	77.3%
	83.3%

	Learning and Children
	57.1%
	50.0%
	25%

	Legal and Corporate Services
	100%
	50.0%
	100%

	Chief Executive
	0
	0
	0

	Finance and ICT
	88.4%
	85.4%
	88.4%

	Gateshead Housing Company
	73.9%
	65.9%
	64.4%

	





TOTAL
	79.3%
	77.2%
	72.1%


C.
Category of Complaint
	
	2006/07
	2007/08
	2008/09

	Quality of Service
	72.9%
	67.1%
	67.9%

	Access to Service
	15.4%
	16.6%
	14.5%

	Employee
	20.9%
	15.7%
	16.1%

	Policy
	7.6%
	12.4%
	12.4%

	Damage / Injury
	5.8%
	5.3%
	5.0%

	Other
	8.1%
	11.1%
	10.8%


D.
Percentage of Fully and Partly Justified Complaints
	
	2006/07
	2007/08
	2008/09

	
	Fully
	Partly
	Fully
	Partly
	Fully
	Partly

	Development and Enterprise
	7.8%
	10.9%
	33.3%
	22.2%
	7.1%
	28.6%

	Community Based Services
	40.5%
	29.1%
	28.6%
	17.1%
	29.5%
	17.1%

	Local Environmental Services
	25.6%
	25.6%
	9.1%
	22.7%
	35.7%
	10.7%

	Learning and Children
	25.0%
	16.7%
	25%
	50%
	0
	0

	Legal and Corporate Services
	0
	0
	0
	0
	0
	0

	Chief Executive
	0
	0
	0
	0
	0
	0

	Finance and ICT
	11.6%
	27.9%
	17.4%
	23.9%
	11.6%
	23.2%

	Gateshead Housing Company
	33.6%
	28.5%
	32.8%
	22.5%
	33.1%
	27.6%

	




Authority Wide
	32.3%
	27.2%
	29.6%
	20.8%
	29.9%
	24.0%


E.
Number of Compliments Recorded 

	
	2006/07
	2007/08
	2008/09

	Development and Enterprise
	287
	249
	206

	Community Based Services
	200
	137
	109

	Local Environmental Services
	80
	121
	252

	Learning and Children
	5
	1
	0

	Legal and Corporate Services
	42
	22
	30

	Chief Executive
	0
	0
	2

	Finance and ICT
	21
	21
	37

	Gateshead Housing Company
	282
	268
	261

	





TOTAL
	917
	819
	897


