Annex 3

Complaints – Stage 1
Questions for Pat Wanless

Repairs
· How do you manage the lack of progress issues?

As soon as we receive a complaint the customer is contacted to get full details and it is logged onto the Contact Management System on IBS Capita. An automated email is sent to the investigating office. Stage one Assistant Director (AD). If the complaint refers to one of our partnering contracts detail is email over by the AD. The AD will monitor progress and chase up with the contractor until it is complete. The AD then contacts the customer to ensure it has been rectified to their satisfaction.
In some instances the target of ten working days to complete a complaint is insufficient especially if it is of a complex nature.

· When we know the contractor is not going to attend an appointment, how is the customer informed?

As part of our improvement plan we have relocated the Gentoo Sunderland (GS) works scheduler in Dale & Valley Homes (DVH) Call Centre (CC). The scheduler will ring the customer to inform them of the delay, offer an apology and make an alternative appointment.
We would want to know why they are unable to attend. All no access calls are checked to see if the appointment can be reissued so the customer does not have to re report the repair.

· Are there any plans to improve the appointment system to specific times across the whole service?

Yes GS are looking into this – we have not reached a conclusion.
We plan to offer appointments for simple repairs in the evening up till 8:00pm; however there needs to be consultation with both the workforce and unions about changing working hours. It is hoped the consultation period will be completed by mid July and extended appointments will go live in August.

HQN report recommended to have extended appointment times. We are currently working with contractors to do this. We are looking at getting 2 hour slots in place. Will be looking at reviewing Repairs & Maintenance contract. 
· Who makes the decision concerning the category of a repair (Emergency, Urgent, Routine)

The Nation Housing Federation (NHF) schedule of rates programmed into the repairs system categorise the repair automatically. The CC can override this after speaking to the customer and viewing the customer profile. If a customer is  vulnerable time scales can be adapted.
As part of the review of the contract we will be looking at the diagnostic tool.

Contractor behaviour
· How do you ensure the conduct of contractors is decent and professional?

In consultation with customers we have service standards that our partners must follow. 
When we tendered for the service we asked for the contractor’s code of conduct on how they undertake customer care.
We monitor contractors conduct through Vision Management question i.e. Question five ‘how would you rate the conduct of the workmen’ 

This was the highest scoring satisfaction question for repairs and maintenance in 2010/11 with a score of 9.21 out of 10.  
Contractor incomplete work

· Why do we have incomplete work when multi skilling is in progress?

Some jobs may be delayed due to the need to order materials/parts or require scaffolding for access.
We monitor right first time which was 88.1% out of a total of 11418 repairs in 2010/11.We post inspect on average 8% of completed work. Work that has not been complete will be subject to a recall at no extra cost the DVH. Re-call works are discussed at bi-weekly meeting with GS.GS are required to investigate and take appropriate action to rectify and report back.
Not all workmen are multi skilled. Some areas are expertise so a gas fitter carrying out plastering work would not be the best use of their time. Multi skilling is certainly something we will look at more. Health and Safety is a big factor in this and will need to be taken into account.

· Who should be held responsible for ensuring works are complete before allowing payment to be processed?

GS are responsible for ensuring work is complete before invoicing.
All payment requested by GS are carefully scrutinised by DVH Quantity Surveyor; any work not classified as complete on IT system will be rejected and sent back to GS to investigate. Budget monitoring meetings are also held.
· Do we still have an inspector who looks at completed works to ensure the job has been done properly?

Yes as above we aim to post inspect around10%, however, Gentoo should ensure work meets our specified standard in accord with our partnering agreement. 
We also look at customer satisfaction results.

Does the 10% cover the full area and how is it broken down?
It is a random selection ensuring the full area is covered. It is 10% of jobs carried out and is not broken down by vulnerability or house type.
Is 10% checks enough?

We also check satisfaction through the complaints, satisfaction surveys and STATUS survey.
Do D&VH carry out checks on work that is in progress?
If it is a small repair such as a dripping tap then no. On major works yes checks are carried out.

Are the hand held computers they use providing Value for Money (VFM)?

They help to plan and manage jobs better. Help to reduce miles travelled. Work is planned in a more efficient way. Made efficiencies in the budget last year and kept customer satisfaction high and hand held’s have contributed to this.
Decent Homes
· How do you ensure the standards are maintained across the whole    decent homes contract?
DVH have a suite of performance indicators that are gathered for all of the work streams. If a particular work stream is not performing to the agreed targets Dunelm Property Services (DPS) are required to investigate and rectify. Overall customer satisfaction in 2010/11 was 91.1 % against a target of 90% the best result we have had since the decent homes programme started and we received 3 complaints and 128 compliments. 892 properties received decent homes works.
Conduct of staff

· How often are staff trained on customer care?

DPS have an induction process for all of their staff which includes customer care training. DVH staff are required to achieve a minimum of a level two in customer care through the NVQ route.

As part of our review of customer service we are exploring options for the future delivery of customer care training. Looking at getting a company who knows us and understands our customers so customer care can be tailored for us. All staff are to be given the training, it will be part of the induction process and refresher training will be given. Equality & Diversity is to be embedded into the training.
Will the training include contractors?

When we develop our new training, we will be including contractors.

Can members of staff not be trained up as a champion in customer care so they can deliver the training in-house?

Firstly need external to challenge us in a different way and by someone new.
Training in the induction process will be done internally. We will empower managers to ensure it is carried out.

Rent Arrears
· Who deals with rent arrears?

The Housing Officers deal with rent arrears on their own patch. The new structure has a Customer Accounts Team Leader who is responsible for monitoring trends in rent arrears.

If a Customer falls into arrears with their rent payment we will offer the help of specialist independent advisors through our contract with CAB 

Contractor Damage 

· What are we doing to ensure no damage is done to properties or damage is kept to a minimum?

Partnering contract ensure all surfaces are adequately protected before work commences. For minor repairs the contractor carries dust sheets and power tools with dust extraction systems. Contractors are required to wear ‘over shoes’ and clean up after themselves. This is monitored through Vision Management question seven for R&M and six for Decent Homes ‘how do you rate the way your home was left after the work i.e. clean and tidy’ and the results are 8.98 for repairs and 8.81 for decent homes trend analysis show both of the result have improve year on year.
Why out of the total number of complaints outside of target did only 6 receive a progress letter?

The majority of them only went out of target by 1 day. Of the 6 that received a progress letter they had a full action plan as they were complex and the letter explained it all.

These are based on last year since then we have put in a new system, there is tighter monitoring of complaints and more communication with the complainant. They are now increasing satisfaction and time frames. 

We work to go out with the contractor. It is not exactly where we want it to be. Wear Valley Customer Panel representative has piloted in assisting staff to investigate the complaint so we can see it from a customer point of view.
Complaint Information

April 2010 – March 2011

· Total number of complaints over the year – 63.

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

· Total number of complaints resolved outside of target (Over 10 days) – 26
· Out of these 27, how many had a progress letter – 6

Type of complaints:

· Repairs – 27
· 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: 1 Customer disputing the fact that they owed rent. 1 customer complaining that a letter had been sent to recently deceased relative. 
Property Complaint: Customers being dissatisfied with their home whether it is the location, or internal condition of the property.

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