No 1

Details of all of the housing association’s housebuilding projects approved in
the last ten years, including the address of the project, the affected
geographical area, the total number of units built, the number of units built for
social housing, the number of affordable houses built, and the date the
project was approved.

Complete Answer

Kings Glen, Greenock. Geographical Area is Inverclyde. The total number
of units that are currently being built is 57 and all are social housing for rent.
The project was approved by Cloch’s Board on 19" June 2017.

No 2

Details of all complaints made by tenants about the organisation’s housing
service in the past five years, including the date of the complaint, reason
given for complaint, whether the complaint was investigated and upheld, and
what the outcome of the complaint was.

Complete Answer

CSV File completed. Please note that Cloch defines a complaint in line with
SPSO regulations as any “expression of dissatisfaction” with a service, so we
record considerably more complaints than our peers and we feel this is a
much better complaints service.

No 3

Details of all complaints made by prospective tenants and applicants about
the organisation’s housing service in the past five years, including the date of
the complaint, reason given for complaint, whether the complaint was
investigated and upheld, and what the outcome of the complaint was.

Complete Answer

CSV file completed. Please note, as we are part of a common housing
register and it is run in partnership with Oak Tree H.A., Larkfield H.A. and
Sanctuary H.A., we do not record all complaints about the service.

No 4

The total number of people currently on the waiting list for housing properties,
broken down by bedroom number?

Complete Answer

Count of applications by
bedroom size.

Bedroom Total
1 1635
2 1395
3 626
4 114
5 19
6
7
G

rand Total 3795




No 5

The number of people currently on the waiting list for housing in each
geographical area, broken down by property bedroom number?

We have a choice based letting system and we don’t gather info by
geographical area.

No 6

The anticipated waiting time for housing accommodation, broken down by
bedroom number.

We have a choice based letting system and we don’t gather info by
geographical area nor do we collect average waiting times.

No 7

The anticipated waiting time for housing accommodation in each
geographical area, broken down by bedroom property number.

We have a choice based letting system and we don’t gather info by
geographical area nor do we collect average waiting times.

No 8

The average waiting time for housing accommodation, broken down by
bedroom number, in each of the last ten years.

We have a choice based letting system and we don’t gather info by
geographical area nor do we collect average waiting times.

No 9

The average waiting time for housing accommodation in each geographical
area, broken down by bedroom number, in each of the last ten years.

We have a choice based letting system and we don’t gather info by
geographical area nor do we collect average waiting times.

No 10

The total number of social housing properties owned by the housing
association, broken down by geographical area and bedroom number.

Partially complete Answer

As at 315t March each year (all properties are in Inverclyde local authority are
only):

2011 Bedroom Sizes:
Studio Flat - 6

1 Bedroom — 362

2 Bedroom — 728

3 Bedroom — 242

5 Bedroom - 15

Total - 1353

2012 Bedroom Sizes:
Studio Flat - 6

1 Bedroom — 363

2 Bedroom — 681

3 Bedroom — 257

5 Bedroom - 19

Total - 1326




2013 Bedroom Sizes:
Studio Flat - 6

1 Bedroom — 372

2 Bedroom — 707

3 Bedroom — 261

5 Bedroom - 19

Total - 1365

2014 Bedroom Sizes:
Studio Flat - 6

1 Bedroom — 376

2 Bedroom — 708

3 Bedroom — 253

5 Bedroom — 19

Total - 1362

2015 onwards is available on the SHR Website:

https://www.housingreqgulator.gov.scot/landlord-performance/landlords/cloch-
housing-association-ltd

No 11

The total number of social housing properties built by the housing association
in each of the past ten years, broken down by geographical area and
bedroom number.

Complete Answer
In the last 10 years Cloch Housing Association has built 168 units.

Geographical Area: Inverclyde
Bedroom Size Numbers Built
1 10
2 83
3 66
4 9

No 12

Percentage increases on rent imposed on social tenants by the housing
association in each of the last ten years.

1/4/2011: 5.8%

1/4/2012: 3.6%

1/4/2013: 4.2%

1/4/2014: 4.2%

1/4/2015: 2.3%

1/4/2016: 1.3%

1/4/2017: 3.0%

1/4/2018: 3.6%

1/4/2019: 3.0%

1/4/2020: 2.8% (note: we are in the process of rent restructuring, so although
2.8% is the increase, some tenants actual increase was more than this and
some was less or zero)



https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd

No 13

The total number of housing association tenants in each of the last ten years

Partially Answered:

As at 315t March each year (all tenants including non-self-contained
properties etc., we do not hold self-contained only figure):

31/3/2011 - 1286
31/3/2012 - 1368
31/3/2013 - 1414
31/3/2014 - 1380
31/3/2015 - 1412
31/3/2016 - Information not held
31/3/2017 — Information not held
31/3/2018 — Information not held
31/3/2019 — Information not held
31/3/2020 - 1420

No 14

The total value of rent arrears accumulated by housing association tenants,
as well as the total number of tenants who have entered rent arrears, in each
of the last ten years

Partial Completion: we do not hold the total number of tenants who have
entered rent arrears. This figure fluctuates on a monthly basis depending on
when someone pays their rent for the month. For example, if rent is due on
1st April and the person does not pay until 2" April, technically they are in
arrears of 1 day, however, we would not physically include this in any
statistical analysis.

Gross Rent Arrears at 315t March each year:

2011: £140, 360
2012: £150,357
2013: £176,061
2014: £74,031

2015 onwards is available on the Scottish Housing Regulator website:
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-
housing-association-ltd

No 15

Details of all evictions carried out on housing association tenants in the last
ten years, including the number of evictions carried out and the reasons for
the evictions.

Complete Answer
Evictions for year ending 315t March each year.

2011: 1
2012: 1
2013: 5



https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd

2014: 5

2015 onwards is available on the Scottish Housing Regulator Website:
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-
housing-association-Itd

No 16 | The number of housing association tenants currently facing evictions,
including all active eviction notices

Cloch Housing Association has 1 decree of eviction pending.



https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd
https://www.housingregulator.gov.scot/landlord-performance/landlords/cloch-housing-association-ltd

