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To: Board
From: Senior Corporate Services Officer

COMPLAINTS AND COMPLIMENTS

SUBJECT: (Q1 2022/23)

DATE: 4 October 2022

1. Introduction

This report updates the Board on complaints and compliments received for the 3 month
period 1 April to 30 June 2022 (Q1).

2. Complaints Monitoring Q1 2022/23

a) Analysis of Complaints received in the period 1 April to 30 June 2022

Over the 3-month period, a total of 57 complaints were received. The table below details

the service area which the complaint was logged under.

Complaint Service Area Received Received Total
at S1 * at Stage 2

Contractors 12 0 12
Investment 2 1 3
Repairs 12 1 13
Other Housing 4 0 4
Anti-Social 4 0 4
Rent and Arrears 0 0 0
Allocations 2 0 2
Close Cleaning and Backcourt Maintenance 2 0 2
About a Staff Member 1 7 8
Landscaping and Garden Maintenance 7 0 7
Factoring 2 0 2
Concierge 0 0 0
Total 48 9 57

* NB this includes escalated complaints as they were first received at Stage 1

b) SPSO Key Performance Indicators

The SPSO published a standardised set of KPIs for the Model Complaints Handling Process
for RSLs on their website in March 2022. It includes mandatory reporting and publishing
requirements of complaints performance, statistics, complaints trends and outcomes, and
actions taken to improve services. The attached Appendix contains a snapshot of ng

homes complaints data for Quarter 1.

ng homes is a trading name of North Glasgow Housing Association Ltd.
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Method of Complaint

Over the period, electronic methods were the preferred method of making a complaint.
METHOD OF COMPLAINT

Phone
39%

Electronic
61% <

You Said, We Did (complaints made and action taken)

You Said - Tenant was unhappy with the amount of call outs for a recurring repair as well
as an ongoing squirrel problem.

We did - Our contractor advised us that there had been multiple no accesses to the
property which contributed to the time taken to identify the issue. Arrangements were
made for a specialist to attend to investigate issues and the loft space to be inspected to
see where squirrels could be entering.

You Said - Customer complained about a lack of investment work being carried out in
her kitchen and bathroom after it was assessed for work.

We Did - We explained the delay was due to the assessment taking place the week the
Covid 19 restrictions were implemented and that kitchen and bathroom renewal has now
been rearranged.

You Said - Customer was unhappy with rubbish that had been left behind by a previous
tenant and a contractor working on behalf of ng homes.

We Did - We apologised for the delay in the contractor emptying the bins after void and

followed this up with contractor.

Compliments received Q1 2022/23

As well as receiving complaints, 11 compliments were recorded in our register for Q1
These included the following messages of thanks:
e Thanks to the plumbers who fitted tenant’s bath and the joiners did a lovely job.
e Really appreciate help with electricity.
e Thanks for offer of flat.
e Thanks for help sorting out rent account.

e Thanks for help getting rear garden sorted out.

Recommendation

Board members are asked to note this report.

ng homes is a trading name of North Glasgow Housing Association Ltd.




"9/e259Wi3 Ul pa3a/duiod
jou "9°1 ,83e], SB PalapISU0D ale 38SaY] JOABMOH *S2IUBISWNIIID [eU03dIXD Ul pasiioyine 8q ued sjulejdwod T 8beis 03 sAep G JO sUO/suaIXT

sAep G/'9¢ sAep 6291 sAep 0Z'9 10
uoie|edss Jaye sjuiedwod o] puodsad 7 9beas 1e sjuiejdwod 0] puodsad T 2bels je sjuiejdwod 0] puodsad
03 sAep Bupiom ul swiy sbelsae ay 03 sAep bupjiom ul swiy abessae ay | 0] sAep Bupjiom ul awi abetsAe syl | Janen)

