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	Report to West Area Board

6 September 2004 


	
	

	Title:


	Complaints and Compliments - First Quarterly Report 2004/05 

	Report of:
	Principal Housing Services Manager

	
	


Purpose of the Report

1. This report provides details of the number of complaints and compliments received during the first quarter of 2004 / 05 for the Central, West and Inner West Neighbourhoods. In addition the report provides an analysis of the complaints made and highlights areas of service development and improvement that have been identified.

Background

2. Following consultation with officers from Gateshead Council and tenants, the Board approved the complaints and compliments policy on 15 January 2004.

3. Since its introduction we have promoted the complaints and compliments policy with tenants in a number of ways including the production of a guide to the policy, promoting the policy on the website and via a full-page advert in the July edition of the company newsletter. 

4. The procedure has three steps:
· Step 1 problem solving - sorting it out quickly

· Step 2 investigation - recording the complaint and responding within 20 working days

· Step 3 review – carried out by the Chief Executive to look again at the complaint and respond within 20 working days

5. Computerised recording of Step 2 complaints was introduced on 1 April 2004.

6. The operation of the computerised recording of complaints will be reviewed in October 2004 and provides an opportunity for a number of improvements both in terms of recording and reporting to be considered as part of the review.

7. A telephone survey of customers who have registered a complaint during the first quarter was carried out in August 2004 to establish satisfaction levels with the service standards provided by employees during the investigation of their complaint. The results of the survey are currently being analysed.
8. The standards committee 13 August 2004 received details of the complaints and compliments received across the company in the first quarter of 2004/05.
9. The complaints and compliments policy will be subject to a review by 31 January 2006.
Statistical analysis 

10. Appendix 1 to this report details the following results for the Central, West and Inner West Neighbourhoods;

· The number of step 2 complaints resolved within target 

· The number of step 2 complaints found to be justified

· Reasons for step 2 complaints

· Number of step 2 complaints received for each service area

· Repair step 2 complaints

· Total compliments received 

Numbers of complaints 

11. During the period 1 April 2004 to 30 June 2004 the company received 148 complaints of which 74 relate to the Central and West area board. An analysis of these complaints reveals the following:-
· Of the 74 complaints received 7 were resolved at step 1.
· Of the 74 complaints 67 were registered as step 2 complaints.

· Of the 67 step 2 complaints 53 were investigated and responded to within the first quarter.  3 complaints were closed as they were incorrectly recorded as step 2 complaints. The remaining 11 complaints were in the process of being investigated at the end of the first quarter.

· Three step 3 Chief Executive reviews were requested in the period covering the following areas:

i. Rechargeable repairs – complaint about the charge levied and delays in receiving information.

ii. Identification of dampness and repairs appointments 

iii. A third request for a review was closed as the tenant failed to respond to attempts to contact.  

· Of the 53 step 2 complaints that were completed 40 were responded to within the target timescale of 20 working days. 

· Of the 53 step 2 complaints that were completed 26 were found to be justified.

Reason for complaint

12. Of the 53 step 2 complaints completed the person making the complaint was asked to choose why they were unhappy with the service provided. Their options were; quality of service, access to service, employees, policy, injury or damage to persons or possessions or other. The main category of complaint was quality of service with 52 complaints. A detailed analysis of the reasons for complaint can be found in appendix 1.

Complaints received by service area

13. Following the introduction of the new computerised reporting system we are able to provide detailed information about the areas of service that the complaints are received for.

· The main area of complaint (25) was with the repairs service with work not being completed within the timescale, accounting for 15 complaints.  An analysis of complaints by service area for repairs can be found in appendix 1.

· There were 19 complaints about the housing management service.

Compliments

14. During the period 1 April 04 to 30 June 2004 17 compliments were recorded by the company of which 8 were recorded for the Central, West and Inner West neighbourhoods. An analysis of the compliments can be found in appendix 1.

Service improvement

15. An element of the company service plan is to identify with customers areas of service improvement. The complaints system will assist in informing a shortlist of areas for improvement, which will then be discussed and prioritised for implementation with tenants. Areas identified for service improvement include:

· Improve arrangements if appointments for repairs will be missed, giving an alternative appointment and a reason for cancellation.

· Publish timescales for tenants (and former tenants) to be charged for rechargeable repairs.

16. The results of the first quarter’s complaints and compliments were published on the company website and a copy of the poster that was displayed in local housing offices before the end of August 2004 is attached as appendix 2.


Recommendations

17. It is recommended that the Area Board:

(i) note the information provided within the report; 

(ii) comment on the report to inform the review of  computerised complaints recording in October 2004.

(iii) agree to receive quarterly performance reports.