compiaints | Reportea Service [undertying acions policy |Equalites Subject [Subject [Sublect [ Subect
Reference | pe aes  |cose |ActionTaken poolied _[issve | summarv rite | sumame | Forenames |code
Stage 2570 [SPS0 Stage 220 Wousing
m 26/03/2015 | comolaint | workine Davs | complaint Refuted Servces No None | unhaoov with outcome of dsoute re oarkine bavs . .
Stage 15750 [5PS0 Stage 15 Wousing called to complain about 3 bikes and a go cart that e have been
06 13/04/2015 | comolaint | workine Daws | complaint Refuted Servces No None | removed from his drivewav . . .
tage 15750 [5PSO Stage 15 Housing [staft Tenant complained about customer senice 35 he stated athis
2 20/04/2015 | comolaint | workine Daws __|Bsplanation (Refuted) senices |shortage |avolosised to tenant No None _|issues should have atvisi 01 Explanation (Refuted) . . .
Tenants daughter = called re 4 power cards which were found 1o be
Stage 15750 [5ps0 Stage 15 Housing faulty. They had been returned and meter checked out but had not
a1 28/04/2015 | comolaint | workine Daws __|splanation (Refuted) senices [n/a ota o None _|vet been replaced. Explanation (Refuteq) . . .
g0 1750 [SPSO Stage 15 ousing
B 21/05/2015 |comolaint _|Workine Dave _|upheld - contractor Service |Services o None _|Not satisfied with the close cleanine. Usheld - contractor Senice
tage 15750 [5PSO Stage 15 ousing Contractors have arrangement to cean dlose after 10am and were
a9 10/06/2015 |comolaint _|Worine Dave _|upheld - contractor Service |Services No None _Joutats, woke Ms * who works nishishift Usheld - contractor Senice
Stage 15750 [5PS0 Stage 15 Wousing Mrs * sl not happy with close ceaning the bottom anding s ST
By 22/06/2015 | comolaint_|Working Davs __|Uphel - Contracor senice _|Sernices |n/a ota o None _[thick with air Upheld - contractor sence .
Mrs * aid she was very impressed by * 3t ATV;he had verymice
Wousing manner and was very rofessional during thir meeting. She was
526 oy07/2015 |comotiment |comotiment | compliment sevces [nfa o No None _|imoressed and iust wanted to revort this compliment
Stage 1590 (5950 Stage 15 Wousing ideod condition of cose a5 unhappy with product being vsed 1o
522 o7/07/2015 |comolaint _|workine bave | explanation (Refuted) Senvices |n/a oa o None _|dlean close explanation (Refuteq) -
Stage 1570 [5P50 Stage 15 Wousing M+ has complaned Thata complaint has been dosed. See
a5 23/07/2015 | comolaint | orkin Davs laint Refuted Serices |n/a A No None
Stage 1570 (5950 Stage 15 ousing
o2 03/08/2015 | comolaint | workine Davs Service _|services None | lose cleaning sence dectined Usheld - contractor Senice -
Wousing
76 o3/08/2015 |comotiment |comoliment | compliment Senices No None tandard of dose deaning comsliment
Stage 1590 (5950 Stage 15 ousing Mr* responded o satisfaction sunvey for dose deaning. NotRappy
77 03/08/2015 | comolaint | workine Davs Service _|services No None | with standard or moo beine used for each landine Upheld - contractor senvice -
Stage 1570 (5950 Stage 15 ousing Satisfaction Sunvey Response. tenant unhappy with the smell of
By 03/08/2015 | comolaint | working Davs Service _|services No None taff are someitmes noise Usheld - contractor Senice -
Stage 1570 (5950 Stage 15 Wousing Complaint that contractors have not ceaned binstore since dose
B 03/08/2015 | comolaint | workine Davs laint Refuted Senices No None | deanine started -
Stage 1570 (5750 Stage 15 ousing Glose dleaning serace T+ not cansistent. Gose smels a5 hovght
50 03/08/2015 | comolaint | working Davs Service _|services No None | airtvwateris beine used o dean i Upheld - contractor senvice -
ousing
o1 03/08/2015 | comoliment |comotiment | comoliment Senices o None |Close contractoris verv sood and close is alwavs nice and fresh | comoliment -
Stage 15750 (5750 Stage 15 Wousing response ffom salisfaction survey reporting dissatisfaction with
o3 04/08/2015 | comolaint__| workine Dave Senvce |Serices o none | dlose deaning service usheld - contractor senvice .
Stage 15750 (5750 Stage 15 Wousing tenant noted on satisfaction survey that intemal and extemal giass
s 04/08/2015 | comolaint_| workine Davs Senvce |Serices o None _|is usheld - contractor senvice .
Stage 15750 (5750 Stage 15 ousing Response in Customer SaTlsfaction Survey - comments about bim area
58 04/08/2015_|comolaint _|workine bave | complaint refuted Senices o None |and windows .
Stage 15750 (5750 Stage 15 Wousing
57 04/08/2015 | comolaint_| workine Davs Senvce |Senices o None _|windows and binstore not Usheld - contractor Senie -
Stage 15750 (590 Stage 15 Housing Cancerns about contract for lose cleaning ratsed 25 partof Glose
s 04/08/2015 | comolaint__| workine Dave Senvce |Serices o None _|cleanine satisfact eing retume usheld - contractor senvice .
Stage 25750 [57S0 Stage 220 ousing
905 05/08/2015 | comolaint_| workine Dave Senvce |Serices o None uoheld - contractor senvice .
Stage 15750 (570 Stage 15 Housing Communal clase has not been cleaned for 3 wks. Her Bius bin fas
103 |19/08/2015 |comolaint _|Workine Davs Senvce |serices |n/a o o None | not been out out for collection. Usheld - contractor senvice .
T complained that H8 form was not completed correcly by staff ot
stage 15750 (5750 stage 15 Housing i up. HB refused rent o 2 homes claim based on wording and T
103 |01/05/2015 |complaint _|Workine Davs __|upheld - A senice Failure |Senices o None _|hadto letter Ugheld - A Senice Failure
tage 15750 [5Ps0 Stage 15 Housing rs * calle to complain that she had not had 3 Vs o udge her Fousing
1007 |08/0/2015 | complaint_|Workine Davs __|uphel - A senice Failure |Senices o None _|sarden for the Upheld - CHA Senice Failure senices
tage 15750 [5Ps0 Stage 15 ousing Tenant not happy about being recharged for removal o dog dir from Fousing
100 |10/09/2015 |complaint _|Workine Davs __|upheld - A senice Failure |Senices o None |back oreen as she does not have 2 d Usheld - CHA senice Failute Serices
Stage 15750 |5750 Stage 15 Housing Fousing
1051 |10/09/2015 |complaint _|Workine Davs __|upheld - A senice Failure |Senices o None e0air o uplift bin baes Usheld - CHA service Failure Senices
tage 15750 [5Ps0 Stage 15 Housing T unhappy with share o pay on RR sent for dlearing bin bags from Housing
1050 |10/05/2015 |complaint _|Workine baws | complaint Refuted Senices o None |close senices
tage 15750 [5Ps0 Stage 15 ousing T not happywith AR sent. Alza not happywith reatment from £ Housing
1055 |10/09/2015 |complaint _|Workine Davs __|upheld - A senice Failure |Senices o None _|statt Ugheld - A Senice Failure serices
Stage 15750 |5750 Stage 15 Housing Housing
108 |10/09/2015 |complaint _|Workine Davs __|upheld - A senice Failure |Senices o None share of RR bil Usheld - CHA service Failure Senices
tage 15750 [5Ps0 Stage 15 ousing Appeal againstinvoice her received for ubbish dumped in Housing
1058 |11/05/2015 |complaint _|Workine Davs __|Upheld - A Senice Failure |Senices o None _|communal area. Usheld - CHA senice Failute senices
Sispuing
w8 bil o
Stage 15750 5950 Stage 15 ousing |items from Housing
1061 |10/05/2015 |Complaint _|Workine bavs __|Upheld - A senice Failure |Services |bin Store o None _|disnuting RR bill to remove stufffrom bin area Usheld - CHA Service Failure Saiens
tage 15750 [5Ps0 Stage 15 ousing Lenant disputing &R charge of £10.50 to uplft s carpet 25 e carpet Property
1060 |16/09/2015 |complaint | Workine Davs __|Uphel - A Senice Failure |Senices o None |was dumaed by our contractor the suv with the oick un. Usheld - CHA Senice Failure Saiens
Stage 15750 |570 Stage 15 Housing Fousing
1060 |16/09/2015 |complaint | Workine Davs __|uphel - A senice Failure |Senices None s+ orior to her moving in. | usheld - 1A Sence Failure Saiens
Stage 25750 (5750 Extension of ousing M+ attended office regarding arrears balance as a resultof OP. OF Housing
1065 |14/09/2015 |comolaint |rime. Upheld - CHA Sence Failure |Services None _|was created due to errr in orocessing B lincluded Heating charse) |Upheld - A service Failure serves
tage 15750 [5Ps0 Stage 15 ousing
1091 |26/09/2015 |comotaint _|workine Davs Senice |serces None _|wrs *is not cleanine usheld - contractor Sene. .
Stage 15750 |570 Stage 15 Housing Fousing
109 |20/09/2015 |complaint | Workine bavs __|uphel - A Senice Failure |Senices None _|will not be oavine recharee for carnt it was not hers Uoheld - CHA Senice Failure Saiens
tage 15750 [5Ps0 Stage 15 Housi Housing
1100 |20/05/2015 |complaint _|Workine bavs | complaint Refuted senices [refuted |none. o None | he Recharse Reoairis not i outs his baos aut | Comlaint Refuted caniens
Housii rs * phaned o thank * - forleters sent o *  © Advised letters
1106 |05/10/2015 |comotiment |comotiment |comotiment senices |n/a o o one fwars ver socd Compliment - - -
Stage 15750 [5750 Stage 15 Housing Tenants daughter unhappy with lose deaning contact being
1128 |16/10/2015 |complaint_|Workine bave __|esplanation (Refuted sevices o None. Explanation (Refuted)
Stage 25750 [5PS0 Stage 220 Housing
1129 |15/10/2015 |comotaint _|workine Davs sevices o None _|escatation 11810 close st Refuted
Stage 15750 |5PS0 Stage 15 Housing
1138 |19/10/2015 |comolaint _|workine Davs Senice |servces o None _|emait recetved not as enod unheld - cantractar service non
Stage 15750 |5PS0 Stage 15 Housing
101 |20/10/2015 |comolaint _|workine Davs Senice |servces o None _|close cleaning not a5 sond as before and fiaor left wet stin hazard_|uoheld - contractar service .
Wrs * Contact Details * s * Gaughter s not happy that the close
Stage 15750 5950 Stage 15 Housing cleaning is being introduced to her mothers close her motther cleans
1109 |27/10/2015 |complaint_|Workine bave __|esplanation (Refuted sevices o None _|herstairs Explanation (Refuted)
Stage 25750 [5PS0 Stage 220 Housing Would like complaint escalated 2z Sl ot happy with outcome -
115 |27/10/2015 |complaint_|Workine bave __|esplanation (Refuted sevices o None. explanation (Refuted)
Stage 15750 |5P0 Stage 15 Housing
1161 Jos/13/2015 |comolaint _|workine Davs sevices o None |received a text messase e rent at Ghrstmas Comolain Refuted
T
memeber
offand  [when staffare on duryjuty
Stage 15750 5950 Stage 15 Housing |appointme |they don't make Tenant phoned at 13.53pm to say no-one had tumed up for her ATV at
17 |11132015 |comoiaint _|workinnave |esplanation (Refuted senices |nt made | annointments o None | 1.300m tortav.nid aduise * * was called to rydun explanstion (Refuted) . .
Stage 15750 |5PS0 Stage 15 ousing Received Superhero letteron Friday which was closing date;date on
189 [16/13/2015 |comoiaint | Workine pave |upheld - Contracor senice |senices No None _|lerter wrone Upheld - contractor Serice .
Rt
creted by
payment of s * 5 unhappy that she has an armear to pay from the startof her
Stage 15750 5950 Stage 15 Housing |8 for 2 cenancyat* ** The arear arses from B paying from date moving Housing
191 |19/13/2015 |comolaint _|working navs senvices |homes o None _|in (31/03/15) rather than po oa/oaris) Senices
Stage 15750 |5PS0 Stage 15 Wousing Complaint that bins not being put back n b store after amping
197 |o013/2015 |comoiaint _|workine nave |esplanation (Refuted senvices |nfa o o None _|weeldyand some left in car nark explanstion (Refuted) .
Contacted tenants mother re. gas senicing and she sa1d that the
Stage 15750 5950 Stage 15 Housing tenancy has ended she handed the keys in and thinks we got them
1206 [p4/13/2015 |complaint | Workine Davs seices No None |and have - -
tage 25750 SPSO Stage 220 Wousing M © 15 uhappy with the way her ASB compIaint about neignbaur i
1217 |oy12015 |complaint |Working Davs |other- please Note in No None _|has been dealtuith Other- please Note in Detai: - - -
tage 15750 5PSO Stage 15 Wousing Tenant s unhappy that the property at ™ * (which she had bid forand
1219 [50/13/2015 [complaint |Workine Daws |esplanation (Refuteg senices No None |was top fort has been d offered to another anolicant | explanation (Refute)
Stage 25750 [SPSO Stage 2 20 Wousing Tenant feels ke she was not allocated the propertyat * * as Cloch
1220 |oy12/2015 |comolaint |Workine0aws |esplanation (Refuteg seices o None |51 not want herto zetthe provert, explanation (Refuted)
Housing Tenant’ Iife has changed since sherstarted getting support fom ©
123 |o11015 |compliment |compliment |comoliment senices o None _|@+ Compliment . .
Housing
120 o132015 |compliment |compliment |comoiment senices o None _|Shared owner * forsorting her DD 50 auickly Compliment - . -
Stage 25750 [SPSO Stage 220 Wousing Repairs o property not soling problem of water ingress tenants Housing
1226 |o/12/2015 |complaint |Workine Daws |esplanation (Refuteg senices o None | had intention of withholine renton that basis explanation (Refuted) senices
tage 15750 SPSO Stage 15 ousing emai from tenant regarding an estate managementletter with the
123 |15/12/2015 |comolaint _|Working Dave |upheld - ciA Service Failure |Senices o None |wrone date Upheld - G Senice Failure
Stage 15950 [SPSO Stage 15 ousing
141 [15/12/2015 |complaint | Workine Davs serices o None |complaintre ATV letter . . -
tenant called because he had recieved 3 10 voucher for romimating
Housing his neighbourfor the super hero award he called to thank staff at
1265 |o0/12/2015 |compliment |compliment |comoliment senices [n/a o o None | loch forthis ang for the sreat senice we orovide compliment
tage 15750 [5PSO Stage 15 Wousing
12 |os/0y2016 |comolaint _|workine Dave |upheld - contractor Service |Senices o None | * not haoov with standars of deanine Usheld - contractor Senice .
Stage 15050 [5PSO Stage 15 Wousing Bins were notretumed on to bin store on Tugsday 3nd ner i wa:
1257 |o6/0y/2016 |comolaint |Workine Dave |upheld - contractor Sevice |Senices |n/a o o None |not taken out for collection. Usheld - contractor Senice .
Housing o 0 it
261 logjoua016 |comptiment |compliment |comoliment senices [n/a o No None. * resolved issue with orevious tenants debt | compliment - - -




