Annex 1


Complaint Information

April 2010 – April 2011

· Total number of complaints over the year – 64.

· Total number of complaint completed in timescale (within 10 days) – 37

· Total number of complaints resolved outside of target (Over 10 days) – 27

· Out of these 27, how many had a progress letter – 6

Type of complaints:

· Repairs – 28
· Contractor behaviour – 4
· Contractor Incomplete work – 9
· Decent Homes – 5
· Tenancy Enforcement Issues – 2
· Conduct of staff – 8
· Rent Arrears – 2
· Property Complaint – 3
· Contractor Damage – 2
· Housing Allocation – 1
Breakdown of complaint types:
Repairs: Missed appointments, lack of progress, disputing rechargeable repairs, workmen not turning up.

Contractor Behaviour: Workmen being unprofessional

Contractor Incomplete work: Contractors failing to return to carry out outstanding jobs.

Decent Homes: Unsatisfied tenants, tenants appealing against the decision if they are not entitled to decent homes works, outstanding defects.

Tenancy Enforcement Issues: Neighbour nuisance / noisy neighbours.
Conduct of Staff: Customers reporting that they have received a poor level of customer care from staff.

Rent arrears: Customers disputing the fact that they owe rent.

Property Complaint: Customers being dissatisfied with their whether it be the location, or internal condition of the property.

Contractor Damage: Contractors damaging customers belongings whilst they are carrying out works in their homes.

Housing Allocation: Customers not happy with the band they have been placed into. 
Customer Satisfaction
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