2010 Rotherham Ltd Performance Statistics 
	Table 1 – Total complaints received (including LGO referrals)



	Year
	Stage 1
	Stage 2
	Stage 3
	LGO
	Total

	01/04/06 to 31/03/07
	235
	32
	8
	2
	277

	01/ 04/ 07 to 31/03/08
	259
	22
	2
	5
	288


	Table 2 – Complaints received by category

 

	Year
	Actions of staff
	Quality of service
	Lack of service
	Delay in service
	Cost of service
	Lack of information
	Other
	Total

	01/04/06 to 31/03/07
	35
	120
	25
	83
	1
	6
	7
	277

	01/ 04/ 07 to 31/03/08
	56
	3
	46
	14
	50
	22
	97
	288


	Table 3 – Overall complaints closed Stage 1



	Year 
	Stage 1
	Total

	
	Closed
	Closed Upheld
	Closed Partially upheld
	Closed Not Upheld
	Closed Inconclusive
	Closed Withdrawn
	Closed Dealt with*
	

	01/04/06 to
31/03/07
	119
	86
	27
	N/A
	N/A
	N/A
	N/A
	232

	01/ 04/ 07 to 31/03/08
	N/A
	141
	11
	69
	8
	1
	1
	231


	Table 3 – Overall complaints closed Stage 2



	Year 
	Stage 2
	Total

	
	Closed
	Closed Upheld
	Closed Partially upheld
	Closed Not Upheld
	Closed Inconclusive
	Closed Withdrawn
	Closed Dealt with*
	

	01/04/06 to
31/03/07
	18
	5
	8
	N/A
	N/A
	N/A
	N/A
	31

	01/ 04/ 07 to 31/03/08
	N/A
	9
	1
	7
	2
	0
	0
	19


	Table 3 – Overall complaints closed Stage 3



	Year 
	Stage 3
	Total

	
	Closed
	Closed Upheld
	Closed Partially upheld
	Closed Not Upheld
	Closed Inconclusive
	Closed Withdrawn
	Closed Dealt with*
	

	01/04/06 to
31/03/07
	5
	0
	2
	N/A
	N/A
	N/A
	N/A
	7

	01/ 04/ 07 to 31/03/08
	N/A
	1
	1
	0
	0
	0
	0
	2


	Table 3 - Overall complaints closed



	Year 
	Total

	
	

	01/04/06 to
31/03/07
	270

	01/ 04/ 07 to 31/03/08
	252


* this was categorised incorrectly.

	Table 4 – Complaints dealt with within complaint procedure timescales



	Year
	Stage 1
	Stage 2
	Stage 3
	Total
	 Cumulative % 

	% 2005-6

	01/04/06 to
31/03/07
	189(of)232
	 24(of)31
	7(of)7 
	220 (of) 270
	81%
	72%

	01/ 04/ 07 to 31/03/08
	168 (of) 231
	9 (of) 19
	1 (of) 2
	178 (of) 252
	71%
	


Local Government Ombudsman Provisional Statistics 

	Table 5.1 - 2010 Categorisation of the First enquiry letters

	Year
	Total number of first enquiry letters
	Average No of calendar days to respond*

	2006 - 2007
	3
	39

	2007-2008
	
	26

	*
	The LGO target is 28 calendar days and recorded from the date of dispatch to the date of return


	Table 5.2 – Decisions (including any decisions rolled over from previous year)



	Year
	Awaiting decision
	Maladministration with injustice.
	Local settlement
	Maladministration
	No mal-adminstration
	Ombudsman discretion
	Outside jurisdiction
	Total

	2006 - 2007
	N/A
	N/A
	2
	N/A
	3
	N/A
	N/A
	5

	2007-2008
	N/A
	N/A
	1
	N/A
	4
	1
	N/A
	6


	Service Improvements Resulting from Complaints

	Directorate
	Issue
	Recommendation
	Action

	2010 Ltd
	Deceased tenant - Information provided.  
	Customers were sometimes provided unclear and potentially misleading advice from staff in Neighbourhood Offices regarding deceased tenant issues. 


	Script introduced to assist staff for standard tenancy issues, including deceased tenancy. 

	2010 Ltd
	Allocation Policy – information provided. 
	Customer was misadvised regarding housing application. 
	Staff briefings and training carried out 

	2010 Ltd
	Emergency repairs – garage sites  
	Customer’s garage lock was changed following vandalism. Was not provided with the new key.   
	When the key holder is not known a sticker is now placed on the garage to inform them off where to contact. 



	2010 Ltd
	Responsive repairs
	Repair operative used the customers own cloths to mop up following a leak.  
	Operatives are provided with, and have been reminded to use own cloths and cleaning items. 

	2010 Ltd
	Customer handbook – tenants alterations 
	Receipts for alterations to a property were lost. 
	The customer handbook amended to remind tenants to retain receipts and copies of improvements. 


