OMT COMPLAINTS SUMMARY 
MAY 2011

	KPI
	RESULT

	Number of Complaints Received In Month
	3 

	Number Escalated to Stage 2
	0

	Number Escalated to Stage 3
	0

	Average Time To Send 1st Letter
	6

	Number of Complaints Closed
	3

	Number of Complaints Open due to Actions or HL
	2
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LESSONS LEARNT
· Customer Service Advisor needs to demonstrate the appropriate soft skills when diagnosing repairs as well as following correct repair guidelines

 How : Ensure that tele monitoring feedback focuses on  using the correct intonation of voice and empathy when diagnosing to demonstrate we understand the residents situation even though it may not still be our responsibility to repair.

· We need to ensure that large works are planned in advanced and the resident is made aware by letter of the schedule and time frames

How: We will allocate a particular member of staff to large works in future so that they can oversee the work and liaise with the resident directly
· Ensure that when taking repair decisions we consider the resident’s specific needs and concerns as well as technical guideline.
How: As part of the planned Customer Service Delivery we need to coach front line staff to see beyond the immediate repair issues and listen carefully to the customers issues and needs, in this instance we strictly applied some long standing rules that were inappropriate for the customers situation.