Contact: Matthew Foreman, Operational Support Manager

Ext  2603

Appendix 1

West

Number of step 2 complaints resolved within target timescales 
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The main area where complaints were responded to outside the target timescale of 20 working days was in relation to repairs. In order to help improve performance the Director of Property and Technical Services is liaising with our repairs service provider to establish one point of contact for company employees seeking information about repairs complaints. The aim will be to provide information within appropriate timescales to the company so that a response can be sent to the resident within the target timescales.

Number of step 2 complaints found to be justified
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Complaint Justification
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As part of the development of the computerised complaints and compliments system we will be aiming to develop ways of analysing the reasons why a complaint is justified, partially justified or not justified for future analysis and service improvement.

Reasons for step 2 complaint*
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Number of step 2 complaints received for each service area.
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Complaints by service area
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The area of service with the most complaints was for repairs. This accounted for 44 percent of all complaints received. Housing Management accounted for 25 % of complaints received.
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Reason for Repair Complaints
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87 percent of all repairs were completed within timescale in the first quarter for the company overall. An action plan has been put in place by our repairs service provider to improve response times. 

The company have introduced 5 property inspectors to carry out a 10% quality check on all responsive repairs carried out.  During the first quarter 502 completed repairs were post inspected in the West area. Satisfaction levels with the quality of the work are assessed during the inspection. The results demonstrate that the majority of the work is carried out satisfactorily.

The percentage of appointments made and kept was on target for the first quarter.  

Total Compliments Received by The Gateshead Housing Company
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Examples of some comments received are listed below. For confidentiality reasons the names of the residents have been removed.

Mrs B thanked Helen at the Gateshead Repair Service for her, “friendliness & professionalism whilst dealing with her emergency repair.” Also Mrs B said to say, “thank you for a job well done and quickly to the workman.”

Mr C remarked that, “Mark Johns is wonderful for the position he holds, a true people person who listens. His enthusiasm and obvious care for the job he does, shows by the input he gives. Mark was pleasant, informative, very enthusiastic and listened to points I made.”

Mrs Y explained she reported the path at the rear of her property was breaking up on Thursday 20th May 2004. This was fully repaired on Monday 24th May 2004. She was, “very impressed with the service and a job well done.”

Mrs F thanked us very much for taking the time and trouble with her bank. She said, “Kim Henderson is a truly wonderful lady and a credit to The Gateshead Housing Company.” She passed on her sincere thanks.



Appendix 2
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Compliments and complaints - 1 April 2004 to 30 June 2004

Number of complaints resolved on target (20 working days) 74
Number of complaints resolved outside of target (20 working days) 34
Number of complaints passed to the Chief Executive for review 3
Total number of complaints received 129
Number of complaints resolved 108
Number of complaints still being investigated 18

What did we find when we investigated the complaints?

Number of complaints found to be justified 58
Number of complaints found to be partially justified 34
Number of complaints found not to be justified 16

What service improvements are we making as a result?

We will look to provide replies to complaints about repairs more quickly.

We will look to improve the information you receive if your repair
appointment is missed or cancelled.

We will look to publish timescales for the charging of rechargeable repairs
to current and former tenants.

A sample of compliments received between
1 April 2004 and 30 June 2004

“Thanks for
the friendliness
and professionalism whilst
dealing with my
emergency repair.”

“Very impressed
with the service-a
job well done.”

“Very happy with the
standard of the work. The
house was left clean, tidy
and ready to move
straight into.”

“Very satisfied with the
amount of information
given by The Gateshead
Housing Company to their
tenants.”

“Thank you for a
job well done and
quickly by the
workman.”

Have you got something to say about The Gateshead Housing Company?

If you have, then pick up a copy of ‘Listening to Your Views - a guide to
Compliments and Complaints’ at any local office, or visit www.gatesheadhousing.co.uk

The Gateshead Housing Company

Working with Gateshead Council





Resolved within 20 Working Days – 40


Resolved outside 20 Working Days - 13





Justified   –  26


Partially Justified  - 18


Not Justified - 9





Quality of Service				 52


Access to Service	  			 21 


Employee 				 15


Other				  5


Company Policy				  3


Injury or Damage to Persons or Possessions   	  1





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





Repairs	25


Housing Management	19 


Finance	 7


Caretakers	 2


Concierge 	 2


Neighbourhood Relations	 0


Capital Works	 0


Welfare Rights	 0


Leasehold	 0


Strategic Partners	 0





Step 2 complaints- reasons for repair complaints





Work not done within timescale		15


Quality of work				 7


Appointment not kept			 6


Property not left clean & tidy		 1


Attitude of employee			 0


No appointment offered			 0




















Housing Management    5          


Repairs                           3           
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