Customer Feedback 2005/06

The customer feedback officer records comments, complaints and compliments from customers of both Signpost Care Partnerships, and Signpost Housing Association. In consultation with both customers and staff the customer feedback procedure was updated in 2005 and re-launched in April 2006.

The customer feedback officer received 357 reports of feedback between 1st April 2005 and 31st March 2006. This was an increase of 12% on the previous year when 315 reports of feedback were recorded.

	
	2005 / 06
	2006 / 07

	Comments
	44
	60

	Complaints
	235
	218

	Compliments
	36
	79




Of the complaints received in 2005 20% (46) related to the housing management service provided to residents and 43% (102) related to property maintenance issues.     

Of the complaints received in 2006 13% (28) related to the housing management service provided to residents and 43% (94) related to property maintenance issues. All complaints received in this period were resolved by stage 2 of our complaints process.

All comments and compliments received by the feedback officer are reported to the staff responsible for delivering that area of our service. We were pleased to record a 45% increase in the number of compliments received in 2006/07. 

The Association continues to encourage all feedback about the services provided; both positive and negative to ensure that we remain constantly aware of the standard of service being delivered to our customers.

Please contact the customer feedback officer using any of the following methods to give us your feedback on the service you receive from us, or to receive any more information with regard to the statistics above:

By telephone 01258 484895 

By email to customerservices@sha.co.uk

By fax 01258484840

By letter to Customer Feedback Officer, Signpost House, Sunrise Business Park, Blandford, Dorset, DT11 8SA

In person at either our Blandford, Sturminster Newton, Bournemouth, Exeter or Plymouth office

