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	EXECUTIVE SUMMARY:
	This report presents to Board information about complaints received and resolved during Q3.
During the quarter:
· 152 new stage 1 complaints were received during Q3, with 66.4% of complaints assigned to IHSP.

· Of complaints received, 88% related to the service customers received from 2010 Rotherham.

· 157 stage 1 complaints were closed during Q3 and 48% of complaints closed were not upheld.

· IHSP closed 63.1% of complaints during Q3, reflecting the significant proportion the service area receives.

· 67.5% of complaints were closed in-time and 32.5% were closed out of time.  These figures have increased from Q2, showing a decline in performance.

· The average response time to close a complaint has increased each month, showing a decline in performance.



	IMPLICATIONS:
	

	CONSULTATION:
	No consultation has been undertaken in preparing this report. 

	ENVIRONMENTAL:
	There are no environmental implications arising directly from this report.

	EQUALITIES/DIVERSITY:
	There are no equality or diversity implications arising directly from this report.

	FINANCE AND VFM:
	Complaint handling and actions required in response to complaints involve costs to the organisation. Learning from complaints and ‘getting it right first time’ will contribute to containing costs and improving VFM. There is also an ‘opportunity cost’ to complaint handling: time spent dealing with complaints could be utilised differently. 

	HEALTH & SAFETY:
	There are no Health & Safety implications arising directly from this report.


	LEGAL:
	There are no legal implications arising directly from this report.

	PERSONNEL:
	There are no personnel implications arising directly from this report. Significant staff time is, however, spent in dealing with complaints: both in the Customer Service section of the Performance and Service Improvement Team and in those parts of the organisation which are the targets of complaints, particularly the In House Service Provider (IHSP) which has dealt with an increased number of complaints during Q3.

	RISK:
	There are risks to the reputation of the organisation arising when customers are motivated to complain. To the extent that complaints are indicators or symptoms of poor service, there is also the risk that targets and plans will not be achieved.   


	Introduction
This report presents information about complaints received and resolved during Q3, October - December 2009. The report relates only to complaints at Stage 1 of the published complaints service standard. Relatively few complaints escalate to Stages 2 and 3 of the process and/or are referred to the Ombudsman. It is proposed that handling of those complaints is the subject of an annual report to coincide with Q4 reporting. 

Board is advised that actions are in hand to improve the systems supporting complaint handling. The revised Customer Feedback Procedure ‘Listening to You’ was implemented from the beginning of February 2010.  Training has been delivered to staff which highlighted the importance of customer feedback handling throughout the organisation.  
During Q3 work was undertaken to improve the complaint data reporting systems.  As a result the current Excel complaints tracker has been replaced by a daily complaint report, taken directly from Siebel data entries. As historic data is accumulated and the reporting tools are developed, more detailed trend analysis will be undertaken and reported throughout the organisation to aid further service improvement.
Background Information
The receipt and handling of complaints is a dynamic process. With quarterly reporting, some complaints resolved during the period will have been initiated in the previous quarter and some will not be resolved until the next quarter. Differences in statistics between those complaints received and those resolved may result as a consequence.
New Complaints received during Q3
During Q3, 152 new ‘Stage 1’ complaints were received (56 in October, 53 in November and 43 in December). This compares with 168 received in Q2.

Analysis of the complaints received in Q3 show that:

· Business Development received 3 (2%) complaints 

· Asset Management received 1 (0.6%)  complaint
· Decent Homes  received 27 (17.8%) complaints
· IHSP received 101 (66.4%) [from 17955 jobs undertaken in the period]
· Neighbourhood Management received 20 (13.2%)
Further analysis of data shows the category of complaints received for Q3:
· Actions of staff – 15 (10%)
· Cost of service – 0 (0%)
· Delay in Service - 61 (42%)
· Lack of information – 2 (1%)
· Lack of service - 42 (28%)
· Quality of service – 28 (18%)
· Category other – 1 (1%)
This information clearly shows that most complaints made by customers are in relation to the service they receive from 2010 Rotherham.  The following graph illustrates the breakdown by service area.
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As the IHSP had the majority of the complaints received during Q3 (almost 66%), further analysis has been carried out.  Reasons include:
· External factors

· seasonal conditions and the increased use of central heating systems may have contributed to an influx of complaints specifically for this service area.  

· Seasonal conditions affecting the occurrence of damp within people’s homes.
· Internal factors

· The review of internal procedures centred on the ‘Opti-time’ work scheduling system during the  middle of Q3 replaced arrangements where repair appointments were missed, giving customers reason to complain about the service they received.
· Staffing changes within the IHSP Audit Team responsible for managing the service area complaints.  An officer has now been appointed as the main contact which has enabled complaints to be managed more efficiently.

During Q3 the Customer Services team noted that complaints for the IHSP were exceeding complaints received for other service areas.  To assist the IHSP staff in dealing with the influx of complaints, a complaints tracker, specific to IHSP complaints was sent to the service area managers weekly, with an offer of administrative assistance from the Customer Services team.  A significant improvement in closing complaints was made by IHSP between November (23 complaints closed) to December (41 complaints closed).
Trend in Complaints
There has been a slight decrease in the number of complaints received this quarter.
The development of new reporting tools will enable the Customer Services team to make detailed analysis of trends in complaints for each service area on a monthly and quarterly basis to identify more specific trends in complaints received.  The resulting customer service improvement opportunities should be identifiable on a broad perspective as well as within service areas, teams and from analysing trends in categories of complaints.  This will increase the potential for cross service solutions to be identified and developed.
Complaints resolved during Q3
During Q3, 157 stage 1 complaints were resolved and closed (54 in October, 44 in November and 59 in December). This compares with 160 in Q2.