9a4y] lojedipul

%0% C %98 9 %€E9 6¢ 10
[N
ul 0] papuodsau (N4
sjuiejdwod ul 01 papuodsau
pa3ejedsa Jo sjulejdwod (N4
% Se sAep bupjiom sAep Bupjiom ZS e Jo 9% ul paso|d sjulejdwod
0C UIYdMm [Ny Ul | OZ UIY3IM uole|edsa se sAep Q¢ ulyyim sAep bupjiom | T obels ||e Jo o Se sAep bupjiom
paso|d sjuiejdwiod d934e |[n4 ul ¢ 9beis je [ny ul 0T Ulylim [|nj ui sAep Bupjiom g ul G ulyaim |nj ul
palejedso paso|d sjuiejdwod paso|d sjuiejdwod paso|d sjuiejdwod paso|d sjuiejdwod pasojd sjuiejdwod
40 JequinN ¢S JO leaquuinN ¢S 1B JO % ¢S JO JequinN T 9be3s [|e Jo % 1S Jo JequinN | Japend
om] Jojedipur
*T 96e1S 1B paAledad 1sil) 949M Aayl se sjuie|dwod paje|edss SOpN|IUT x
%980 LS 6 8t 10
(senuadoud
G£99) »o03s buisnoy Z 9be1s e Aj3oalip paAnladsad * IS 1e paAIadad
s,uonesiuebio 03 uoie|ey ‘PaAId231 sjuiejdwod [B10] sjuiejdwod jo Jaquinn sjuiejdwod jo Jaquiny | J49Men)d

auQ Jojedipur

SId) saulejdwo)d

xipuaddy



%0 %0 %02 %09 uole[edSa 1938 Pasod suledwod (e Jo %

:Alobajed

0 0 T € Uoea Ul uoilr|edSd Jaye paso|d sjule|dwod Jo Jaquinn
%/S°8¢C %98y %/L5°8¢C %0 :A1oba3ed Yoes ul ¢S 3e pasojo sjuie|dwod S 30341p JOo %
4 € C 0 :Aloba3ed yoes ul sjuiejdwod S 30adIp Jo I9quinp

T obels je paso|d

%80°9¢ %9561 %69°8 %S9°9% sjuie|dwod TS ||e 4o 9% se Alobaied yoes ul sjuie|dwod Jo %
T 6 14 T¢C :A10693e0 yoes ul sjulejdwod TS Jo Jaquinp
PoAjOSY PIaydn 10N | pIaydn Ajjenied PIdydn T 13en

ANo4 Jojedipux

*Juiejdwod ay3 9SOjD pue 11 Japun auljj

B MeJp 0] peYy aM “I9AaMOH *AjijIge|IRAR S,0]0BJ3U0D BY] U0 1iem 03 pey pue juiejdwod syl paso|d am alojaqg paiajdwod buiyiAians 196 01 psjuem
9M ‘suoljoe s,Jueudl syl AQ pasned a4am SaNSS| aY3] JO 3sow pue apeblig adi4 ayj pue J103oeijuod ay3 yiim paiebiisaAul aq 03 pey juiejdwod

Syl "1 obe1s 1e uonjeiapisuod Jaye 7z abels 031 paje|edss sem pue sie[) pjing Mau ayl je sanssi buibbeus pue siiedal 03 pajejad Juiejdwod syl

2202 j11dy /.2 pasojd pue Aieniqad ,,.£g uo pabboj juiejduo)

‘pa3dadde sem Adueual mau e [3un uado 1dey sem juiejdwiod a8yl 0S peaisul SAOW 0] pajuem Asyjy papiosp Jueus]
331 swiuesw ayj ug *pasoosd 0] MOY UO JUR}NSUOD A19jeS pue Yj|eay B Wo.d) 9dIApE a)e] 0] pey am asnedaq sem 1l buiso|d ul Aejap ayl 'z obeis
01 Apoauip pabbo| sem pue juled ul pes| 03 uoile[aJ Ul 9NSS| AloJes pue yjjeay e pue JaquisWi JJels e Jo apniiie ayjy 01 pajejad Juiejdwod syl

Zzzoz [1Hdy ;8 uo pasojd pue zzoz Alenuer 6T uo z abejs je pabboj jurejdwo)
"2awo0231no ay3 yam Addey Aian
SEM puB pIAJOSaJ oM SJIOM ||e |1Ijun uado julejdwod ayj pjoy 03 sh pajsanbal Jueusal syl '239 sadid JO SUOI}D9S MaUdJ 0] pajjuueyd 9q 03 pey

uspJeb ayj pue pade|das sem peod ulew ayj 03 20|q 9Y3 JO SpIS auo 1oj abeulelp [|ns Yyl snedaq pasned sem 11 buisop ul Aejap ayl ‘T abels e
uoneJapisuod Jayye ¢ abels 03 paje|edss sem pue Xoeq mo|q 91sem pue adid Jajem pajdauuodsip e Jo 1no buiddiip 1a1em o) palejad juiejdwod siy|

2202 j14dy puZZ uo g abe3s je pasofd pue zzoz Aleniqad T uo sauQ abe3s je pabboj jurejdwo)
:smojjoj se way} Buisod ul sAejap Ayibua| o3 10a[lqns atom poriad ay3l ui sjuiejdwod a4yl