property

dlosed
whilst off
on holiday
ant Complaint made regarding bid for * * * - Property open for bidding coch
Stage 25P50 [spsO Stage 220 Housing [identify | not lose prop @ A/Lstaffto over holidays she also felt that she wasnt dealt with nicely she was Housing &
1267 11/01/2016 _|omolaint__|Workine Daws __|Upheld - cHA Senvice Failure [Services |staft use email not chat No None |1ston list this chaneed. full details attached Upheld - CHA Service Failure 13
Stage 15PSO [5PSO Stage 15 Housing
127 15/01/2016 |Comolaint | Workine Davs Required _|Services [n/a nfa No None _[Bins are not beine out back in the oroer bin store after colle: Reouired .
Tenant s unhappy with lack of information provided at sign up and
Stage 15P50 [spsO stage 15 Housing [training | staff involved trained on standard of property when it was let (further complaint logged re this.
175 15/01/2016 | Comolaint__|Workine Daws | Upheld - CHA Service Failure [Services |issue _|heatine sustem No None _|with Upheld - CHA Service Failure . .
Stage 15PSO [5PSO Stage 15 Housing Former tenant unhappy about being charged for keys not coming In
176 15/01/2016 |Comolaint | Workine Davs __|Explanation (Refuted) Senices |no nfa No None _|until the 3rd of November Explanation (Refuted) . .
T complained about wrong information being given to him on several
Stage 15P50 [spsO stage 15 Housing ocasions about hs rent account and also debt letter regarding
183 18/01/2016 | Comolaint__|Workine Daws___|Upheld - cHA Senice Failure |Services No None _|factorine Upheld - CHA Service Failure
Stage 25PSO [SPSO Stage 220 Housing
130 21/01/2016 _|comolaint_|Workine Daws __|Upheld - Contractor Service _|services No None the standard of the lose cleaning Uoheld - Contractor Senvice .
emall sent
Stage 15P50 [spsO stage 15 Housing [towrong | office servasked to add owner emailed on 5/1/16 regarding bin store and no one replied or
1305 21/01/2016 | Comolaint | Workine Davs | upheld - it Failure |Services |section | Newark ontolist No None | did anthine about this Upheld - CHA Service Failure
Stage 15PSO [SPSO Stage 15 lousing Complained that the bins were not put back after collection on
1315 29/01/2016 | Comolaint | Workine Dave laint Refuted senices |n/a nfa No None _|Tuesday. -
Letter received re close deaning charges and man fees - she couldnt
Stage 15P50 [spsO Stage 15 Housing understand the letier ans has been passed pillarto post still no Housing
1322 01/02/2016 | comolaint __|Workine Dave | upheld - ct Failure |Senices No None _|resolve Upheld - CHA Service Fallure Senices
Stage 15PSO [SPSO Stage 15 lousing Tighton © HOUSING
1326 03/02/2016 | comolaint _|Workine Dave | upheld - ct Failure |Senices No None Work Upheld - CHA Service Fallure seavices
fime to
Stage 15P50 [spsO Stage 15 Housing |complete (1) timescale to complete Call-out repair (2) Called office at 16-59
1337 09/02/2016 | comolaint | Workine Davs laint Refuted ervices |EME repair None _|and answer machine was on. -
Stage 25PSO [SPSO Stage 220 iousing [human |all staff reminded to check
1360 20/02/2016 | Comolaint | Workine Davs | upheld - it Failure |Serices |error ail None |tenant's arrears letter was tenantin error Usheld - CHA Service Failure
Stage 15PSO [SPSO Stage 15 lousing Complaint re close cleaning not up to standard when they first
1372 29/02/2016 | Comolaint | Workine Dave Senice |Senices No None _|started and not cleanine walls and bin area when it should be Upheld - contractor senvice. -
Wrong,
Stage 15P50 [spsO Stage 15 Housing |kitchen Tenant was to kitchen fitted over the weekend and no one has got
1391 04/03/2016_|comolaint__|orkine Davs Senice _|Senvices |orderded No None _|back to her the kitchen fitted is the wrone colour. Upheld - Contractor Senvice. u
Stage 15PSO [5PsO Stage 15 Housing a
1395 07/03/2016 | comolaint _|Workine Dave | upheld - ci Failure |Senices |no none No None _|she had oaid £420.00 and has receiot Upheld - CHA Service Failure u u
#+ %%+ called to aduise that she was upset at stll receiving mail
Stage 15P50 [spsO stage 15 Housing with her husbands name on it. * advised that Death Cert was
110 10/03/2016 | Comolaint | Workine Davs __|Explanation (Refuted; senices |no No None _|handed in overa week aco Explanation (Refuted) -
bin ot
being put
backin
correct bin
Stage 15P50 [spsO stage 15 Housing [store after Report that bin not being returned to her bin store and being putin
1413 16/03/2016 | Comolaint_|Workin Davs Senice |senices |collection |n/a No None. Upheld - Contractor Senvice. u
airs not
eing Not happy with standard of stair cleaning said just getting a wipe
Stage 15P50 [spsO stage 15 Housing |dleaned over and edges not getting cleaned properly. Also inside windows
116 17/03/2016 | Comolaint__|Workin Davs Senice |senices |oroperlv_|n/a No None | not beine done. Upheld - Contractor Senvice. u
slipped on
et floor
left by
Stage 15PS0 [sPsO stage 15 Housing |close cleaners went back and
1428 22/03/2016 | Comolaint_|Workin Davs Senice _|Senices |cleaners _|dried the floor No None _|Close cleanine left the stairs soken wet and Miss * slinned Uheld - Contractor Service. .
Tenantis fact she made a
Stage 15PS0 [sPsO stage 15 Housing her neighbour dispute and Cloch did not action it. She also said she
1002 31/03/2016 | Comolaint | Working Dave __|Explanation (Refuted; senices |n/a nfa No None __|renorted it into the office and nothin was done about it Explanation (Refuted)
Not
satisfied
Stage 15PS0 [sPsO stage 15 Housing |with close Stairs are not being cleaned properly. Botiom stairs look grubby and
1045 31/03/2016_|Comolaint__|Workine Davs Senice |Senices |cleaning _|n/a None | men onlvtakine 5 minutes to do close Upheld - Contractor Senvice. .
Staff reminded about Miss * called on behalf of her mother. She feels that her mum has.
Stage 15PS0 [sPsO stage 15 Housing customer standards and not been kept informed she received a letter on the Saturday stating
1461 11/04/2016 | Comolaint | Working Dave | upheld - CiiA Failure |Senices |n/a mail tumaround No None __|if she did not reoly bu friday 12 noon the offer withdrawn Upheld - CHA Service Failure . .
Stage 25PSO [5PSO Stage 220 Housing Customer claimed that  was cheekyto him that that the Association
1465 11/04/2016 | comolaint | Workine Davs | complaint Refuted senices |n/a None ves Race |was racist in their dealines with him. . .
close
Stage 15PS0 [sPsO stage 15 Housing |dleaning Tenant complaint that card put through door to say close cleaned but
1472 14/02/2016_|Comolaint | Workine Dave __|Explanation [Refuted; Senices |comolaint |n/a None | she said close has not heen d Explanation (Refuted) .
Coch
Stage 15PS0 [sPsO stage 15 Housing Complaint about close cleaning going ahead no happy and not Housing
1492 25/04/2016_|comolaint rkine Dave | Explanation (Refuted Senices No None [nauine it Explanation (Refuted) Associatio
Stage 15PSO [sPsO Stage 15 Housing
1493 25/04/2016 | Comolaint _|Working Dave Senice |Senvices |n/a nfa No Nome |Nothaoovwith standard of clean and bin area not hean cleaned __|Uoheld - Contractor Service. .
Stage 15PSO [sPsO stage 15 Housing advise us about the dog ather
1495 25/04/2016 _|Comolaint | Working Davs __|Explanation (Refuted; Senices No None _[oronerty Explanation (Refuted) g g
Social worker obo tenant was really happy with the senice that * *
Housing provided in assisting his client with being rehoused. very
1502 28/04/2016 | cComoliment | comoliment Comoliment Senices No None _|orofessional Compliment - -
Stage 15PS0 [sPSO stage 15 Housing Close cleaners were at property today and she was notimpressed
1506 03/05/2016 | comolaint | Workine Davs Senice |Senvices |n/a nfa No None __|with the standard Upheld - Contractor Service. -
Stage 25PSO |5PSO Stage 220 Housing tenant unhappy with the response from the stage 1complaint
1508 03/05/2016_|Comolaint _|Workine Dave __|Explanation (Refuted Senices No None | number 1492 Explanation (Refuted) -
enants
notaware
letter sent
Stage 15P50 [sPsO stage 15 Housing |to all note this on leter "sent to unhappy with the tone of a letter sent out which they felt was
1509 27/02/2016 | Comolaint | Working nave Failure |Services |residents [all residents No None | accusing them of dumpine rubbish without oraaf Upheld - CHA Service Failure - -
Stage 15PSO [sPSO stage 15 ousing |close not Reported close not cleaned on Tuesday as water mark from last
1513 04/05/2016 | comolaint | Workine Davs Senice |Senices |cleaned |n/a Nome |week still on stairs and never had card thru door fo advise had heen |Upheld - Contractor Service. -
Tenantis in dispute over a recharge foritems that were removed
Stage 15PS0 [sPsO stage 15 Housing from his close that he has been charged for and wants to know why
1531 13/05/2016 |comolaint | Working Dave | Explanation (Refuted; Senices |nfa nfa No None __|he it heing recharced? Explanation (Refuted)
Housing Ms * wanted the Association o note how helpful and mannerly  is.
1533 16/05/2016 | Comoliment | comoliment Comoliment Senices No None Compliment - -
Coch
Stage 15P50 |5psO Stage 15 Housing Not happy about recharge repair he uses bin properlyand doesnt Housing  |Housing.
1537 17/05/2016_|comolaint__|Workine Dave __|Explanation (Refuted; Senices No None _|think he should nau Explanation (Refuted) Senices | Ascaciatio
Stage 15PSO [sPSO stage 15 Housing
1539 18/05/2016 _|comolaint | Workine Dave __|Explanation (Refuted; Senices No None | Comalaint about senice in seneral Exolanation (Refuted)
Housing Mrs * expressed that during the recentissues she has had * always
1547 20/05/2016_|comoliment | omoliment Comoliment Senices No None [answered the nhone in 2 nolite and corteous manner Compliment - -
Stage 15PSO [sPSO stage 15 Housing
1589 20/05/2016 |comoiaint | Working pave _|Explanation (Refuted; Senices |RR Letterissued None |Disouring RR charse for dearing bin area Fxolanation (Refuted)
Tenantis complaining that even though she complains about dog
Stage 15PsO [sPsO stage 15 Housing fouling outside her home she i still having the same problem. She
1550 20/05/2016 | comolaint__|Working ba; Explanation (Refuted Senices No None i ackine if thers is anvthine other than sanding latters ta tenants | Explanation (Refuted)
Stage 25PSO [SPSO Stage 220 Housing
1551 20/05/2016 | comolaint | Working pa: Upheld - Contractor Senice | Senices |n/a nfa N None of cleaning dlase Unheld - Contractar Service. -
Mr* received a recharge and has complained that he has been
Stage 15PsO [sPsO stage 15 Housing charged and the contractor * did not carry out work and still charged
1552 23/05/2016 |comolaint | working pave _|Explanation (Refuted; Senices No None _farit Explanation (Refuted) -
Stage 15PSO [sPSO stage 15 Housing
1553 23/05/2016 |comolaint | working pave _|Explanation (Refuted; Senices No None [ Mr*ic not navine recharse a rubbish was not his Fxolanation (Refuted)
Stage 15PSO [sPSO Stage 15 Housing
1555 23/05/2016 |comoiaint | working pave _|Explanation (Refuted; Senices No None [Not hanoy ahout recharse renaic heins charsed to . Fxolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing Received Rechargeable repair and is not happy that she has been
1557 23/05/2016 |Comolaint | Working Daws __|Explanation (Refuted; Senices No None _chareed Explanation (Refuted)
We are rehousing undesirables and he has lost 4 tenants through
Stage 15P50 [P0 Stage 15 Housing his. There is also a scatter flat next door to it he has now to look for Cloch
1561 24/05/2016 |Comolaint | Working Daws __|Explanation (Refuted; Senices No None _[another new tenant Explanation (Refuted) Housing
[Anonymous caller reported that M * has a M * * (partner] lang at
Stage 15750 [P0 Stage 15 Housing propertyand he is in full time employmentin * and she is receives
1568 26/05/2016_|Comolaint__| Working Davs Senvices No None [housing benefit . .
Stage 15PSO [P0 Stage 15 Housing information by
1569 26/05/2016 | Comolaint__|Working Davs __|upheld - GHA Senice Failure |Senvices No None [Assodiation staff and ab ) Upheld - CHA Service Failure - -
Stage 15PSO [P0 Stage 15 Housing Housing
1586 07/06/2016 | comolaint__|Working Davs __|upheld - CHA Service Failure |Services No None | No haoou with recharee to clear bin area Uoheld - CHA Service Failure Senices
Gose
Stage 15P50 [P0 Stage 15 Housing |cleaning
1608 15/06/2016_|comolaint_|WorkingDavs __|Upheld - Contractor service _|[serices |standard_|n/a None | Not hapov with close dleaning of stairs Usheld - Contractor Senvice .
Bins not
Stage 15P50 [P0 Stage 15 Housing |uplifted by
1610 16/06/2016_|comolaint_|WorkingDavs __|Upheld - Contractor service _|[seices |council _|n/a None _[Black bins Tuesdavand not emotied by * Usheld - Contractor Senvice .
Rechargea
Stage 15P50 [spsO stage 15 Housing |ble Repair
1615 09/06/2016 | comolaint__|Workine Davs __|upheld - ca senvice Failure |senices |avpeal _|n/a None oived Uoheld - CHA Service Failure
Mrs * of flat * called regarding the letter about children playing
Housing during the holidays. she is delighted that she has received this as.
1621 20/06/2016 | Comoliment | compliment Compliment Senices No None _|the children are a oroblem she dindt want to comolain compliment - -
Paying for a senice to have her bin taken from bin store for collection
Stage 15P50 [spsO stage 15 Housing and this is not being done properly. Rubbish disposed of properly.
1626 21/06/2016 | Comolaint__|Working Daws __|upheld - contractor service _|Services None __[butis strewn over the pavement. T not haoov. Upheld - Contractor Senvice -
Stage 15PSO [5PSO Stage 15 Housing
1620 21/06/2016 |comolaint | Workine Davs |Explanation (Refuted; Services notify owner of R, No None _[owneris upset at how lone it has taken cloch to emotvflat * * bin__|xolanation (Refuted) . .




