Complaints Report — Quarter 1 2023/24

Total number of complaints received
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Stage 1 Complaints received 4
Stage 2 Complaints received 1
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Department complaint was to Q1

= Customer Services = Estate Management
= Factoring Housing Management

= Housing Maintenance = Multiple

Housing Management (1 out of 5)
Housing Maintenance (4 out of 5)
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Total number of complaints
responded to

m Stage 1 mStage 2

Stage 1 Complaints responded to 4
Stage 2 Complaints responded to 1
No equalities complaints were
reported in Q2.
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Total Number of complaints upheld

/

= Upheld = Not Upheld
= Partially Upheld Resolved
Upheld (2 out of 5)

Not Upheld (2 out of 5)
Partially Upheld (1 out of 5)

Subcategory of complaints dealt with in Q1

= | evel of Communication
= Repairs - Standard of Service
= Repairs - Response Times

Stair Cleaning

= Planned Maintenance

= Allocations Related
= Multiple

Level of Communication (1 out of 5)
Repairs Standard of Service (2 out of 5)

(2 out of 5)
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Trend Analysis - Complaints received in 2023/24

Quarter 2 2022/23  Quarter 32022/23 Quarter 4 2022/23  Quarter 1 2023/24
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The average number of days taken to
resolve Stage 1 complaints was 3.25
days. One complaint was granted a
five-day extension due to waiting on the
outcome of an appointment with a
tenant; this was approved by Senior
Management.
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Trend Analysis - Complaints to each department in 2023/24
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The average number of days taken to
resolve Stage 2 complaints was 18
days.
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No service improvements were reported in Quarter 1.
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