


	92.59% of complaints correspondence received were responded to within the 10-day timescale
	(as per the Orwell's complaints policy & procedure.)
	The Total number of complaints correspondence received was 135
	86 were new complaints
	49 were relating to on-going complaints
	Of the 86 complaints
	77 (89.53%) - were resolved at stage 1
	9 (10.47%) - at stage 2
	0 - stage 3 - complaints panel meeting or presented to the Housing Ombudsman.
	The average response time was 6.06 days
	Compensation paid as a result of a complaint raised £2765.34
	Only 3 complaints were not offered escalation to the next stage of our complaint’s procedure. This was due to:
	2 x Legal route
	1 x Data protection complaint
	Compliments recorded
	120
	Satisfied with the complaints process was 33%
	Satisfaction with the outcome was 43%
	3      Improved monitoring process