Stage 15P50 [SPsO Stage 15 Housing Complaint e Goor entrysystem and lack of contact with tenants at
1630 21/06/2016 |Comolaint | Workine Daws __|Explanation (Refuted) Senices |nfa nfa No None |submittedvia ®® Explanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
1636 20/06/2016 |Comolaint | Workine Daws __|Explanation (Refuted) Services No None _[see atached letter. Exolanation (Refuted) -
Housing ““esidents thank you for your continued support especially * *
1680 20/07/2016 | compliment | compliment Compliment Senvices No None _|emails attached in notes Compliment .
Housing |Complime.
1683 21/07/2016 | compliment | compliment Compliment Senices |nt nfa None _|Called to thank for helo in assistine with oossible Comoliment .
Cose
Stage 15P50 [spsO stage 15 Housing |cleaning
1687 20/07/2016 |Comolaint | Workine Davs __|complaint Refuted Senices |notereat |nfa None cleaning was not ereat this week.
Enquiryre
communic
ation with
spso tenants tenant unhappy with the imposition of close cleaning contract and
Referred |SPSO Referred Housing |pre close feels the Association did very little to resolve this before imposing
1705 25/07/2016 | Comolaint | comolaint Complaint Refuted Senices |contract _|informati lied No None |this senice
edid
Stage 15P50 [spsO stage 15 Housing [notsayit | Al texts sent will advise tenant unhappy that his mobile number was passed to survey
1725 09/08/2016 |comolaint __|Workine Dave | Explanation (Refuted) Services |was from_|thevare from cHA No None | monkey Explanation (Refuted)
dissatisfic
dwith
atiitude of Mrs * phoned to complain about the manner in which * spoke to her complaint
Stage 15P50 [spsO Stage 15 Housing [staff in relation ta her rent. She felt she was rude and condescending this
1732 12/08/2016 | Comolaint | Workine Davs | Upheld - it Failure |Services |member No None _|has been on more than one oceasion. Upheld - CHA Service Failure senice.
Stage 15PSO [SPSO Stage 15 Housing
1735 15/08/2016 | Comolaint | Workine Daws __|Explanation (Refuted) services No None colourof blinds outinto the Exolanation (Refuted)
Direct Debt]
not
Stage 15P50 [spsO Stage 15 Housing |adjusted Direct Debt was increased incorrectly so the tenant was charged rent
1737 15/08/2016 | Comolaint | Workine Davs | Upheld - it Failure |Services |oronerlv. |Email sentto staff. No None _|twice on 28/7/16 and 29/7/15. Upheld - CHA Service Failure
tenant s alledging that a member of staff from this office called her
Stage 15P50 [spsO Stage 15 Housing mother and told her she was moving to * * after she aduised she did
1738 15/08/2016 | Comolaint | Workine Dave laint Refuted Serices No None | not want her parents informed
Housing
1702 18/08/2016 | Compliment | comoliment Compliment Serices No None | Analusis of 155 for £ Comoliment -
Stage 15PSO [SPSO Stage 15 Housing Tenant replied to EM Sat Survey to say she was unhappy with how the
1743 18/08/2016 | Comolaint | Workine Dave laint Refuted Serices No None dealt with
Housing Compliment for swift response and professional senice by * in
1748 18/08/2016 | Comaliment | comoliment Comoliment serices No None | rubbish beine removed from the close Compliment u
Housing NTSS: T advising that she Is very happy n her new home and that ©
1755 22/08/2016 | comaliment | comoliment Comoliment services No None _|was very heloful during the orocess Compliment u
Housing Coming from * * 1 am very happy with the property was offered. It was
1756 22/08/2016 | comaliment | comoliment Comoliment serices ves None __|secure and | was keot up to date throushout there-housing socess | Compliment
Housing Very happy with senvice all staff and contractors helpful both * and
1758 22/08/2016 | comaliment | comoliment Comoliment serices No None _|* were very heloful Compliment u
Housing tenantvery pleased from allocation to moving Into property. staff
1760 22/08/2016 | comaliment | comoliment Comoliment services No None and f Compliment
[Tenant unhappy about receiving an untidy garden letier on the 30th
Stage 15P50 [sPsO stage 15 Housing August. Tenant had picture of her garden which was dated the 29th
1798 06/09/2016 | comolaint _|Workine Dave | Explanation (Refuted senices |n/a No None | usust Explanation (Refuted)
[Tenant unhappy about recieving a letter about the condition of her
Stage 15P50 [sPsO stage 15 Housing garden. Tenant aduised that her husband spoke to * who issued an Housing
1799 06/09/2016 | Comolaint _|Workine Dave | Explanation (Refuted services None _|anoloevi am assumine Mr * contacted in resoonse to D Explanation (Refuted) Senices
Stage 25PSO [5PsO Stage 220 Housing Tnvestigation Furtherstaff Former tenant wishes to complain about a breach of data protection
1810 09/09/2016 | Comolaint _|Workine Dave | Upheld - cia Failure |Senices |n/a trainine on D No None _|from a member of the. Upheld - CHA Serice Failure .
Stage 15PSO [sPsO stage 15 Housing
1812 14/05/2016 | Comoaint rkine Dave | Complaint Refuted Services No None | Ananumous I B
tage 15PSO | SPSO Stage 15 Housing tenant unhappy with request to pay one month in advance 3 years
1816 15/09/2016 _|Comolaint _|Working Davs __|Explanation (Refuted; Services No None _|aso Explanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing Complaint received re allocation of property. Tenant does not live
1817 14/05/2016 | comolaint__|Working Davs __|complaint Refuted Services No None _|there. Daushter and her friend do .
tage 15PSO | SPSO Stage 15 Housing [Tenant annoyed that * didnt visit this week a5 * had promised even
1818 20/05/2016 | comoaint rkine Dave | Explanation (Refuted Services No None __|thoush she went out and visited her neishbour Explanation (Refuted) .
tage 15PSO | SPSO Stage 15 Housing
1819 10/09/2016 _|comolaint _|Working Davs __|Explanation (Refuted; Services No None _|email from * * on behalf of * * resardin use of the back sarden | Exalanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
1829 22/09/2016 | Comolaint_|Workin Davs Senice _|Senvices No None _|owner comlaine resarding ooor finish at ioint an rausheast Usheld - Contractor Service. .
Stage 15PSO [sPsO stage 15 Housing Please take note that once again * * have not artived on time 1o fulfil
1840 27/05/2016 | comoaint rkine Dave | Complaint Refuted Services No None _|their dutie of taking out the bins at ** *
tage 15PSO | SPSO Stage 15 Housing Called to report that the close cleaners are Kicking door in 1o gain
185 27/05/2016 _|Comolaint _|Working Dave Senice |Senvices No None _|access to clean close Upheld - Contractor Service.
Stage 15PSO [sPsO stage 15 Housing Complaint against semvice after receiving a letter to stop feeding Housing
1845 27/05/2016 _|comolaint _|Working Davs __|Explanation (Refuted; Senices No None _|birds Explanation (Refuted) Senices
tage 15PSO | SPSO Stage 15 Housing tenant unhappy witht the way * spoke to him regarding his smoke
1850 27/05/2016_|comolaint rking Dave | Complaint Refuted Senices No None _[alarm beine activate
tage 15PSO | SPSO Stage 15 Housing
185 28/05/2016 | Comolaint_|Working Dave Senice |Senvices No None _|Herbin has not been out back into the bin area buclose cleaners __|Uoheld - Contractor Sevice.
Stage 15PSO [sPsO Stage 15 Housing % are putting bins out for collection but not retuming them 250
1860 20/09/2016 _|comolaint | Working Dave __|Explanation (Refuted; Senices No None _|standard of is noor. Explanation (Refuted)
Would ke
o thank *
and the =
staff for
Housing |the Would like to thank * and the * staff for the fantatstic job they did
1873 03/10/2016 | comoliment_|comoliment Comoliment Senices |fantatstic No None _|installing the new hearting svstem Compliment
Recharge
applied
agains a
nant Mr* (PoA) for Mr * called into office to complain about recharge. He
Stage 15P50 [sPsO stage 15 Housing |without | Email to HA's to follow RR advised that there is no evidence Mr * was responsible for umating
1888 06/10/2016_|Comolaint | Workine Davs Failure |Services |evdence |oracedure No None _|in the clase. Upheld - CHA Serice Failure
Contractor
failure to [ Contratcor has been Tenant has claimed that contaractor has damaged carpets in her
Stage 15P50 [sPsO stage 15 Housing |address | reminded of site home and shouldnt have been in her home to damage itin the first
1893 07/10/2016 | comolaint_|Workine Dave Senice |Senices |issue No None _[lace Upheld - Contractor Service.
Stage 15PSO |SPSO Stage 15 Housing tenant unhappy with how she was dealtwith when complaining
1906 11/10/2016 |Comolaint | Working Dave Senices No None _|about her neishbour * .
reading
rental
statement
Stage 15P50 [sPsO stage 15 Housing | misinform |dlarification with SHO NF on Tenant unhappy about being advised there has been an arear since
1923 17/10/2016 |Comolaint | Working Dave Failure |Services |ed tenant |errorin read + o None | Aoril 2016 with no notification Upheld - CHA Serice Failure
Housing to say thanks for getting thatwas
1056 03/11/2016 | comoliment_|comeliment Comoliment Senices No None [outside the close removed Compliment -
Mr & Mrs * emailed to complain about wsitors to Mr * house noise
Stage 15PsO [sPsO stage 15 Housing drug taking in area and mentioned that they feel CHA have not dealt Housing
1068 10/11/2016 |comoiaint | working pave _|Explanation (Refuted; Senices No None |with these iscues in the nast Explanation (Refuted) Senices
Stage 15PSO [sPSO stage 15 iousing Mrs * 15 still waiting on someone collecting the ASB logs and has
1970 18/11/2016 |comolaint | Working pave |Upheld - CHA Senvice Failure |Senices No None [had not contact resarding anening noise comolaint Upheld - CHA Service Failure
Stage 15PSO [sPSO Stage 15 iousing Called re letterissued not happy that Cloch are threatening to evict
1084 22/11/2016 |comoiaint | working pave _|Explanation (Refuted; Senices |nfa nfa o None |tenants who have not accented decant. Explanation (Refuted)
Stage 25PSO [SPSO Stage 220 Housing Reminded staff aboutsign “made onhertB
1086 22/11/2016 |comoiaint | working pave _|Explanation (Refuted; Senices |nfa 1o /1B orocess No None _|with decant renuirements Explanation (Refuted) -
Stage 15PSO [sPSO stage 15 Housing
1087 22/11/2016 | comaaint riine Dave__|Explanation (Refuted Senices No None _|tenant uncet at NoP Exnlanation (Refuted)
Stage 15PSO [sPSO stage 15 Housing Wants to complain that s first on housing Iist but has been told that
1088 23/11/2016 |Comoiaint | Workins nave Senices No None |can't move. T saus Cloch are Ivine to hi
Stage 15PSO [sPSO stage 15 Housing tenantis annoyed that her neighbour upstairs got offered a property
2007 05/12/2016 | comolaint | Workine Dave Senices |nfa nfa No None _[in* * aver her
Tenant handed 2 bores of sweets (passed to * in thanks for all
Housing Kindness and help he has received from staff and for the refund of
2013 08/12/2016 | compliment_|comoliment Compliment Senices No None _|rent He card - will hand this in Compliment
Stage 15PSO | 5PSO Stage 15 Housing Mr * recieved a Rent Increase Survey on saturdayand he isnt happy
2038 19/12/2016 |Comolaint | Working Davs _|Explanation (Refuted; Senvices No None [see notes Explanation (Refuted)
Housing Mr = sister phoned to say what a wonderful senice we are prowiding
2035 19/12/2016 | Comoliment | comoliment Compliment Senices |nfa nfa No None |t her brother its a huge weieht off her shoulders. Compliment
Housing
2037 20/12/2016 | Comoliment | comoliment Compliment Senices No None |** handed in a eift of chocolates as 3 thanks vou Comoliment .
Stage 15PSO |5PSO Stage 15 Housing Tenants boyfriend reported that *cleaning had leftall th & windows
2056 05/01/2017 | comolaint _|Workine Davs Senices No None [onen and the close got wet and her son fell down the stairs
Housing in satisfaction sunvey Tosee
2066 10/01/2017 | Comoliment | comoliment Compliment Senices No None |notes. Compliment .
Stage 15PSO |5PSO Stage 15 Housing email received regarding bins not being retumed to bin area after
2068 11/01/2017 |Comolaint | Working Davs __|Explanation (Refuted; Senvices No None | collection Explanation (Refuted)
Stage 15PSO [P0 Stage 15 Housing tenant advised no one ever returns her call when she leaves a
2081 16/01/2017_|Comolaint_|Working Davs Senvices |nfa nfa No None |message
Housing
2083 18/01/2017 | Comoliment | compliment Compliment Senices No None _|Tenant was extremely hapovwith how * dealt with his EM comolaint | Compliment -
Stage 15PSO [5PSO stage 15 Housing Mrs *is not happy that her tenant (private let) received  letter about
2084 18/01/2017 |Comolaint | Working Daws _|Explanation (Refuted; Senices No None _|the items to be removed within the bin area. Explanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing Tenant unhappy at receiving an arrears letter when he has
200 20/01/2017_|comolaint__|Working Daws __|upheld - cHA Senice Failure |Senvices No None _[ourchased his house and has an actual credit Upheld - CHA Service Failure -
Stage 15PSO [5PSO Stage 15 iousing Not happy with free FACE event taking place when rentis increasing
2006 23/01/2017 |comolaint | Workine Daws _|Explanation (Refuted; Senices |nfa nfa No None [by3% Explanation (Refuted)
Housing very happy with how dealtwith herallocation he was very
2007 24/01/2017 | Comoliment | compliment Compliment Senices No None _|heloful Comoliment -
Housing
2008 24/01/2017 | comoliment | compliment Compliment Senices No None |received from * * 100% Comoliment .




