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1.0 Complaints Received 
 
23 complaints were recorded in Quarter 3, one more complaint than Quarter 2.  
In addition, two Stage One complaints were carried into the quarter.  The 
outcomes of these complaints are included in this report.  All complaints 
received during Quarter 3 were resolved, and none were carried over the 
quarter end.   
 
Nine records were removed from the data, one because the complaint was 
withdrawn, two because they were duplicate records of complaints already 
logged, five of which were closed as ‘not a complaint’, and one where the 
complaint was regarding an ELC service, not an ELHA service. 
 
The graph below shows complaints split into Stage One and Stage Two.  
 

 
   
Trend analysis for cases received over the last 12 months. 
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The graph below shows the number of complaints dealt with by each 
department for the last 12 months.   
 

 
 
 
2.0 Types of Complaints  
 
The graph below gives a breakdown of complaints recorded for each 
department during Quarter 3.  These include Stage One and Stage Two 
complaints.  The largest categories of complaint were ‘Dis-satisfaction with 
Service’, and ‘Complaint about a Contractor’, both for Asset Management. 
 

 
 
Trend analysis over the last 12 months shows that ‘dissatisfaction with service’ 
for Asset Management is normally the largest category.   
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3.0 Outcomes 
 
All complaints were responded to in full (RIF).  This graph also includes the 
outcomes of the complaints carried into the quarter from Quarter 2. 
 

 
 
Trend analysis of the percentage of complaints not upheld over the last 12 
months. 
 

 
 
 
4.0 Timescales 
 
All complaints must be responded to as soon as possible. Stage One 
complaints must be dealt with within five working days and Stage 2 within 20 
working days. 
 
One Stage One complaint was responded to out with the target by six days, 
due to the complaint being logged incorrectly and the Asset Manager not being 
aware of the complaint until it had already gone out of target.   

0

5

10

15

20

25

30

Stage 1 Stage 2

Upheld

Part Upheld

Not Upheld



Audit & Assurance Committee 23/02/21 Agenda Item 3.2 

3.2. Complaints Analysis Quarter 3  Page 5 of 6 

Although the complaint was not responded to within target, the underlying issue 
had already been resolved by the time the Asset Manager was made aware of 
the complaint. 
 
An additional two Stage One complaints went out of target due to the ‘resolution 
required by’ date displaying incorrectly on the complaint record, resulting in the 
complaints going one and two days over target respectively. 
 
The trend analysis of complaints responded to within timescales.   
 

 
 
It should be noted that when there are a small number of complaints received 
and resolved, for example, Stage Two complaints, one record can make a 
significant difference to the figures. 
 
 
5.0 Corrective Action Taken 
 
Corrective  action was taken in three cases: 
 
A tenant who had previously been flagged as do not visit alone made a Stage 
One complaint following making a repair request and subsequently being 
visited by  two tradesmen.  Following investigation it was clear that a breakdown 
in communication between departments had resulted in this error.  As a result, 
a written apology was issued,  procedures reviewed and staff refresher training  
carried out for both ELHA and R3 staff. 
 
A Stage One complaint was received regarding the loss of heating.  There was 
a delay in restoring this and temporary heating was supplied.  Given the delay 
in providing the temporary heating a full apology was issued and compensation 
under the Right to Repair Scheme was offered to help with the additional costs 
the tenant claimed they had occurred through the use of temporary heaters.  
 
A Stage Two complaint was received from a tenant claiming that ELHA has 
failed to adequately repair the heating system resulting in the tenant incurring 
extra costs.   
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Though the tenant has been paid compensation under the Right to Repair 
Scheme, and  ELHA had responded appropriately to all repair requests, it was 
recognised that the system had had a number of faults over a long period of 
time and as a gesture of goodwill and ex-gratia payment was made to 
acknowledge the inconvenience suffered. 
 
 
6.0  Praise 
 
114 praise records were logged during the quarter, down from 213 in the 
previous quarter, but still higher than usual.   
  

Type of Praise  
Contractor Service Staff 

Asset Management 11  1 

Care & Repair 
 

31 70 

Corporate  1  

 
The majority of praise received typically comes from satisfaction surveys issued 
by Asset Management and Care & Repair. 


