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Housing and Investment: Customer Service

Period Performance – Berni O’Regan:

437 Stage 1 complaints were upheld out of 761 in the financial year 17/18 - 320 fully and 117 partially. 

During quarter 4, 145 Stage 1 complaints were upheld out of 239 - 113 fully and 32 partially, giving a performance of 60.67% 
for this quarter. Of the 145 complaints upheld in quarter 4, 71 related to Gas, 54 to Asset Management, 14 to Repairs, 3 to 
Tenancy, 2 to Supported Housing and 1 Housing Advice/Homeless. 

When a complaint is upheld, the service must record on the feedback system what they have learned as a result of the 
complaint and note the resulting planned or implemented service improvements (i.e. what they intend to do or change). At the 
end of each quarter the Central Feedback Team follow up on the learning points, asking what has been done and when.
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Housing and Investment: Compliance

Period Performance – Anita Mackie:
A total of 118 Right to buy Notices were sent to tenants of which 108 were in time and 10 were outside of the statutory timescales, 
for the reasons below. 
• On 2 cases the tenants delayed giving access for an audit and/or valuation,
• On 1 case IT problems meant we were unable to issue a notice on the day it was due, 
• On 1 case there were delays in obtaining information about a new block in order to create a new lease,
• On 6 cases we needed to carry out (fraud related) investigations to ensure tenants were living at the properties they applied to 
purchase. 
There are no provisions under the legislation to delay a right to buy whilst investigations are carried out. However two 
investigations during 17/18 have resulted in the Right to Buy's being cancelled or denied. One tenant handed back the property and 
the application was denied and one party has terminated their interest in the property. This has avoided the loss of two properties at 
a large discounted price.
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Housing and Investment: Homelessness

Period Performance – Hannah Morris:

Data provided for Q4 (54 preventions) is based upon a manual log recorded by Officers and is a best estimate. The Northgate 
Housing Advice module, which was introduced in January, currently has no facility for us to run a report to provide accurate 
data. We aim to have Northgate issues resolved before the next quarterly performance reporting is due. Performance in 
quarter 4 was affected by staffing issues as there have been a number of staff changes in the service since January 2018 
which includes 6 members of the team leaving including both service managers and 4 frontline Housing Advice Officers 
(agency staff) which needed to be recruited to and this process takes time. Recruitment to replace these posts has caused 
delays impacting on those left in the team to keep the service running and there is now a back log of cases meaning less time
can be spent actively seeking prevention options. 
We are currently putti measures in place to improve the situation, including consultation for a service redesign, training for 
all the staff, a review of the Northgate Housing Advice module project, the use of new forms and new systems, training on the
Homelessness Reduction Act which came into force at 3/4/2018 to other teams and services on the HRA, working county 
wide to meet the demand of the legislation, review meetings are being held to monitor progress of the implementation of the 
legislation including the use of new software and we will continue to monitor implementation.
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Housing and Investment: Homelessness
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Housing and Investment: Housing Support
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Housing and Investment: Repairs and Voids