Housing Very happy with service from all staff and contractors especially* *
2000 24/01/2017 | Compliment | comoliment Compliment Senices No None - Compliment
Stage 15PSO [SPSO Stage 15 Housing o allocations satisfaction sunvey 1o say “property
2100 24/01/2017_|comolaint_|Working Daws __|upheld - cHA Senice Failure |services No None | was dirty when | moved in” Upheld - CHA Service Fallure
I have written on numerous occasions regarding our bins at* + * My
Stage 15P50 [spsO stage 15 Housing bin does not get taken down the back AGAIN. This happens far to
10 27/01/2017_|comolaint__|Workine Daws __|upheld - contractor Service _|Services No None | manvtimes and | cannot understand why Thevwon't do it Upheld - Contractor Senice .
Stage 15PSO [5PSO Stage 15 iousing
2127 30/01/2017 |Comolaint | Workine Davs __|complaint Refuted Senices No None |Close dleaners are not deanine the dlsoe oroverly .
Housing
2145 08/02/2017 | compliment_|comotiment Compliment Senices No None |** ohoned to thank Cloch for todav's cinema event Comoliment
Housing Reported to * * - Tenant phoned to say thanks to all staff at * * today
2146 08/02/2017 | compliment_|comotiment Compliment Senices No None |thevhad a ereat time. Compliment . .
Housing Tenant called to discuss decant while on the phone she advised Property
2162 17/02/2017 | compliment | compliment Compliment Senices No None _|that she was so haooy with the i d investment at **__| compliment senices
Stage 15PSO [5PsO stage 15 Housing Email recived from Ms * complaining about the work required at
2165 20/02/2017 |comolaint | Workine Davs __|Explanation (Refuted) Senices [nfa nfa No None |hose she is wishine to exchanee to. Explanation (Refuted)
Comliment
about At drop in session Mr * wanted to say that he was delighted with
Housing |current Cloch Service and tha tthe rent rise was being to putto ggod use
2175 23/02/2017 | compliment | compliment Compliment Senvices [senices | None No None | modern aporentice and earden tidy scheme Compliment
Stage 15PSO [SPSO Stage 15 tousing ‘owner not happy with one off clean oil stains stll visible in comman
277 24/02/2017 | comolaint | Workine Davs Senice |Senices No None _|close stairs and landines Upheld - contractor senvice. -
Stage 15PSO [SPSO Stage 15 Housing
278 24/02/2017 | comolaint | Workine Daws __|Explanation (Refuted) senices |n/a nfa No None he cannot access web bortal Exolanation (Refuted)
tenant not
notified of She is not happy that she wasnt informed about the rentincrease at
Stage 15P50 [spsO Stage 15 Housing |rent fentincrease info added to sign up. 15t she knew about it was the DD confirmation at the higher
2181 27/02/2017 | comolaint | Workine Daws __|Explanation (Refuted) senices |increase |succession avoroval letter |No None Explanation (Refuted)
Stage 15PSO [SPSO Stage 15 Housing * wrote to complain about house visitto tenants Mr * and Ms * (Ten
219 21/02/2017 | comolaint | Workine Daws __|Explanation (Refuted) serices No None _[No* Explanation (Refuted) - -
Stage 25PSO [SPSO Stage 220 Housing Complained about the close deaning charge. 1115 not affordable and
2195 28/02/2017 _|Comolaint | Workine Daws __|Explanation (Refuted) serices No None __|the tenant's should be doine it Explanation (Refuted)
Stage 15PSO [SPSO Stage 15 Housing Thotaffordable can tenants
219 21/02/2017 | comolaint | Workine Daws __|Explanation (Refuted) services No None _|not iust do it themselves Explanation (Refuted)
Wrongly
advised of
the date
bacs
payment
Stage 15P50 [spsO stage 15 Housing |would be |advise given is a guideline complaint about BACS request for decant payment. He says that
2203 03/03/2017 | comolaint_|Workine Dave | Upheld - ci Failure |Serices |inale _|not definate No None be in his bank account today. Upheld - CHA Service Failure
Coch
Stage 15P50 [spsO stage 15 Housing Housing
2206 06/03/2017 | comolaint_|Workine Davs | complaint Refuted services No None _|Email recelved resarding the letter sent out to the dlase Assoc
“has had to put the bins outas * have not put the bins out for 3
Stage 15P50 [spsO stage 15 Housing weeks and they are not cleaning the close as they were meant to do
210 07/03/2017_| comolaint__|Workine Davs Senice _|senvices No None _|each dav Upheld - Contractor Senvice. u
Stage 15PSO [5PsO Stage 15 Housing tenant unhappy with the wording of the estate management letter
prit] 03/03/2017 | comolaint_|Workine Dave | Upheld - ci Failure |Senices No None _|sentfrom * * Upheld - CHA Service Failure
| would maybe consder attending If anyone from your office ever
Stage 15P50 [spsO stage 15 Housing to0k complaints about the state of the close we have to live in and Housing
2238 15/03/2017 | Comolaint | Workine Davs | complaint Refuted serices No None _|do something aboutit._On 1 Mar 2017 935 am "Office” <Omclach Senices
Stage 15PSO [5PsO Stage 15 Housing Mr * had tumed up for FACE meeting 10 mins late but was unable to
2241 16/03/2017 | Comolaint | Workine Davs __|Explanation (Refuted; senices |n/a nfa No None _|eain acces to the office Explanation (Refuted)
Stage 15PSO [SPsO Stage 15 ousing Close not cleaned properly using air freshener spray o freshen
2289 17/03/2017_|comoaint rkin Dave Senice _|Senvices No None Uaheld - Contractor Senice. .
Stage 15PSO [sPsO stage 15 Housing bout the close
2255 21/03/2017_|comolaint _|Working Davs __|complaint Refuted Services No None _|extended for a vear as we iust want o sive the maney to our mates
Stage 15PSO [sPsO stage 15 Housing Cose cleaning not to her standard she is not happy and the bin area
2259 22/03/2017_|comolaint | Working Dave __|Explanation (Refuted; Services No None _|has not been cleaned the area is ereen and so s the frant sten Explanation (Refuted) .
Stage 25PSO [5PSO Stage 220 Housing
2275 04/04/2017_| comolaint rkine Dave | Complaint Refuted senices No None the dleanine .
Stage 15PSO [sPsO stage 15 Housing
277 04/04/2017 | comolaint _|Workine Dave | Explanation (Refuted senices |n/a nfa No Nome [T alifuine for earden tidvscheme Exolanation (Refuted)
Mrs * called re the close cleaning at the above she said it’s not
Stage 15PS0 [sPsO stage 15 Housing being done properly. They are only spending 10 minutes to clean the
2306 20/04/2017_|Comolaint | Workin Davs Senice _|senvices No None | whole close the first 3 stairs are really dirtv Upheld - Contractor Senvice. .
Close cleaning has not been very good and they had to previously
Stage 15PS0 [sPsO stage 15 Housing come back and deep clean and she thinks this needs done again as
2307 20/04/2017_|Comolaint__| Workin Davs Senice _|Senvices No None __|they seem to use the ane water from too to bottom. Upheld - Contractor Senvice. .
Stage 15PS0 [sPsO stage 15 Housing
2318 25/04/2017_|comolaint rkine Dave | Explanation (Refuted Senices |nfa nfa No None has to orovide 28 davs notice to end her tenancy. _|Exalanation (Refuted) . .
Stage 15PSO [sPsO stage 15 Housing
2335 02/05/2017_|Comolaint _|Workine Dave | Explanation (Refuted Senices No None _|Tis unhaoovas she feels we are not dealing with her comolaint __|Exalanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing tenant has repeatedly asked for a breakdown of AR costs and has.
2337 02/05/2017_|comolaint__|Workine Davs | complaint Refuted Senices No None | never recieved this
Housing b the estate suneyto
2348 08/05/2017_| comoliment_|comoliment Comoliment Senices No None _|comoliment * Compliment - -
Housing
2351 08/05/2017_| comoliment_|comoliment Comoliment Senices No None _|Tenant resoonded ++|comoliment o o
Stage 15PS0 [sPSO stage 15 Housing
2352 08/05/2017_|comolaint__|Workine Davs | complaint Refuted Senices No None _|comolaint reeardine lotter received Comolaint Refuted . .
Miss * came into the office with a thank you card and chocolates she
Housing was 500 happy that she had her garden maintained by garden tidy
2353 08/05/2017_| comoliment_|comoliment Comoliment Senices No None _|over the moon Compliment -
Housing Tenant responded to the allocations satisfation sunvey o
2350 08/05/2017_| comoliment_|comoliment Comoliment Senices No None _|comoliment ® * Compliment - -
Stage 15PS0 [sPSO stage 15 Housing g
2361 08/05/2017_| comolaint rkine Dave Senices No None _|to her clase s thew out their bins away
Stage 15PSO [sPSO stage 15 Housing Tenant called to complain about alleged ASB tenant who may be
2365 10/05/2017 | Comolaint _|Working Dave Senices No None | moving next door o he named as * . .
Stage 15PSO [sPSO stage 15 Housing
2378 11/05/2017_|Comolaint _|Working Dave Senices |nfa nfa No Nome [issue after factorine suney Comolaint Refuted
tage 15PSO | SPSO Stage 15 Housing
2381 12/05/2017_|comolaint rking Dave___|Explanation (Refuted Senices No None |Worried about llocation of pronerty next doar ta * + Exolanation (Refuted) . .
Stage 15PSO [sPSO stage 15 Housing complaint regarding close cleaning she does not think the landing is
2388 17/05/2017_|Comolaint _|Working Dave Senice |Senvices No None _|heing cleaned. MArk on floor has heen there for a number of weeks _|Upheld - Contractor Service. -
Stage 15PSO [sPSO stage 15 Housing Bottom of close not being done properly tis looking worse thatit
2393 18/05/2017 | Comolaint | Working Dave Senice |Senvices No None |was before Upheld - Contractor Service. -
Tnformatio
ngiven to
RCH which
enant Mr* called to say his partner * * had received letter from RCH
Stage 15Ps0 [sPsO stage 15 Housing |states is knocking her back' for housing because of the report given by Cloch
2308 10/05/2017 |comoiaint | Working pave _|Explanation (Refuted; Senices [untrue. No None _[ahout him eausing damase to the aronert Sea nates Explanation (Refuted) - -
Decant
Stage 15Ps0 [sPsO stage 15 Housing |accomodat Tenantis asked fora
2022 31/05/2017 |comolaint | Working pave |Upheld - CHA Service Failure [Services |ion et with tenant N Nome |weeks to contatc her about meving house and she hasat had 2 realy_|Upheld - CHA Sence Failure
Stage 15PSO [sPSO stage 15 Housing [Tenant phoned in and was advised by a member of staff that she
232 02/06/2017 | comolaint _|Workine Dave | Upheld - CHA Service Failure |Senices [n/a nfa N None [had £1200 rent arears which was incarrect Upheld - CHA Service Failure Hausing
Stage 15PSO [sPSO stage 15 Housing Complaint received regarding the playpark weeds litter and
2059 18/06/2017 |comolaint | Working pave |Upheld - Contractor Service _|Senices No None |oversrown erass Upheld - contractor Senvice -
Stage 15PSO [sPSO stage 15 Housing T's daughter called very unhappy with the call she received from * re.
2050 15/06/2017 |comoiaint | working pave _|Explanation (Refuted; Senices No None _|dos fouling in sarden Explanation (Refuted) - -
Stage 15PSO [sPSO stage 15 Housing
2078 19/06/2017 |Comoiaint | Workins nave Senices No None [unhanou with cattt attinude. Comolint Refuted
Coch
Stage 15PsO [sPsO stage 15 Housing complaint about the portal difficult to understand as it does not Housing |19 8ogle.
2509 12/07/2017 _|comolaint | Working pave |Upheld - CHA Service Failure |Senices No None |shaw balance due Upheld - CHA Serice Failure accariatio [street
[Thinks that we are not doing anything about the neighbour - thinks
Stage 15PsO [sPsO stage 15 Housing we are being more sympathetic than we should be. Original letter
2522 17/07/2017 | Comolaint | Working Davs Senices No None [attached.
Stage 15PSO [P0 Stage 15 Housing
2525 18/07/2017_|Comolaint__|Working Davs___|upheld - Contractor Service _|Services No None _|Tcalled to savclose cleaners are Usheld - contractor Senvice. .
Stage 15PSO [P0 Stage 15 Housing On behalf of Mr * * *at*=* ASB from neighbour * * * see
2538 20/07/2017 |Comolaint | Working Davs _|Explanation (Refuted; Senvices No None _[attachments. Explanation (Refuted) . .
Stage 15PSO [5PSO Stage 15 Housing Tenant unhappy with Ietter from Cloch aduising him that the close
2550 31/07/2017 |Comolaint | Working Davs __|Explanation (Refuted; Senices |None No None _|cleanine will commence on 1/8/17. Explanation (Refuted)
Ms * s complaining abouthe fact her parents in number * are being
Stage 15P50 [P0 Stage 15 Housing subjected to difficult iving conditions by the neighbour above being
2560 02/08/2017 |comolaint _|Workine Dave _|Explanation (Refuted Senvices No None _[ant sodial Explanation (Refuted) . .
Complaint taken by Tenant complained that * * was very cheeky o
Stage 15P50 [P0 Stage 15 Housing her on the phone going on about how much she owed in rent and
2563 03/08/2017_|comolaint__|Workine Davs Senvices No None |was soeaking to her as if she was 2 five-vear-old. . .
Stage 15PSO |SPSO Stage 15 Housing
2586 10/08/2017_|Comolaint__| Working Davs Senices No None _|tone of email senton the oth o1 . .
Stage 15PSO [P0 Stage 15 Housing
2505 15/08/2017 |Comolaint | Working Davs __|Explanation (Refuted; Services No None __|unhanoy with decision to bvpass herfor * * * Exolanation (Refuted)
Housing T daughter - Thank you for all the help * gave to her parents in
2615 25/08/2017 | Comoliment | compliment Compliment Senices No None |eetting the HB claim sorted out compliment - -
Stage 15P50 [spsO stage 15 Housing |communic Mrs * daughter phoned about the letier issued regarding the arrears
2617 25/08/2017 |Comolaint | Working Davs _|Explanation (Refuted; Senices [ation No None _[on the tenant's rent account, Explanation (Refuted)
[This is due [ have visited and we
Stage 15P50 [spsO stage 15 Housing [towater |require an agreement with Various issues regarding outstanding repairs. See notes for more
2637 06/09/2017 | comolaint__|Workine Davs Required |Services [ineress [this tenant None _|details. Required




