HOW WE'RE PERFORMING i

Rural
Housing

CO m p I ai ntS Association
1st July 2021 to 30th September 2021

Total number of complaints
. Formal complaints, stage one

. Quick and informal resolution

Complaints by service area
Quick and informal resolutions: Formal complaints, stage one:

1 . Gas repairs

Reactive repairs

. Gas repairs
. Anti-social behaviour

Grounds maintenance
1 Gas servicing
1 Planned maintenance Grounds maintenance

1 General tenancy

1 Defects

Formal complaints

100% of stage one

complaints acknowledged
in 3 working days

83% of stage one

responses provided
in 10 working days

O

-I stage one

response extended

A 3 day extension due to further information
required from a third party. The resident
was kept updated during the process.

5 complaints resolved
at stage one

1

1 complaint resolved
at stage two

complaint escalated
to stage two

9®0

1 0 0 % satisfaction with

complaints process
from satisfaction surveys completed

0 complaints referred to the
Housing Ombudsman




