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	Report to West and Central Area Board 

9 December 2004 


	
	

	Title:


	Complaints and Compliments - Second Quarter Report 2004/05

	Report of:
	Principal Housing Services Manager

	
	


Purpose of the Report

1. The purpose of this report is to present the second quarter analysis of complaints and compliments received in the Central, West and Inner West neighbourhoods. The report provides an analysis of the complaints made and highlights areas of service development and improvement that have been identified. This report also provides an update on issues arising from the first quarter analysis and the results of a satisfaction survey.

Background

2. The standards committee on 2 December 2004 received details of the complaints and compliments received across the company during the second quarter of 2004/05.

3. The company has provided the Council with a list of improvements the company would like to see to the computerised complaints recording. The Council are considering the improvements and any updates on progress on this matter will be presented in future reports.

Numbers of complaints 

4. During the period 1 July 2004 to 30 September 2004 the company received 179 complaints of which 113 relate to the West and Central area board. An analysis of these complaints reveals the following:-
· Of the 113 complaints received: 
· 16 were resolved at step one
· 97 were registered as step two complaints

· Of the 97 step two complaints 72 were investigated and responded to. Four complaints were closed as they were incorrectly recorded as step two complaints. The remaining 21 complaints were in the process of being investigated at the end of the second quarter.

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

i. Our response to reports of neighbour nuisance

ii. The repair of a solid fuel fire

iii. Kitchen installation

· Of the 72 step two complaints that were completed, 40 were responded to within the target timescale of 20 working days. 

· Of the 72 completed step two complaints 31 were found to be justified.

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

· The number of step two complaints resolved within target 

· The number of step two complaints found to be justified

· Reasons for step two complaints

· Number of step two complaints received for each service area

· Repair step two complaints

· Total compliments received
Reason for complaint

5. Of the 72 step two complaints completed the main category of complaint was the quality of service with 71 complaints on this issue. 

Complaints received by service area

6. Following the introduction of the new computerised reporting system we are able to provide detailed information about the areas of service complained about.

· The main area of complaint (41) was with the repairs service with work not being completed within the timescale, accounting for 27 complaints. 

· There were 23 complaints about the housing management service.

Compliments

7. During the period 1 July 04 to 30 September 2004, 24 compliments were recorded by the company of which 13 were recorded for the Central, West and Inner West neighbourhoods. An analysis of the compliments can be found in appendix 1.

Satisfaction Survey

8. A boroughwide telephone survey of 27 (25% of completed complaints) customers who 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 main findings were;
· 63% (17) did not know about the complaints procedure before making their complaint

· 63% (17) made their complaint via telephone

· 93% (25) found it easy to access the complaints procedure

· 81% (22) received an acknowledgement letter within 3 working days of which 100% (22) found it easy to understand

· 67% (18) received a full reply within 20 working days. Of those who did not 63% (5) did not receive a letter explaining that there would be a delay and why.

· 59% (16) were satisfied or very satisfied with the outcome of their complaint. Of the 41% who were not satisfied only 27% were aware that they could request a review of their complaint by the Chief Executive in writing within 10 days.

Further analysis is attached at Appendix 2.

Service improvement

9.
Areas identified for service improvement from the first quarter analysis included:

· Improve arrangements if appointments for repairs will be missed, giving an alternative appointment and a reason for cancellation.
· Discussions have taken place with LES with the result being a protocol for missed appointments being put into place.

· Liaise with our repairs service provider to establish one point of contact for company employees seeking information about repairs complaints. 
-
Central points of contact and a proforma have been established for company employees to gain information about repairs complaints. Deadlines have been set so that responses can be sent to the resident within the target timescales.
· Publish timescales for tenants (and former tenants) to be charged for rechargeable repairs.
-  
This is currently being considered.

10. The results of the second quarter’s complaints and compliments will be published on the company website and displayed in local housing offices during December 2004.

11. Areas identified for service improvement from the second quarter analysis are:

· Complainants are notified of the right to ask for a step three Chief Executive review as standard. To monitor the provision of this information a sample of complaints will be checked by the Customer Service Assistant.

· We will review procedures with strategic partners to ensure that when fitting one off kitchens outside of the capital programme customers are offered choice and records are maintained.

· The computerised complaints system is now scheduled for review. We have provided the Council with suggested priority improvements to be included as part of this review including;

· The recording of step one and step three complaints

· The coding of housing management complaints to enable improved analysis

· The capturing of customer profiles including information on ethnicity and disability in order that specific customer needs can be addressed at the point of contact.

· To reissue guidance to employees to ensure that:

· Complaints are accepted at the point of contact

· Where appropriate investigating officers discuss the details of the complaint with the resident before the response letter is sent

· Holding letters are sent if a response cannot be completed within the 20-day target. This will be monitored by a monthly sample check by the Customer Service Assistant.


Recommendation

12.
It is recommended that the Area Board note this report. 

Contact:  Matthew Foreman, Operational Support Manager
Tel No: (0191) 433 5368

Appendix 1

CENTRAL, WEST  AND INNER WEST

Number of step 2 complaints resolved within target timescales 



[image: image2.wmf]The Gateshead Housing Company

Complaint Resolution 

56%

44%

Resolved

within 20

Days

Resolved

outside of 20

Days


Number of step 2 complaints found to be justified



[image: image3.wmf]The Gateshead Housing Company

Complaint Justification



43%

26%

31%

Justified

Partially

Not Justified


Reasons for step 2 complaint*



[image: image4.wmf]The Gateshead Housing Company 

Reasons for complaint 

52%

26%

9%

8%

4%

2%

Quality of Service

Access to Service

Employee

Company Policy

Other

Injury of Damage to

Person or Possessions


Number of step 2 complaints received for each service area.
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The area of service with the most complaints was repairs. This accounted for 58% of all complaints received compared to the first quarter figure of 44% of all complaints received in the Central, West and Inner West relating to repairs.





