
Complaints 

How we deal with complaints has improved well over the last year. The number of complaints 
resolved within the 20 day timescale has gone up from 86.7% in 2015/2016 to 90.9% in 2016/2017. 
This is down to an improvement in the manner in which we deal with and investigate what has 
caused a tenant to complain. 

We want you to tell us if you have had a problem with any service you have received from us. By 
telling us where you have experienced problems, we are able to identify where issues lie and can 
work on improvements which make the services we provide better for you.  

   ************************************* 

Complaints for the year 2016/2017 

Complaint Reason Number Percentage 
Standard of Service 371 36.6% 
Poor Communication 178 17.6% 
Policy Related 120 11.8% 
Waiting Time 203 20.0% 
Employee Attitude 118 11.6% 
Missed Appointments 23 2.4% 
TOTALS 1013  
 

As you can see from the table above, in the year 2016/2017, we received a total of 1013 complaints. 
The complaints which were received have then been broken down into categories and although 
each complaint is investigated individually, by grouping complaints into these categories, we can 
identify where improvements to our procedures can be made in order to prevent similar complaints 
occurring in future. 

There has been an increase in complaints received overall during this period; however, the 
percentage of ‘Standard of Service’ complaints has, reduced from 44.8% to 36.6%. Although this 
category of complaints covers a range of reasons that customer are dissatisfied, by carrying out 
intensive training with our staff, we have shown them the importance of categorising complaints 
correctly. We continue to carry out a detailed assessment of this group to identify if where are 
reoccurring themes.  

We also look at the service areas which complaints are raised about. By doing so we have found that 
the highest percentage of the complaints received are against our Building Services (567complaints) 
and the lowest relates to Customer & Communities Services (63complaints).  

Over the next year, we are going to continue rolling out our newly developed training for complaints 
handlers. This training program has been designed to ensure all officers who handle complaints not 
only handle and respond to complaints in a timely manner but also ensures that the results of 
complaints are analysed to ensure service developments going forward.  

 