Double D

payment
aken by
Stage 15P50 [spsO stage 15 Housing |Allpay on Miss * phoned to complain about the double DD payment being
2643 11/09/2017 |Comolaint | Workine Daws __|Explanation (Refuted) Senices |8/6/17 No None _|taken from her bank Fridav8/9/17. Explanation (Refuted)
Stage 15PSO [5PSO stage 15 Housing
2655 12/09/2017_|omolaint__|Workine Davs | Upheld - cHA Sevice Failure |Services |n/a nfa No None _[mi* has been eiven a first refusal forofferof * * *_|Unheld - GHA Senice Failure
tage 15PSO |SPSO Stage 15 iousing Tenant not happy that £100 was paid to rent account - she says she,
2670 25/09/2017 |Comolaint | Workine Daws __|Explanation (Refuted) Senvices No None _|doesnt have arrears Explanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2678 21/09/2017 |Comolaint | Workine Daws __|Explanation (Refuted) Senvices No None _[Bins taken out and not returned to location_Doe dirtin back stairs _|Exalanation (Refuted)
Stage 15PSO [5PSO stage 15 Housing
2685 05/10/2017 | comolaint__|Workine Davs _|Explanation (Refuted) Senvices Avoloey No None a letter with no content. Exolanation (Refuted)
e 15PS0 [SPSO Stage 15 Housing
2601 02/10/2017 |comolaint__|Workine Davs | complaint Refuted Senices No None |askine why £100 was taken
tage 15PSO |SPSO Stage 15 Housing Mr * unhappy as unable to get keys until he has maid rent and
2707 17/10/2017 |Comolaint | Workine Davs __|Explanation (Refuted) Senices |nfa nfa No None |siened his wants 1o have access to kevs orlorto_|Explanation (Refuted)
Stage 15PSO [5PSO stage 15 Housing |Repalr not Tsaid she spoke to * on Friday 20th Oct to say door lock needed
25 25/10/2017_|comolaint | Workine Daws | Upheld - CHA Service Failure |Services |recorded. |Avoloevand raised reoair._|No None _|repaired. Upheld - CHA Service Failure .
tenant
code used
and allpay
not
Stage 15P50 [spsO Stage 15 Housing |searched |email sent tohousing
2731 30/10/2017 |Comolaint | Workine Davs | upheld - cit Failure |Services |oronerly _|section No None _|Tenants taken twice todav Usheld - CHA Service Failure
Ms * paid £400,00 to her rent account. * forgot to put in her diary it
Stage 15P50 [spsO Stage 15 Housing was paid | called Ms * to see if she had made the payment and
739 01/11/2017 | comolaint__|Workine Dave | Explanation (Refuted) senices |n/a nfa No None |aduised it was paid on the 31/10/17. Ms * was not haoov. Explanation (Refuted) -
Stage 15PSO [SPSO Stage 15 lousing Pays for close cleaning/bin senvice. For about 4th week in a row the
2801 29/11/2017 | Comolaint | Workine Davs Senice |Senices No None _|bins are beine out out but not beine broueht back Upheld - Contractor Senice
Stage 15PSO [SPSO Stage 15 lousing
2805 29/11/2017 | Comolaint | Workine Dave laint Refuted Seices No None _|tenat would like her relaced in certain rooms.
“was firstfor * * * * which closed on 17/9/2017 was offered the
Stage 15P50 [spsO Stage 15 Housing property on 2/10/2017. Not considered for any other properties even
2813 01/12/2017 | comolaint _|Workine Dave | Explanation (Refuted) services No None __|thaueh no sien of kevs comine in Explanation (Refuted)
Mr *:Complaint about earliervsit to office that * hadnt explained
Stage 15P50 [spsO Stage 15 Housing things properly did not have a good attiitude and that he couldn't
2825 07/12/2017 | comolaint _|Workine Dave | upheld - ci Failure |Senices No None _|exolain himself. Upheld - CHA Service Failure u
Close cleaning below standard. Contractor finished in 10 minutes
Stage 15P50 [sPsO stage 15 Housing ground floor landing needs deep clean and other floors poor
2831 08/12/2017 | comolaint _|Workine Davs | complaint Refuted serices No None _|standard.
Stage 15PSO [5PSO Stage 15 Housing tenant unhappy with how HS have dealtwith his dose deaning
2836 11/12/2017_|Comolaint__|Workin Davs Senice _|senvices No None | comolaint Upheld - Contractor Senvice.
Stage 15PSO [5PsO Stage 15 tousing T phoned to aduise that she is not happy with the dleaners - she said
2837 11/12/2017 | Comolaint | Workine Davs | complaint Refuted serices No None _|herla a5t weel
tage 15PSO |SPSO Stage 15 Housing [Tenant Mr * phoned to make complaint about staff member * * See
2838 12/12/2017_|Comolaint | Workine Davs | complaint Refuted serices No None
Stage 15PSO [5PsO Stage 15 Housing ‘owner thinks * told tenants partner she complained about rubbish
2840 08/12/2017 | comolaint_|Workine Davs | complaint Refuted services No None __|they dumoed
Email receieved from MSP * * office regarding Est Man/ASB Issue with
Stage 15P50 [spsO stage 15 Housing allegations of tenants smoking canabis in the close/flat. Noting that
287 22/12/2017 | Comolaint | Workine Davs __|complaint Refuted senices |n/a nfa No None | nothine has been done about the comolaints
Stage 15PSO [5PsO Stage 15 Housing
2888 09/01/2018 | comolaint__|Workine Davs Senice _|senvices No None __|Slio retured fron tenant - Usheld - Contractor Service.
tage 15PS0 | SPSO Stage 15 Housing
2890 09/01/2018_|comolaint__|orkine Davs Senice _|Senvices No None _|not satisfied with close cleanine Usheld - Contractor Service.
Stage 15PSO [sPsO stage 15 Housing
2895 09/01/2018_|comolaint__|orkine Davs Senice _|Senvices |n/a nfa No None _|not satisfied with close cleanine s Usheld - Contractor Service.
Stage 15PSO [sPsO stage 15 Housing
289 10/01/2018 | Comolaint__|Working Davs Senice _|Senvices |n/a nfa No Nome _|not satisfied with close cleanines Uheld - Contractor Service.
Stage 15PSO [sPsO stage 15 Housing
2897 10/01/2018 | Comolaint__|Working Davs Senice _|Senvices No None _|not satisfied with close cleaning and loudness of workers Uheld - Contractor Service.
Stage 15PSO [sPsO stage 15 Housing
2898 10/01/2018 _|comolaint _|Working Davs __|Explanation (Refuted; Services No None _|not satisfied with close cleanine Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
2000 10/01/2018 | Comolaint | Workine Davs Required _|Senices No None Reauired
Stage 15PSO [sPsO stage 15 Housing
2001 10/01/2018 | Comolaint__|Working Davs Senice _|Senvices No None Uaheld - Contractor Senice.
Stage 15PSO [sPsO stage 15 Housing
2002 10/01/2018 | Comolaint__|Working Davs Senice _|Senvices No None _|not stisfied with close cleanine Usheld - Contractor Service.
Stage 15PS0 [sPsO stage 15 Housing
2003 10/01/2018 | Comolaint _|Working Dave Senice |Senvices No None _[not Usheld - contractor Senice.
Stage 15PSO [sPsO stage 15 Housing
2000 10/01/2018 | Comolaint _|Working Dave Senice |Senvices No None _[not Usheld - contractor Senice.
Stage 15PSO [sPsO stage 15 Housing
2005 10/01/2018 | Comolaint _|Working Dave Senice |Senvices No None _[not Usheld - contractor Sernice.
Stage 15PSO [sPsO stage 15 Housing
2006 10/01/2018 | Comolaint _|Working Dave Senice |Senvices No None _[not Usheld - contractor Senice.
Stage 15PSO [sPsO stage 15 Housing
2007 10/01/2018 | Comolaint _|Working Dave Senice |Senvices ves None _[not Usheld - contractor Senice.
Stage 15PSO [sPsO stage 15 Housing
2008 10/01/2018 | Comolaint _|Working Dave Senice |Senvices No None _[not Usheld - contractor Senice.
Stage 15PSO [sPsO stage 15 Housing
2009 10/01/2018 | Comolaint _|Working Dave Required _|Senices No None _[not Reauired
Stage 15PSO [sPsO stage 15 Housing
2011 10/01/2018 _|comolaint _|Working Davs __|Explanation (Refuted; Senices |None No Nome [not Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
2912 10/01/2018 |Comolaint | Working Dave Senice |Senvices No None [satisfaction Usheld - contractor Senice.
tage 15PSO | SPSO Stage 15 Housing
2913 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None |not satisfied Usheld - contractor Senice.
Stage 15PSO [sPSO stage 15 Housing
218 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None [not satisfied Uheld - contractor Senice.
Stage 15PSO [sPSO stage 15 Housing
2015 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None [not satisfied Uheld - contractor Senice.
tage 15PSO | SPSO Stage 15 Housing
2916 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None [not satisfied Uheld - contractor Senice.
Stage 15PSO [sPSO stage 15 Housing
2017 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None [not satisfied Uheld - contractor Senice.
Stage 15PSO [sPSO stage 15 Housing
2918 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None [not satisfied Uheld - contractor Senice.
tage 15PSO | SPSO Stage 15 Housing
219 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None |not satisfied Usheld - contractor Senice.
Stage 15PSO [sPSO stage 15 Housing
2920 10/01/2018 |Comolaint _|Working Dave Senice |Senvices No None [not satisfied Uheld - contractor Senice.
Stage 15PSO [sPSO stage 15 Housing
2021 10/01/2018 |comolaint _|Working pave |upheld - Contractor Service _|Serices No None [not satisfied with close dleaning Unheld - Contractar Service.
Stage 15PSO [5PsO Stage 15 Housing
2022 10/01/2018 |comolaint | Working pave |upheld - Contractor Service _|Serices No None [not satisfied with close dleaning Unheld - Contractar Service.
Stage 15PSO [5PsO Stage 15 Housing
2030 12/01/2018 |Comoiaint | Working nave Senices No None [not catisfied with cloce dleaning Comolint Refuted
Stage 15PSO [5PsO Stage 15 Housing Complaint re condition of close - mudd all over the close caused by,
2033 12/01/2018 |comolaint | Working pave |Upheld - Contractor Service _|Senices No None _|contractor Upheld - contractor Senvice
Stage 15PSO [5PsO Stage 15 Housing Contacted regarding rent increase survey and Mr  stated thathe is
2085 18/01/2018 |comoiaint | Working pave _|Explanation (Refuted; Senices No None |not hanou that he does not aualify for sarden tidy scheme. Explanation (Refuted) Clach Ha
Cleaners have been today but its not been cleaned to good standard
Stage 15P50 [spsO stage 15 Housing —there’s a door lock fork pigeon poo atat front door which haven't
2059 23/01/2018 |comolaint | Working pave |Upheld - Contractor Service _|Senices No None [heen moved. She said it doesn't ook as if it is done Upheld - contractor Senvice
Tenant
upsetby
Stage 15P50 [spsO stage 15 Housing |arrears T phoned to complain about the arrears letter | issued to her on
2063 25/01/2018 |comolaint | working pave _|Explanation (Refuted; Senices |letrer No None Explanation (Refuted)
Stage 15PSO [P0 Stage 15 Housing
2088 07/02/2018 |comolaint__|Working Davs _|Explanation (Refuted Senvices No None __|tenant has complained about the rentincrease Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2089 07/02/2018 |comolaint__|Working Davs _|Explanation (Refuted Senvices No None __|tenant has complained about the rentincrease Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2092 08/02/2018 |comolaint __|Working Davs _|Explanation (Refuted Senvices No None Exolanation (Refuted)
Stage 15PSO [P0 Stage 15 Housing
2003 08/02/2018 |comolaint __|Working Davs _|Explanation (Refuted Senvices No None Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2008 08/02/2018 |comolaint__|Working Dave _|Explanation (Refuted Senvices No None Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2005 08/02/2018 |comolaint__|Working Dave _|Explanation (Refuted Senvices No None bout close cleaning Exolanation (Refuted]
Stage 15PSO [5PSO Stage 15 Housing
2006 08/02/2018 |comolaint__|Working Dave _|Explanation (Refuted Senvices No None Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2007 08/02/2018 |comolaint__|Working Dave _|Explanation (Refuted Senvices No None Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
2008 08/02/2018 |comolaint __|Workine Dave _|Explanation (Refuted Services No None Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
2009 08/02/2018 |comolaint __|Workine Dave |Explanation (Refuted Services No None Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing [Tenants made comment about attending meeting at Cloch in the past
3003 08/02/2018 |comolaint __|Workine Dave |Explanation (Refuted Services No None _|uia rent increase sunev, Explanation (Refuted) .
tage 15PSO |SPSO Stage 15 Housing
3000 13/02/2018 |Comolaint | Working Daws __|Explanation (Refuted; Services No None bout lose dleanine Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
3010 13/02/2018 |Comolaint | Working Daws __|Explanation (Refuted; Services No None bout lose dleanine Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
011 13/02/2018 |comolaint | Workine Davs |Explanation (Refuted; Services No None bout lose dleanine Exolanation (Refuted)




