Complaints Received 2018/19

Number of Complaints Received 2018/19

= No. and % of Stage 1
Complaints

= No. and % of Stage 2
Complaints

No. and % of Stage 1 Complaints fully
responded to within SPSO timescales
(5 working days)

53, 100%




Outcome of Stage 1 Complaints

= No. and % upheld

= No. and % partially upheld

= No. and % not upheld

No. and % of tenants who
didn't pursue complaint

Stage 1 - Reasons for Complaints

1,2%

1,2% ,
7 24% [ oy
3, 5%
1,2%

\11 2%

1,2%

= About a Staff Member

= Attitude and Conduct

= Disagreement with Decision

DTD Repair

m Garden Assistance Scheme

= Lack of Response

= Maintenance (other)

m Open Space Maintenance

= Planned Maintenance -

Windows and Doors Contract

= Problem with
advice/information



No. and % of Stage 2 Complaints responded to
within SPSO timescale (20 working days)

1,5%

= No. and % of Stage 2
Complaints fully responded
to

= No. and % of Stage 2
Complaints not fully
responded to

Outcome of Stage 2 Complaints

= No. and % upheld
= No. and % partially upheld
= No. and % not upheld




Stage 2 - Reasons for Complaints

= About a Staff Member

= Attitude and Conduct

= Dissatisfaction with a Policy
DTD Repair

m Lack of Response

= New Build

® Planned Maintenance -
Windows and Doors Contract

m Problem with
advice/information

Lessons learned and changes made...

In the majority of cases the complaints did not provide an opportunity to improve
our service beyond taking the issues up with the contractors in an effort to
ensure the failures are not repeated, with the following exceptions:

* one case resulted in procedures being changed in terms of acknowledgement
of emails.

» Two complaints resulted in staff being reminded of procedures and/or the
procedures being tightened up



