OMT COMPLAINTS SUMMARY 
JUNE 2011

	KPI
	RESULT

	Number of Complaints Received In Month
	6

	Number Escalated to Stage 2
	0

	Number Escalated to Stage 3
	0

	Average Time To Send 1st Letter
	8

	Number of Complaints Closed
	3 

	Number of Complaints Open due to Actions or HL or not due
	2
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LESSONS LEARNT
Ensure that when there are delays with gas and electric checks for a mutual exchange that this information is passed to the customer
How

Customer services will communicate any delays to the housing manager so that this can be passed to the customer.

Improve on communication of how we handle damp cases 

How

We have changed the process for damp by directing all damp queries to Alistair Laban as the damp coordinator to improve the consistency of how cases are dealt with

Ensure where appropriate that Smith and Byford are passed information that could be relevant to the case

How

When we receive the list of potential No Access cases for gas checks if health reasons could be have an affect, this information should be passed to Smith and Byford to take a decision on appropriate action.