Stage 15P50 [SPsO Stage 15 Housing
3012 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) Services No None bout Close dleanine Exolanation (Refuted]
Stage 15PSO [5PSO Stage 15 Housing
3013 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) Services No None bout Close dleanine Exolanation (Refuted]
tage 15PSO |SPSO Stage 15 Housing
3018 13/02/2018 |Comolaint | Workine Davs __|Explanation (Refuted) Services No None bout Close deanine Exolanation (Refuted]
Stage 15PSO [5PSO Stage 15 Housing
3015 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) Services No None bout earden tidy Exolanation (Refuted]
tage 15PSO |SPSO Stage 15 Housing
3016 13/02/2018 |Comolaint | Workine Davs __|Explanation (Refuted) Services No None bout earden tidy Exolanation (Refuted]
tage 15PSO |SPSO Stage 15 Housing
3017 13/02/2018 |Comolaint | Workine Davs __|Explanation (Refuted) Services No None bout earden tidy Exolanation (Refuted]
Stage 15PSO [5PSO Stage 15 Housing
018 13/02/2018 |Comolaint | Workine Davs __|Explanation (Refuted) Services No None bout earden tidy Exolanation (Refuted]
tage 15PSO |SPSO Stage 15 Housing
3010 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) Services No None bout earden tidy Exolanation (Refuted]
tage 15PSO |SPSO Stage 15 Housing
3020 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) Services No None bout earden tidy Exolanation (Refuted]
Stage 15PSO [5PSO Stage 15 Housing
3001 13/02/2018 |Comolaint | Workine Davs __|Explanation (Refuted) Services No None bout Rent i Exolanation (Refuted)
tage 15PSO |SPSO Stage 15 Housing
022 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) services No None bout Rent increase Exolanation (Refuted]
Stage 15PSO [SPSO Stage 15 Housing
3023 13/02/2018 | Comolaint | Workine Davs laint Refuted Senices No None bout Rent increase
Stage 15PSO [SPSO Stage 15 Housing
3028 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) serices No None bout Rent increase Exolanation (Refuted]
Stage 15PSO [SPSO Stage 15 Housing
3025 13/02/2018 | Comolaint | Workine Davs laint Refuted Seices No None bout Rent increase
Stage 15PSO [SPSO Stage 15 Housing
306 13/02/2018 | Comolaint | Workine Dave laint Refuted Serices No None bout Rent increase
Stage 15PSO [SPSO Stage 15 Housing
3027 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) serices No None bout Rent increase Exolanation (Refuted]
Stage 15PSO [SPSO Stage 15 lousing
3028 13/02/2018 | Comolaint | Workine Dave Required _|Senices No None bout Rent increase Reauired
Stage 15PSO [SPSO Stage 15 lousing
3020 13/02/2018 |Comolaint | Workine Daws __|Explanation (Refuted) servces No None bout Rent increase Exolanation (Refuted]
Stage 15PSO [SPSO Stage 15 Housing
3030 13/02/2018 | Comolaint | Workine Daws __|Explanation (Refuted) servces No None bout Rent increase Exolanation (Refuted]
Stage 15PSO [SPsO Stage 15 Housing
3031 13/02/2018 | Comolaint | Workine Davs __|Explanation (Refuted; serices No None bout Rent increase Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
3032 13/02/2018 | Comolaint | Workine Davs __|Explanation (Refuted; serices No None bout Rent increase Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
3033 13/02/2018 | Comolaint | Workine Daws __|Explanation (Refuted; serices No None bout Rent increase Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
303 13/02/2018 | Comolaint | Workine Davs | complaint Refuted serices No None bout Rent increase
Stage 15PSO [5PsO Stage 15 Housing
3035 13/02/2018 | Comolaint | Workine Davs | complaint Refuted serices No None bout Rent increase
Stage 15PSO [SPSO Stage 15 Housing Close cleaners have been continually Putting the bins in the wrong
3038 14/02/2018 | Comolaint__| Workin Davs Senice _|senvices No None _[olaces no *in no ® ete Upheld - Contractor Senvice.
Stage 15PSO [5PsO Stage 15 tousing
3039 14/02/2018 | Comolaint | Workine Davs __|Explanation (Refuted; serices No None bout Rent increase Exolanation (Refuted)
tage 15PSO | SPSO Stage 15 Housing
3000 14/02/2018 | Comolaint | Workine Davs __|Explanation (Refuted; serices No None bout Rent increase Exolanation (Refuted)
Stage 15PSO [SPSO Stage 15 Housing
3041 14/02/2018 | comolaint | Working Dave __|Explanation (Refuted; Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3002 14/02/2018 | Comolaint | Working Dave __|Explanation (Refuted; Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3043 14/02/2018 | Comolaint | Working Dave __|Explanation (Refuted; Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3048 14/02/2018 _|comoaint rkine Davs___|Explanation (Refuted Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
305 14/02/2018 | Comolaint | Working Dave __|Explanation (Refuted; Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3045 14/02/2018 _|Comolaint | Working Dave __|Explanation (Refuted; Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3047 14/02/2018 | comotaint rkine Dave | Complaint Refuted Services No None _|Tenant comolained about Rent increase
Stage 15PSO [sPsO stage 15 Housing
3048 14/02/2018 | Comolaint | Working Dave __|Explanation (Refuted; Services No None _|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3049 14/02/2018_|Comolaint | Working Dave __|Explanation (Refuted; Services No None __|Tenant comolained about Rent increase Exolanation (Refuted)
Stage 15PSO [sPsO stage 15 Housing
3050 14/02/2018 _|Comolaint | Workine Dave __|Explanation (Refuted; Senices No None _|Tenant comolained about Rent increase Exolanation (Refuted)
Housing
3057 16/02/2018 _|Comoliment | comoliment Comoliment Senices No None _|tenan: Rentincrease lotter Comoliment .
Housing
3058 16/02/2018 _|Comoliment | comoliment Comoliment Senices No None _|tenan: Rentincrease lotter Comoliment -
Stage 15PS0 [sPSO stage 15 Housing
3059 16/02/2018 | comolaint rkine Dave | Complaint Refuted Senices No None | Weed remoual unsatisfactory Comolaint Refuted
Stage 15PSO [sPsO stage 15 ousing Contacted us on 25/01 for a rent/recharge statement from * * and is See som
3080 27/02/2018 _|comolaint | Workine Dave | upheld - CiA Failure |Senices No None _|still waitine on this info Upheld - CHA Service Failure diary
[T phoned to complain that she was given the wrong info from) this
Stage 15PS0 [sPsO stage 15 Housing office when making her UC claim - told to put the rent inc amount as
3081 28/02/2018 | Comolaint | Workine Dave | upheld - CiA Failure |Senices No None _|onnosed to the current rent Upheld - CHA Serice Failure
direct
Stage 15PS0 [sPsO stage 15 Housing |debit
3082 02/03/2018_|comolaint _|Workine Dave | Upheld - cha Failure |Senices [taken off _|letter No Nome | Ms * Direct Debit taken twice Unheld - CHA Serice Failure
(wrong,
Stage 15P50 [sPsO stage 15 Housing [informatio |advise tenant of potential tenant upset that she was told she did not need to pay anything for
3083 27/02/2018 |Comolaint _|Working Dave Failure |Services |nsiven |balance at ore term No None __|her old oranertyat * * when she moved 1o * * Upheld - CHA Service Failure -
Stage 15PSO [sPSO stage 15 Housing Tis reallyannoyed about us taking 3rd party deductions and a direct
3084 05/03/2018_|Comolaint_|Workine Dave __|Explanation (Refuted Senices No None _|debit Explanation (Refuted)
Is paying £15 per month fora senice and things are not being done
Stage 15P50 [sPsO stage 15 Housing as they should be. Bins were left outside and contractor should have
3105 12/03/2018 _|comotaint_|Workine Dave __|Explanation (Refuted; Senices No None _[heen reurning them to the bnstore Explanation (Refuted)
Email recd from * * - Call received from * to advise that bins are not
Stage 15P50 [sPsO stage 15 Housing getting put back in the correct place. All bins getting put in number *
3107 18/03/2018 | comolaint rking Dave Senice |Senvices No None [** Upheld - Contractor Service.
Stage 15PSO [sPSO stage 15 Housing “Tave puta card through the door saying the close has been done
3120 21/03/2018_|comolaint_|Workine Dave __|Explanation (Refuted; Senices No None [butithasn't Explanation (Refuted)
Stage 15PSO [sPSO stage 15 Housing bins not py and
3182 05/04/2018_|comolaint _|Workine Dave Senice |Senvices No None _|close not cleaned Upheld - Contractor Service.
Stage 15PSO [sPSO stage 15 ousing New contractor has not brushed the stairs and mopped not happy.
3183 05/04/2018 | comolaint rking Dave Senice |Senvices No None _|with standard of clean Upheld - Contractor Service.
Stage 15PSO [sPSO stage 15 ousing While visiting * * * accom Viewing with SHO * we noted that the
3108 05/04/2018 | comolaint _|working Dave |Upheld - Contractor Service |Senices No None | nce was nat in sand condition Upheld - Contractor Senice.
Stage 15PSO [sPSO Stage 15 Housing Visited property re ASB and noted that both * and * were notin dean
3165 05/04/2018 |comolaint _|workine Dave |Upheld - Contractor Service |Senices No None | candirion not up to standard visit by myselft and SHO * Upheld - contractor Senvice
New cose [Tenant phoned to advise the bins have not been taken out for
Stage 15PsO [sPsO stage 15 Housing |dleaning collection for 3 weeks on Tuesday 10/4/18. She said the black bins
3189 09/04/2018 |comolaint _|Workine Dave | Upheld - contractor Senvice |Senices |contractar No None _[are over flowing and the blus bins are due for callection tomarraw | Upheld - Contractor Service.
Stage 15PSO [sPSO Stage 15 Housing
3155 11/04/2018 |comolaint | Working pave |upheld - Contractor Service _|Senices No None | not hanou with clace leaning contractor Unheld - Contractar Service.
Stage 15PSO [sPSO stage 15 Housing ‘Anon complaint with regards to condition of the close cleaning
3156 11/04/2018 |Comoiaint | Working ave Senices No None |standard
Staffat® * * have advised that the smell from the disenfectantis o
Stage 15Ps0 [sPsO stage 15 Housing strong and is overpowering. Also the floors are being left to wet
3158 11/04/2018 |comolaint | Working pave |Upheld - Contractor Service _|senices No None |when they are washine the flaors Upheld - contractor Senvice
Mr * called regarding close cleaning. He advised that the close was
Stage 15PsO [sPsO stage 15 Housing left with puddies of water and was not dried. His grandaughter went
3160 12/04/2018 |comolaint | Working pave |Upheld - Contractor Service _|Senices No None _[out with the rubbich and slinned on the wet flaor Upheld - contractor Senvice
Stage 15PSO [P0 Stage 15 Housing
3175 16/04/2018 |Comolaint | Working Davs __|Explanation (Refuted; Senvices [nfa nfa No None __|unhapoy with outcome o Exolanation (Refuted)
Stage 15PSO [P0 Stage 15 Housing Close cleaning was meantto be carried out Tuesday 17.04.2018
3180 17/04/2018 _|Comolaint__|Working Davs___|upheld - Contractor Service _|Serices No None ithas for some time Upheld - Contractor Senice.
Stage 15PSO [P0 Stage 15 Housing Bins are getting left out too long after the bin collection has been
3185 18/04/2018 |Comolaint _|WorkingDavs __|Upheld - Contractor Service _|services No None Upheld - Contractor Senice
enant
unhappy
thatassn
hreatenin
legal
Stage 15P50 [P0 Stage 15 Housing |action re
3205 25/04/2018 |Comolaint | Working Davs Senvices |arrears No None |E-mail from * wavarears beine dealt
Mr * informed us of card through door e rent and missed appt on
Stage 15P50 [P0 Stage 15 Housing 23/4/18 and said he previously informed someone (unsure not *
323 27/04/2018 | Comolaint | Working Davs Senices No None [and * that he would be away from 23-27/4/18 see notes
Stage 15PSO [P0 Stage 15 Housing
320 30/04/2018 | comolaint _|Working Daws __|upheld - contractor senvice _|senvices No None recarding bins left for 2 weeks and not out back. |Uoheld - Contractor Senvice.
Mrs * of flat * has complained about the close cleaning. She said
Stage 15P50 [spsO stage 15 Housing they are using the same water from the top to the botiom bins taken
3233 30/04/2018 | comolaint _|Working Daws __|upheld - contractor senvice _|senvices No None _|throush the close Upheld - Contractor Senvice
Paor
standard
Stage 15P50 [spsO stage 15 Housing [of close. Tenant advised communal close has been cleaned but the standard
3238 01/05/2018 | comolaint__|Workine Davs | upheld - contractor senice _|senices |dleaning No None __|is very boor and she is not haoov oavine for this senvice. Upheld - Contractor Senvice.
Stage 15PSO [5PSO Stage 15 Housing Is5ue with contractor taking bins out too early. Rubbish all over the
3240 01/05/2018 |comolaint_|Workine Davs Senices No None [blace as a result of this
Housing
3202 02/05/2018 | compliment_|comotiment Compliment Senices |nfa nfa No None [savine the senices for new tenant is verv useful Comoliment .




