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PHA Complaints Q2 2023-24

Indicator 1 O Complaints to Date Current Year to Date

Rasied in Year 2023/24
Status Completed
Quarter Completed (Multiple Items)

Count of
Complaint
Row Labels Stage
2023/24 63
Frontline 52
Investigative 11
Grand Total 63

Status Quarter Completed

Count of Complaint Stage

Total

Year Raised Investigative - 11

Complaint Stage 2023/24 Frontline

2023/24

W 2023/24 Investigative
Frontline

Indicator 1 : Commentary - this report shows the number of complaints received in the current year to date. Typical complaints rates are in the region of 120 - 170 complaints a
year . In 2022-23 the total number of complaints were 170 .The Volume of complaints received to date is in line with past performance.

Indicator 2 : SPSO Complaints Closed In Year to Date/Performance to Target Times

Year Raised (All)
Status Completed
Quarter Completed (Multiple Items)
Total
Complaints
Target Met Closed
Count of Complaint Stage Column Labels
Row Labels No Yes Grand Total
Frontline 1 53 54
Investigative 14 14
Grand Total 1 67 68
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Indicator 2 : Commentary - this report shows the number of complaints , including carry forward from previous year , completed in target response times. There was 1 failure to
make a response in the target response times. The trend is currently positive.

Indicator 3 : SPSO Average Response Times To Close

PHA Complaints Q2 2023-24

Year Raised  Status

Quarter Completed

Year Raised (Al Average of Response Times Working Days
Status Completed Total
Quarter Completed (Multiple Items) 2000 18.93
Average of
Response Times 15.00
Working Days
Average of 10.00 w Frontline
Response Times 4.07 W Investigative
Row Labels Working Days 500
Frontline 4.07 0.00 -
Investigative 18.93 Frontline Investigative
Grand Total 7.13

Complaint Stage

Indicator 3 : Commentary - this report shows the average number of working days to respond to complaints. These are complaints completed in the year. The average response
days in 2021/23 were 4.18 days for frontline complaints and 17.83 for Investigative complaints. We try to provide a responsive complaints service. The trend is steady and

complaints are generally being completed within the target times.

Indicator 4: SPSO Outcomes by Complaint Stage

i Year Raised  Status Quarter Completed
YearRaised (All) Year Raised Status Quarter Completed
Status Completed Count of Outcome . Count of Outcome
Quarter Completed Multiple It fcomelaint Stage
uarter Complete (Multiple Items) Total  Outcome Total
Frontline
Outcomes by Stage Upheld 30
Row Labels Count of Outcome 25
Frontline 54 = Frontline >
Resolved
Upheld 25 20 Erontli
rontline Upheld
Resolved 15 # Frontline 15 :
Partially Upheld 4 Partially 15 o Frontline Resolved
Not upheld 10 Upheld 10 ® Frontline Partially Upheld
Investigative 14 - thntll‘;ne Not | 10 7 m Frontline Not upheld
uphe 5
Upheld 5 5 4 H Investigative Upheld
Resolved 1 = Investigative I I 1 1 M Investigative Resolved
Partially Upheld 7 Upheld 0 - - o )
Not upheld 1 % § % % % § % % Investigative Partially Upheld
— 2 = 2 2 2 2 2 2 -
Grand Total 68 L] ::::Ssztlve 5 § 5 s s 5 s 3 o Investigative Not upheld
4 > = I~ — =
5 2 s 2
Investigative S s
Partially Frontli Investiaati
Upheld rontline nvestigative

Complaint Stage Outcome

Indicator 4 : Commentary - this report shows the outcome of complaints completed by type. The "resolved" category is where we have been able to reach agreement with the
complainant on taking actions to resolved the complaint without having to determine if it is upheld or not,




Indicator 5: ARC Indicator Complaints Completed - from Year Received

Status Quarter Completed
staflls Comp.letEd Count of Year Raised
Quarter Completed (Multiple Items) Frontline 2022/23
Completed
p TOtaI Frontline 2023/24
Count of Year
Row Labels Raised 60 52 B Investigative 2022/23
Frontline 54 50 B Investigative 2023/24
2022/23 2 40
2023/24 52 30
Investigative 14 20 11
10 2 3
2022/23 3 . -
2023/24 11
2022/23 2023/24 2022/23 2023/24
Grand Total 68
Frontline Investigative
Complaint Stage Year Raised

p
A

Indicator 6: Performance V Target

Status Quarter Completed

Status Completed
Quarter Completed (Multiple Items) Count of Target Met
Target Met Total
Count of Target
Row Labels Met 2
Frontline 54 2o Yes 14 o Frontline No
No 1 z
Yes 53 Complaint Stage o Frontline Yes
Investigative 14 Target Met Yes _ 53
Yes 14 é Investigative Yes
Grand Total 68 s

v |1

Indicator 7 : PHA Average Response Times

Status Quarter Completed
Status Completed : :
Quarter completed (Multiple Items) Average of Response Times Working Days
Total
Outcomes by Stage 18.93
Average of 20.00
Response Times 15.00 Frontline No
Row Labels Working Days
" L 10.00 Frontline Yes
Frontline 4.07 6.00 ™
5.00 -
No 6.00 M Investigative Yes
Yes 4.04 0.00
Investigative 18.93 No Yes Yes
Yes 18.93 Frontline Investigative
Grand Total 7.13

