PDRHA ANNUAL COMPLAINT HANDLING AND SERVICE IMPROVEMENT REPORT

Formal Complaints
1st April 2024 to 31st March 2025

Number of formal complaints per
quarter compared to last year
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Gas repairs Gas senicing Damp/moubd Reactive repairs Flanmned Tenancy Development
Number of Stage 1 and 2 complaints Number of complaints Housing
per quarter Ombudsman determinations

@ Stage 1 @ Stage 2
4

2
2
AN EE ]
Q2 Q3 Q4

QL 01 Q2 03 Q4

Some examples of service improvements made as a result of the learning



https://www.peakdistrictrha.org.uk/living-in-your-home/customer-involvement/you-said-we-did/

QUARTER 1
1/4/24 - 30/6/24

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

QUARTER 3
1/10/24 - 31/12/24

QUARTER 4

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

TARGET

STAGE1- ACKNOWLEDGED WITHIN 3 DAYS 100% (2) 100% (1) 100% (1)

STAGE 1- RESPONSE WITHIN 10 DAYS 100% (2) 100% (1) 100% (1)

STAGE 1- RESPONSE EXTENDED

=)
B
=)
R
)
S

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

STAGE 2 - ACKNOWLEDGED WITHIN 3 DAYS

STAGE 2 - RESPONSE WITHIN 20 DAYS

STAGE 2 - COMPLAINTS RESOLVED

STAGE 2 - COMPLAINT CLOSED WITHOUT
RESOLUTION
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SATISFACTION WITH COMPLAINTS
PROCESS
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Total number of formal complaints
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Formal complaints by complaint category
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PDRHA owned and managed - Service requests
1st April 2024 to 31st March 2025

Number of service requests per landlord
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Gas repairs Reactive repairs  Gas senvicing Planned Groundwaorks Damp/mould Defects

Actions taken:-

m Individual issues raised at contractor meetings and minuted

B Daily catch up meetings are set up with gas contractor

m Monthly meetings are set up with gas contractor to overview performance and
processes

B Carried out a review of the gas servicing process (internally) and implementing
recommendations from June 2025