[image: image6.wmf]The Gateshead Housing Company 

Reason for repair complaints 

60%

29%

2%

9%

Work not done

within timescale

Quality of Work

Appointment not

kept

Attitude of

employee

4


84 percent of all repairs were completed within timescale in the second quarter for the company overall. 

The company have introduced 5 property inspectors to carry out a ten percent quality check on all responsive repairs carried out.  During the second quarter 1179 completed repairs were post inspected. 

Total Compliments Received by The Gateshead Housing Company


*There are more areas than compliments received as some covered more than one service.
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Examples of some comments received are listed below. For confidentiality reasons the names of the residents have been removed.

Mrs G, Lobley Hill telephoned to thank LR from Gateshead Repairs as the workmen attending this morning as she promised.

Mrs G, Deckham contacted Gateshead Repairs to pass on a compliment regarding the service she has received over the past couple of months from the repair service and the workmen themselves. She was especially impressed to receive follow up calls (satisfaction surveys) and feels there has been a great improvement since the Housing Company started.

Miss B, Highfield, thinks that our services are fantastic to customers and tenants and doesn’t think anyone could ask for a more brilliant service than ours.

Mrs K, Whickham, wrote to thank VG and WMc for their assistance in her re-housing when she became homeless.

Mr M, Sheriff Hill would like to thank employees for all their help, consideration and kindness.

Miss M, Sheriff Hill had a leak in her property. She spoke to CG who arranged to get the leak repaired the same day. Miss M was very happy as the workmen arrived within 2 hours. Miss M had a combi boiler fitted and is very happy with the work. She also wanted to thank staff at the housing office for arranging to get her rubbish collected.

 Appendix 2

Borough-wide Complaints Satisfaction Survey

108 completed step 2 complaints in the first quarter.

25% sample taken = 27 surveys.

1. Did you know about The Gateshead Housing Company’s complaints procedure before you made your complaint?

Yes

10 (37%)

No

17 (63%)

No Answer
0

1a, if yes, where did you hear about it


Leaflet

3  (30%)


Housing Office
4  (40%)


Newsletter

2  (20%)


Friend/ Family
1  (10%)


Other


0

2. How did you make your complaint?

Telephone

17  (63%)

Letter


5    (19%)

Email


1    (3%)

Visit


2    (7%)

Other 


2    (7%) via Council

3. Did you find it easy to access the complaints procedure?

Yes

25  (93%)

No

2    (7%)

3a, if no please explain why:

· Passed from one number to another

· Procedure not obvious

4. Once you had made your complaint did you receive an acknowledgement letter within 3 working days?

Yes
22  (81%)

No
5    (19%)

4a. Did you find it easy to understand?


Yes
22   (100%)


No
0

5. Did you receive a full reply within 20 working days?

Yes


18 (66%)

No


8   (30%)

Can’t remember   
1   (4%)

5a, If no to Q5, did you receive a letter explaining that there would be a delay and why?


Yes

3  (38%)


No

5  (62%)

5b. If yes to Q5, was the response letter clear and did it answer your complaint?


Yes

12  (67%)

No

6    (33%)

6. Did you have the opportunity to discuss your complaint before you received a reply?

Yes


17  (63%)

No


9    (33%)

Can’t remember
1    (4%)

6a. If yes, method?


Telephone

8   (47%)


Home


3   (18%)


Seminar

1   (6%)

Can’t remember
5   (29%)

7. Did you think the reply was fair and objective?

Yes


16  (59%)

No


7    (26%)

Can’t remember
4    (15%)

8. How satisfied were you with the outcome?

Very satisfied
3       (11%)

Satisfied

13     (48%)

Dissatisfied

9       (33%)

Very dissatisfied   
2       (8%)

9. If you were dissatisfied with your reply were you informed that you could have your complaint reviewed by the Chief Executive of the company by applying in writing within 10 days?

Yes
3   (27%)

No
8   (73%)

10. Having made your complaint to The Gateshead Housing Company do you have any comments regarding the complaints process that you feel would improve the service?

Sample of comments given are listed below;

Positive

· Excellent service was provided to myself.

· Workmen are very caring.

Negative

· Made 25-30 phone calls.

· Could not access 433 7777 for 5 hours. 

· Not kept informed.

· No feedback of delays.

Suggested Improvement

· Tenant should sign to say job completed and satisfactory.

· Should be penalty charges.

· When the complainant is disabled the person doing the investigation should have come to the house and spoke to complainant face to face rather than discussed it on the phone.

Repairs                                      6


Housing Management	       8          Capital Works                            1


Business Support                      1

















Step 2 complaints- reasons for repair complaints





Work not done within timescale		27


Quality of work				13


Appointment not kept			 4


Attitude of employee			 1


Property not left clean & tidy		 0




















Repairs	41


Housing Management	23 


Neighbourhood Relations	 5


Finance	 1


Concierge	 1


Welfare Rights	 1





Quality of Service				 71


Access to Service	  			 36


Employee 				 12


Company Policy				 11


Other 				  6


Injury or Damage to Persons or Possessions      2





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





Justified     		31


Partially Justified  	19


Not Justified  	22





Resolved within 20 Working Days – 40


Resolved outside 20 Working Days - 32
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