Complaint Stage Target Met

PHA Complaints Q2 2023-24



PHA Complaints Q2 2023-24

Analysis By Type

Status

Completed

Quarter Completed

(Multiple Items)

Row Labels

Count of
Complaint Code

Frontline

54

Repairs/Annual Maintenance

22

Estate Management

Contract Work

Owners Charges

Neighbour complaint

Staff/Committee

Service Standard

Nlw | |lw|w

Investigative

Repairs/Annual Maintenance

Estate Management

Owners Charges

Neighbour complaint

Staff/Committee

RININW[O

Grand Total

68

Status

Count of Complaint Code

Quarter Completed

Complaint Stage  Complaint Code

= Frontline Repairs/Annual Maintenance

= Frontline Contract Work

= Frontline Neighbour complaint

= Frontline Service Standard

= [nvestigative Estate Management

= |Investigative Neighbour complaint

= Frontline Estate Management

Frontline Owners Charges

= Frontline Staff/Committee

= |nvestigative Repairs/Annual Maintenance

= Investigative Owners Charges

= Investigative Staff/Committee

Indicator 9: Analysis By Type/Outcome

Status

Completed

Quarter Completed

(Multiple Items)

Outcomes by Stage

Status

}Quarter Completed ‘

ount of Complaint Stage

Count of Complaint Stage

Column Labels

Row Labels

Upheld

Resolved

Partially
Upheld

Not upheld

Grand
Total

Frontline

25

54

Repairs/Annual Maintenance

22

Estate Management

Contract Work

Owners Charges

Wl Wl

Neighbour complaint

HlR|R[N|-

Service Standard

RIN|A[R]D

Staff/Committee

=

WIN|[J|o|w|w

Investigative

Repairs/Annual Maintenance

wlun

Estate Management

Owners Charges

Neighbour complaint

Staff/Committee

NN

RININw|o

Grand Total

30
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PHA Complaints Q2 2023-24

Indicator 10: Analysis by Source

Status Completed
Quarter Completed (Multiple Items)
Outcomes by Stage
Count of How
Row Labels Received
Frontline 54
Email 31
Phone Call 15
Facebook 2
Letter 2
Office 1
Repair Satisfaction Survey 3
Investigative 14
Email 6
Phone Call 5
Facebook 1
Office 1
Visit - House / On site 1
Grand Total 68
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Count of How Received
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Office W +

Phone Call . v

Facebook W +

Investigative

Visit - House / On site W =

Frontline Email

Frontline Phone Call

Frontline Facebook

Frontline Letter

Frontline Office

Frontline Repair Satisfaction

Survey

H Investigative Email

o Investigative Phone Call

o Investigative Facebook

o Investigative Office

H Investigative Visit - House / On
site

Indicator 11: Analysis by Tenure

Status Completed
Quarter Completed (Multiple Items)
Row Labels Count of Tenure
Frontline 54
Owner 19
Tenant 35
Investigative 14
Owner 4
Tenant 10
Grand Total 68

Status

Quarter Completed

Count of Tenure

15%

6%\

51%

Total

Complaint Stage
Tenure

= Frontline Owner

Frontline Tenant

= Investigative
Owner

Investigative
Tenant




PHA Complaints Q2 2023-24

Status
Quarter Completed

Row Labels
Frontline
Allocations
Upheld

Estate
Management
Not Upheld
Resolved
Upheld
Neighbour
complaint
Not Upheld
Partially Upheld
Upheld
Rent/Arrears
Not Upheld
Upheld
Repairs/Annual
Maintenance
Not Upheld
Partially Upheld
Resolved
Upheld
Service
Standard
Resolved
Upheld
Investigative
Contract Work
Upheld
Estate
Management
Not Upheld
Partially Upheld
Resolved
Neighbour
complaint
Not Upheld
Partially Upheld
Owners Charges
Not Upheld
Repairs/Annual
Maintenance
Partially Upheld
Upheld
Grand Total

Completed
(Multiple Items)

Count of Outcome
54
2
2
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