Of the 157 complaints resolved:

· 33 were upheld (21%). During Q2, 12 were upheld (7.5%)
· 47 were partially upheld (30%) – 61 in Q2 (38%)

· 75 were not upheld (48%) – 86 in Q2 (54%)
· 2 were withdrawn (1%) – 1 in Q2 (0.5%)
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An examination of complaint closure by service area provides the following:

· Business Development – 3 complaints closed (1.9% of the total number of complaints received)

· 1 related to Finance

· 2 related to Performance and Service Improvement

· Asset Management – 1 complaint closed (0.6%) relating to a Planning matter.

· Decent Homes – 30 complaints closed (19.1%) relating to the following teams

· 2010 Decent Homes Team – 6

· Anglian Windows - 1

· Bramalls – 15

· Connaught - 1

· Henry Boot – 6

· ROK – 1

This compares well with Q2 where 14.3% of Decent Homes complaints were closed.
· IHSP – 99 complaints closed (63.1%) within the following teams

· Area Based Teams – 15
· Construction – 67

· Mechanical and Electrical – 14

· Quality and Resources – 1

· Stores – 2

During Q2, 56.8% of IHSP complaints were closed, showing a slight increase in performance during Q3.
· Neighbourhood Management – 24 complaints were closed (63.1%) relating to the following teams

· Housing Income – 1

· Rother Valley West - 1

· Rotherham North – 7 (previous quarter there were 13 closed)
· Rotherham South – 0

· Wentworth North – 2

· Wentworth South – 3

· Wentworth Valley – 2

· Empty Homes – 8 (previous quarter there were 5 closed)
This is illustrated thus:
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Timely Resolution
During the period 106 or 67.5% of complaints received were resolved within the published service standard of 10 working days.  There were 51 or 32.5% that were resolved later than the service standard.  This compares with 66% and 34% during the previous quarter.  
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Although 67.5% complaints were closed within the 10 days timescale further analysis shows that performance is not significantly improving and the number of complaints closed out of time has steadily increased each month.  The graph below illustrates this.

[image: image5.emf]Q3 - Complaints resolved in-time / out-time
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The average response time to closing a complaint has increased each month during Q3.  In October the average response time was 8.28 days, increasing to 9.91 days in November and 10.59 days in December.  
Previously, a complaints tracker was distributed to all managers twice a week by the Customer Services team.  The Customers Services team have revised this and are now sending out a Siebel based complaints report three times a week to enable managers to monitor the complaints assigned to their service area and teams more effectively.  Alongside this, the Customer Services team has been reviewing how they monitor complaints and will streamline some of the current processes so complaints are monitored more effectively.  

As mentioned earlier, the Performance and Service Improvement team has consulted with customer groups and practitioners to produce a revised feedback procedure.  This was introduced on 1st February 2010 and key staff have been trained on the new procedures.
Quality of Resolution
A sample of complaint response letters has been reviewed to look at the quality of the response customers are receiving.  As in Q2, this has again shown that responses are inconsistent and in some cases do not answer the complaint. The Customer Services team has recently dealt with a stage 3 complaint in which the customer had made very specific complaints at stages 1 and 2, but had received responses that were not comprehensive in addressing the problems raised. The customer therefore escalated the complaint to stage 3.  To address this, the Customer Services team is now quality assuring all complaint response letters prior to sending to customers.  An element of the training for the new Feedback Procedure included the quality of complaint response letters produced.
Learning from Customers
There are still improvements to be made in how we learn from customers.  During Q3, the Customer Services Team worked closely with the Service Improvement Team in developing how learning is captured.  The Service Improvement Team developed a database to record learning events and this will enable failures to be identified, prompt service improvement opportunities and share learning across the company. 
The Customer Satisfaction Survey is under review by the Customer Services Team with enhanced surveys taking place by the end of February 2010.
The service given to customers by IHSP remains a significant cause of concern.  This was identified in the Q2 report and as figures remain high for this category and service area it is recommended that this should be a priority area for management action.
Summary
· 152 new stage 1 complaints were received during Q3, with 66.4% of complaints assigned to IHSP.

· Of complaints received, 88% related to the service customers received from 2010 Rotherham.

· 157 stage 1 complaints were closed during Q3 and 48% of complaints closed were not upheld.

· IHSP closed 63.1% of complaints during Q3, reflecting the significant proportion the service area receives.

· 67.5% of complaints were closed in-time and 32.5% were closed out of time.  These figures have increased from Q2, showing a decline in performance.

· The average response time to close a complaint has increased each month, showing a decline in performance.
Proposals & Rationale
To continue to improve complaints performance the following is proposed
· A continued commitment from all staff to getting service ‘right first time’ and thus reducing the likelihood of complaint.
· Monitor or review implementation of the revised Customer Feedback Procedure ‘Listening to you’, introduced in February with associated staff training.
· To improve the quality of complaint responses, ensuring the Customer Services team quality assures all complaint responses sent to customers prior to sending.
· To improve complaints monitoring within the Customer Services team to ensure target timescales are met.

Recommendations
The Board is recommended to:

· Accept the report for information and

· Note that arrangements are in hand to improve both the handling and reporting of complaints. 

Appendices/supporting information

Supporting information is held by the Performance and Service Improvement Team.
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