WRHA ANNUAL COMPLAINT HANDLING AND SERVICE IMPROVEMENT REPORT

Formal Complaints
1st AEril 2024 to 31st March 2025

Number of formal complaints per
quarter compared to last year
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Reactive repairs Planned Gas repair
Number of Stage 1 and 2 complaints Number of complaints Housing
per quarter Ombudsman determinations
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Some examples of Service improvements
made as a result of the leaming from complaints
are on our website



https://www.warwickshirerha.org.uk/for-customers/customer-involvement/you-said-we-did/

QUARTER1
1/4/24 - 30/6/24

QUARTER 2
1/7/24 - 30/9/24

QUARTER 3
1/10/24 - 31112/24

QUARTER 4

PERFORMANCE MEASURE 1/1/25 - 31/3/25

TARGET

STAGE 1- ACKNOWLEDGED WITHIN 3 DAYS

STAGE1- RESPONSE WITHIN 10 DAYS

STAGE 1 - RESPONSE EXTENDED

STAGE 1 - COMPLAINTS RESOLVED 100% (2) 50% (1) 100% (1) 100% (1)

STAGE 2 - ACKNOWLEDGED WITHIN 3 DAYS

STAGE 2 - RESPONSE WITHIN 20 DAYS
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STAGE 2 - COMPLAINTS RESOLVED
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STAGE 2 - COMPLAINT CLOSED WITHOUT
RESOLUTION

NUMBER OF COMPLAINT FAILURE ORDERS
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SATISFACTION WITH COMPLAINTS

PROCESS NO RESPONSES

100% (1) NO RESPONSES NO RESPONSES
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Total number of formal complaints
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Formal complaints by complaint category
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Gasrepairs  Reactive repairs Garden Misc Planned Gas servicing Shared ASHP Damp/mould
maintenance maintenance ownership
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Reactive repairs

Garden
Maintenance
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Roofing

Total number of service requests

102 88
2022/23 2023/24 2024/25
Service requests by complaints category
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Planned Defects Damp/mould  Gas servicing Development Shared Allocations
Maintenance ownership
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Tenancy



