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To Note

e This report compares the numbers and performance for complaints
about services provided by Housing for April — June 2024 (Quarter 1) to
Quarter 1 in 2023

e The numbers of stage 1, stage 2 and Ombudsman complaints have all
increased between 2023 and 2024

e The Housing Assets and Repairs received the highest number of
complaints compared to other areas of Housing.

e The SLA to respond to complaints is not being met but is improving over
time.

e Most frequent complaint themes are “delay in delivery of service”.

¢ A new Customer Insight Manager is reviewing the Housing approach to
handling complaints. This has involved conducting several focus groups
to involve a range of residents who have used the complaints process
and gather further insight into what needs to improve.

e A complaints improvement plan will be developed as a result of this
engagement.



4. Housing - Complaints & LGO Cases

Departmental Complaint Distribution by Complaint Type
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4.1 The voiume of stage one has Increasad by 161 compiaints compared 1o e same period last year
42 The volume of stage two has Increased by 17 complaints compared to the same period last year

43 The volume of LGO has Increased by 11 investigations compared o the same period last year
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4.4 Total volumes of complaints at stage one, two and LESCO Investigations by service team
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4. Summary by Division - Housing

Complaint SLA % by Division
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4.5 The LA % of compiainis by Divislon for 21 of 2024
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Complaint Upheld Volume by Division
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46 The volume of uphald complaints by Divislon for Q1 of 2024
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47 The upheld % of complaints by Dihislon for Q1 of 2024
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4. Housing Assets and Repairs - Complaints

Highest Complaint Yolumes by Service Team
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4.8 The volume of siage one has inreased by 90 complaints

Corporate Stage 2 Volume

B Friniois v il Cuie e

4,19 The volume of siapge two has rressed by 13 complainis

411 The wolume of LGO Invesigatons was B i 2022

Coporaie Fage 1 Upheld % Coeporate Stage 2 Upheid %

il Pravious Year i Cument Yaad i Fiioin o i Cuiiend Yae

il [,
AT
Eirs SR
rs IR

412 B1%, or 162 complaints were uphedd at skage one.

4132 4T%, orS complaimts wens upreid af st taen.

Corporale Stage 15LA Corporaie Stage 2 SLA

R b
- 100 IH-’ 32% | 100%

414 3I9% or TS shepe one complaints wens answened in ELA

% I7%

4918 312% or & singe bwo compiainis were anosensd im SLA

0 3 z z 4 1
oy Salaly ssnl B aeger el SRy ey Dl
e ek e
kg Wil
Legal Disrepair Team S

Caorporaie Stage 1 Volume

i Prevous Year g Cument e

Corporaie Stage 2 Volume

i Prevous Year gyCument S

0 0

I ¢ I
4.18 The volome of s0e one has Inceased by 11 complants

497 The volume of spe two has ncressed by 2 oomplainks

4.18 Tre= volume of LGO mvesSgaions was 0in 2024

Corporale Stage 1 Upheld % Comporaie Stage 2 Upheld %

il Prveous YVea i @C iren Yead i Provos Viai @ Cumanl Seai

poi i i,
L2 L,
o Wk 0% D%

4158 7%, or 1 complaint wes upiekd ol siage o
4 M No compiaings were uphedd at sage b,

Corporate Stage 1 SLA Corporaie Stage 2 SLA
[ - -
el &”"% 1% D% E% o

4.21 45% or 5 siage one complaints wers answersd in S04

4.22 Mo omplaints af stape T wers anowensd In SLA

Quarterty Complaints Report - Aprl, May, June - Quarter 1 2024
Diata Last Refreshed: 240772024 05:31:00

CROYDON

weworoyd on.gov.uk



4. Housing Assets and Repairs - Complaint Themes

Highest olumes for Corporate Stage 1 - Reason for Complaint
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