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ITEM NUMBER: 9b
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	TITLE OF REPORT:
	Quarterly Review of Complaints


	ACTION REQUIRED:
	For information


	FINAL DECISION TAKING BODY:
	Board


	CLASSIFICATION:
	Public


	RECOMMENDATION(S):
	Board is recommended to:
1. Accept the report for information and

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


	REPORT AUTHOR AND 

CONTACT DETAILS:


	Name: Ian Richardson
Job Title:  Interim Performance and Service Improvement Manager
Tel:  
Email address:  ian.richardson@rotherham2010.org 


	EXECUTIVE SUMMARY:
	This report presents to the Board information about complaints received and resolved during Q2.


	IMPLICATIONS:
	

	CONSULTATION:
	No consultation has been undertaken in preparing this report. However, the improvements being made to complaints handling arrangements, referred to in this report, are the subject of consultation with a group of customers at a ‘Task and Finish’ meeting scheduled to take place on 14th December. A verbal update will be provided to the Board.

	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.

	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 Q2, July – September 2009. The report relates only to complaints at Stage 1 of the published Complaints service standard. Relatively small proportions of 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. 

The Board is also advised that actions are in hand to improve the systems supporting complaint handling. This should make the process more efficient and will lead to the facility to produce complaint management reports more easily. It is the intention, as the historic data is accumulated and the reporting tools are developed, that more detailed trend analysis will be undertaken and reported.

Background Information
The receipt and handling of complaints is a dynamic process. With quarterly reporting, this means that some complaints resolved during the quarter will have been initiated in the previous quarter and some complaints received during the quarter will not be resolved until the next quarter. This explains any differences in statistics between those complaints received and those resolved.
New Complaints:

During Q2, 168 new ‘Stage 1’ complaints were received (62 in July, 51 in August and 55 in September). This compares with 109 received in Q1.

Trend in Complaints:

There has been a worrying upward trend in the number of complaints received. The situation needs to be kept in perspective, taking account of the number of tenancies and the wide range of possible sources for complaint. Regard might also be given to the argument which suggests that, as customers develop greater confidence in the likelihood of their complaint being taken seriously, there is a greater likelihood of complaint but this must be balanced with the argument that suggests that the greater the cause for complaint, the greater the likelihood of complaint.

Whatever the precise reasons for complaints and the motivation of customers in making those complaints the trend is for more complaints:

· In the 25 month period to June 2009, there were 6 months in which more than 40 complaints were received.

· In the first 16 of those months (June 2007 – September 2008), only 1 month, August 2007, had more than 40 complaints. In the following 9 months there were 5 months in which more than 40 were received.

· Bringing the position up to date, the 3 months since June have all had more than 40 complaints, with August (61) and September (55) being the two highest levels of monthly complaints yet recorded at 2010 Rotherham.

· This means that, of the last 12 months (to September 2009), 8 have recorded more than 40 complaints. 

Complaints resolved during Q2:

During Q2, 160 Stage 1 complaints were resolved (44 in July, 61 in August and 55 in September). This compares with 109 in Q1.

Of the 160 complaints resolved:

· 12 were upheld

· 61 were partially upheld

· 86 were not upheld 

· 1 was withdrawn
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An analysis of which parts of the organisation complaints related to provides the following:

· 84 related to repairs, 5 to Mechanical & Electrical services and 2 to Asset Management: a total of 91 (of 160) complaints about ‘technical’ matters.

· 23 related to Decent Homes. These might also be considered complaints about ‘technical’ matters’. To do so would mean 114 (of 160) were technical matters relating to the property.

· 29 related to housing management. The figure below provides a detailed analysis by neighbourhood: 13 relate to Rotherham North whilst Wentworth North and Wentworth Valley, with 4 each, were the next highest. A closer analysis of the reasons for the high incidence in Rotherham North will be undertaken.
· 4 complaints related to the Income Team, 5 to Empty Homes and 1 to the Contact Centre.  7 complaints were multi-faceted.
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Timely Resolution:
Of the 160 complaints resolved during Q2, 106 were resolved within the published service standard of 10 working days and 54 were resolved outside of the service standard. This means that 2010 fails to provide timely resolution for 1 out of every 3  complaining customers
Failure to resolve complaints within the agreed service standard is a particular concern and must be managed, closely monitored and clearly understood. Whatever the outcome of a complaint, if it is resolved outside of the service standard this is likely to compound customer dissatisfaction and gives a poor impression of the value 2010 attaches to complaints and the respect it has for customers. The Customer Service section provides a ‘tracker’ which enables managers to see how complaints are progressing: the evidence, however, suggests that this is not converting to sufficient timely completions.
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The illustrated analysis of time taken to resolve complaints is interesting. The ‘peak’ at ten days indicates that 25 of the 160 resolutions were achieved at the ten day target time. Of the 54 resolved ‘out of time’31 had been resolved by day 15 but 15 took twenty or more days to resolve: more than twice as long as the service standard. The proportion resolved ‘in time’ was 61% for both July and August but for September increased to 76%. This improvement needs to be sustained and further improved in order to achieve compliance with the published service standard: 100% should be possible in most circumstances. The average complaint resolution time for the quarter (160 resolutions in a total of 1,541 days) was 9.63 days: this compares poorly with the 5.36 days reported in Q1 and represents a significant worsening. This serves to reinforce the importance of building on the improvement achieved in September. 
Quality of Resolution:

Whether the outcome is to uphold, partially uphold or not to uphold a complaint, the quality of written response to the customer is important. A review of a sample of responses has illustrated inconsistency in the quality of response: not only in terms of the standards of English and grammar – and, therefore, in the clarity of the letters - but also in terms of the extent to which the response actually addresses the complaint. Improvements to complaints handling are in hand and it is intended that an integral part of the process will be quality assurance of written responses, by the Performance and Service Improvement Team, prior to dispatch to the complainant. 
Learning from Customers:

The effectiveness with which learning is captured from the complaints process and applied in the delivery of service improvement is capable of improvement. Actions are in hand and the revisions to the complaints handling process will support this. However, the two factors which would have the greatest impact on complaints handling are the time taken to complete repairs (which is the most common cause for complaints about repairs which, in turn, are the biggest single source of complaints) and the timely dispatch of responses: delays in sending responses following investigation of complaints was cited in the Q1 report as a key issue in achieving timely completion.     
Proposals & Rationale

At the heart of improvement will need to be:

· A commitment to getting service ‘right first time’ and thus reducing the likelihood of complaint

· ‘ownership’ of complaints by service managers and, where a complaint has implications for more than one service manager, leadership and coordination of responses
· A commitment to achieving published service standards in complaints handling and to improving the quality of responses; both in terms of clarity and in terms of the extent to which responses properly address the nature of the complaint.

Recommendations
The Board is recommended to:
i. Accept the report for information and

ii. 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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