Housing

3243 02/05/2018 | compliment_|comotiment Compliment Senices |nfa nfa No None _|this has been my 1st home & my first tenancy. Comoliment
Stage 15PSO [SPSO Stage 15 Housing
353 03/05/2018 |comolaint__|Workine Davs __|upheld - Contractor senvice [services No None _|Condition of the close Uoheld - Contractor Senvice -
Contractor
returning
bins to bin
Stage 15P50 [spsO stage 15 Housing |store Mrs * phoned to advise she is not happy because the new bin
262 08/05/2018 | comolaint | Workine Davs Required _|Serices |correctly No None | contractor isn't puttine the bins back correctiv Required .
Stage 15PSO [5PSO Stage 15 Housing
3270 09/05/2018 | comolaint__|Workine Davs __|upheld - Contractor service _[services No None _|owner revorted close dleanine notes Uoheld - Contractor Senice .
State o+~
dueto
ongoing
Stage 15P50 [spsO stage 15 Housing [issue with
3288 15/05/2018 |Comolaint | Workine Daws __|complaint Refuted Senices [bins No None luine all over * * due to issue with bin collection .
e 15PSO [SPSO Stage 15 iousing landing is dirtier than ever. They are using one bucketof water from
3200 15/05/2018 | comolaint__|Workine Daws | Upheld - Contractor Service _|Services No None 100 to bottom Upheld - Contractor Senice. .
tage 15PSO |SPSO Stage 15 iousing unhappy with standard of the close cleaning semice he 15 not paying
303 11/05/2018 | comolaint__|Workine Daws __|Upheld - Contractor Service _|Services No None _|forthis Upheld - Contractor Senice. .
Stage 15PSO [SPSO Stage 15 Housing
3343 31/05/2018 |Comolaint | Workine Daws __|Explanation (Refuted) servces No None lain about staff member's visit. Exolanation (Refuted] u u
tage 15PSO |SPSO Stage 15 lousing Mr * sister called to ask why mall 1s going to Mr * address 1t
3362 06/06/2018 | comolaint _|Workine Dave | Upheld - ct Failure |Senices No None |subbosed to eo to her as Mr * cant read Upheld - CHA Service Failure -
tage 15PSO |SPSO Stage 15 lousing [sons
3 11/06/2018 |Comolaint | Workine Daws __|Explanation (Refuted) senices |autism __|n/a No None have not moved her Exolanation (Refuted)
Stage 15PSO [SPSO Stage 15 Housing
3104 14/06/2018 | Comolaint | Workine Davs Senice |Senices No None bbish in the ceneral area Uoheld - Contractor Senvice -
tage 15PSO |SPSO Stage 15 Housing
3006 15/06/2018 | comolaint | Workine Daws __|Explanation (Refuted) services No None _[AsBatce Exolanation (Refuted) - -
o update
Stage 15P50 [spsO Stage 15 Housing onvoid |staff member reminded to Mrs * has been waiting for *to call her back. Has tried a few times
3109 18/06/2018 | Comolaint | Workine Davs | Upheld - it Failure |Senices [eiven uodate apolicants No None _|last week and he hasn't phoned Upheld - CHA Service Failure - -
Stage 15PSO [SPSO Stage 15 lousing Unhappy about the bin store after the bins have been taken out
a0 18/06/2018 | Comolaint | Workine Davs laint Refuted Seices No None _|today -
nhappy
with
atiitude of
Stage 15P50 [spsO stage 15 Housing [staff
3420 21/06/2018 | Comolaint | Workine Davs __|Explanation (Refuted; Senices |member No None attitude of Staff member Exolanation (Refuted) - -
tage 15PSO | SPSO Stage 15 tousing
3436 21/06/2018 | Comolaint | Workine Davs | Upheld - it Failure |Senices No None he should not be chareed for cleanin bill_|Usheld - CHA Service Failure
Stage 15PSO [5PsO Stage 15 tousing
3018 26/06/2018 | Comolaint_|Workine Davs Senice _|senvices No None _|Further reoort of issue with close deaners Usheld - Contractor Service. -
Letter
Stage 15P50 [spsO stage 15 Housing [issued by Owner Mrs * phoned to complain about the letter the communal
3419 26/06/2018 | Comolaint | Workine Daws | Explanation (Refuted; services |staft No None __[block has received about close cleanine Explanation (Refuted) - -
Stage 15PSO [5PsO Stage 15 Housing
3469 03/07/2018 |comolaint _|Workine Dave | Upheld - ci Failure |Serices |n/a nfa No None |Grass cuttine cost email: see notes Uheld - CHA Serice Failure - -
tousing Compliment to * for issuing letter quickly in response 1o ASE and
3483 06/07/2018_| comoliment_|comoliment Comoliment serices No None _|dose issues Compliment u u
Stage 15PS0 [5PsO Stage 15 Housing
3508 11/07/2018 | Comolaint | Workine Davs __|Explanation (Refuted; services No None _|close not cleaned. See notes Exolanation (Refuted) - -
Stage 15PSO [SPSO Stage 15 Housing
3521 18/07/2018 | Comolaint | Workine Dave __|Explanation (Refuted; serices No None | Hedaes were ruined by Cloch eard: Exolanation (Refuted)
Coch
Stage 15PS0 [spsO stage 15 Housing ' has been done Housing
3523 10/07/2018_|comolaint _|Working Davs __|complaint Refuted Services No None | downstairs assaciatio
tage 15PSO | SPSO Stage 15 ousing bins and back court areas a disgrace and close leaning contractor
3526 10/07/2018 | Comolaint | Working Dave | upheld - CiiA Failure |Senices No None _|not cleanine close orooerlu. Upheld - CHA Serice Failure .
rentcard
Stage 15PS0 [spsO stage 15 Housing |not
3528 17/07/2018 _|Comolaint | Working Dave | upheld - CiA Failure |Senices |received No None _|Ordered Rent card and still not received Uaheld - CHA Serice Failure
tage 25PSO | SPSO Extension of Housing Biving up tenancy due to lack of support from Cloch and poor conduct
3530 10/07/2018_|comolaint _|Tim: Complaint Refuted Serices No None _|of staff member. u u
garden tiay
listnot
identified
for estate
Stage 15PS0 [spsO stage 15 Housing to highlig Mr* received a letter about his hedges letter states he would be
353 20/07/2018 | Comolaint _|Working Dave | upheld - CiiA Failure |Senices |nt on the earden tisy scheme _|No None | charsed £150f thewwere not cut but he is on the earden tidv scheme. |Upheld - CHA Serice Failure
Stage 15PSO [sPSO stage 15 Housing
3565 30/07/2018 | Comolaint _|Working Dave Senice |Senvices No None _|comlaint with re: setting worse Usheld - contractor Senice. .
Housing Tenant was really pleased with World Pay and the service she
3569 31/07/2018 _|Comoliment | comoliment Comoliment Senices No None _|received from their staff. Compliment
Poor
standard
of cleaning
from the
close. Mrs * complained that the close cleaning has not been carried out
Stage 15PS0 [sPsO stage 15 Housing |dleaning for 3 weeks. She also complained that the standard of the cleaning
3571 01/08/2018 | comolaint | Workine Davs Senice _|Senices |contractor No None | has heen terible since th Upheld - Contractor Service. -
Stage 15PSO [sPsO stage 15 Housing Close hasn't been cleaned this week nor has the bins been retumed
372 01/08/2018 | comolaint _|Workine Davs Senice |Senvices No None |t the bin store Upheld - Contractor Service. -
Floors oily
and
slippery
after cose
Duplicate o |5PsO Stage 15 Housing |dleaning Close inspection cartied out today and noted that the floors look oily.
3576 02/08/2018_|1nout in Frror | Workine Davs Senice |Senvices |carried out No Nome |and are slipneru Upheld - Contractor Service. -
Coch
Stage 15PS0 [sPsO stage 15 Housing called 2 weeks ago about sofa outside window and it stil has not Housing
3582 03/08/2018_|comolaint | Workine Davs Failure |Senices No None |heen removed. (see 3477 added 13/8/18) Upheld - CHA Service Failure accaiatio
Stage 25PSO |SPSO Stage 220 Housing feel as if they were talked down to by staff member and staff were
3586 06/08/2018_|Comolaint | Workine Davs Failure |Senices No None Upheld - CHA Serice Failure - -
Coch
Stage 15PS0 [sPsO stage 15 Housing has reported 2 r 3 times prams lying on landing (see 3479 added Housing
3501 05/08/2018_|Comolaint | Workine Davs Failure |Senices No None [13/mnis Upheld - CHA Serice Failure Assaciatio
Stage 15PSO [sPSO stage 15 Housing Unhappy with card being put through door from estate management
3600 08/08/2018 | comolaint_|Workine Da Senices No None |uisit Housing |+
Stage 25PSO |SPSO Stage 220 Housing Mr *has complained further regarding the close cleaning and th
3613 13/08/2018 | Comolaint | Working Dave Senices No None _|fact he has not received an undate from Staf -
Stage 15PSO [sPSO stage 15 Housing [Housing Unhappy that date of entry s not the same dayas the keys are [The
3637 16/08/2018 |comolaint _|Working Dave __|Explanation (Refuted; Senices |nolicy No None |received Explanation (Refuted) Assaciatio
Stage 15PSO [sPSO stage 15 iousing received a letter about the state of her gardent. she is on the garden
3680 20/08/2018 |comolaint | Working pave |Upheld - CHA Service Failure |Senices No None _|tidyscheme. Upheld - CHA Service Failure
iousing tenant very happy with senice he said staff were very patientwhen
3647 23/08/2018_|comoliment | comoliment Comoliment Senices No None |dealine with his rent Compliment
Stage 15PSO [sPSO stage 15 Housing
3668 06/09/2018 | comolaint _|workine Dave Senices No None _[Unhanny with letter received ra: condition of sarden Comolint Refuted - -
Stage 15PSO [sPSO Stage 15 iousing Fatherof * = =at® " * * phoned to say that * hadn't returned a call
3681 11/09/2018 |comoiaint | Working pave |Upheld - CHA Service Failure |Senices No None [fram * ** ahouta neishbour incident at the Upheld - CHA Service Failure - -
Tenantis being held to 28 days written notice complained thathe
Stage 15PsO [sPsO stage 15 Housing contacted the office tell us he was being rehoused and he was told
3684 11/09/2018 |comoiaint | working pave _|Explanation (Refuted; Senices No None [he should do it through the wahsite_Ha wasnt able to sat on the w | Explanation (Refuted)
Stage 15PSO [sPSO stage 15 Housing
3696 13/09/2018 |comolaint | Working pave |Upheld - CHA Service Failure |Senices No None _[Tenant charsed for unlift that wa not reauired Unheld - CHA Serice Failure
T complained about threatening letter he recieved from me about
Stage 15Ps0 [sPsO stage 15 Housing parking and our procedure as we took complainants word and didnt
3697 18/09/2018 |Comolaint | Working pave |Upheld - CHA Service Failure |Serices No None |invectisate further Upheld - CHA Service Failure
[Tenant not happy with Ietter sent out regarding the condition of his
Stage 15P50 [P0 Stage 15 Housing Garden he said there was no need for such a threatening letier with
3700 17/09/2018 | Comolaint | Working Davs Senices No None |the costof £150init. He will be attending to his arden
Stage 15PSO [P0 Stage 15 Housing have ant-
716 18/09/2018 |Comolaint | Working Davs _|Explanation (Refuted; Senices No None _|[social tenants Explanation (Refuted)
Complained that we are not carrying enough estate management
Stage 15750 [P0 Stage 15 Housing visits she thinks the service is poor. We dont make folk clean their
3737 24/09/2018 |Comolaint | Working Davs Senices No None |stairs.
Coch
Stage 15P50 [P0 Stage 15 Housing Housing
3764 02/10/2018 | comolaint_|Working Davs Senices No None _|tenant was told anvone can park in thier driveway Associatio
Housing [to pass on 0 pass on thanks to * to attending to check over newly fited smart
a7 04/10/2018 | comoliment_|comoliment Compliment Senices [thanks to * |passed message to * No None |meter Compliment . -
Coch
Stage 15P50 [P0 Stage 15 Housing have repeatedy tried to log onto Cloch Portal but cant get it to work. Housing
3781 08/10/2018 |comolaint _|Workine Davs _|Explanation (Refuted Senvices No None [broperly Explanation (Refuted) Assodiatio
Stage 15P50 [P0 Stage 15 Housing unhappy with the standard of the property she was letand the lack Housing
3787 08/10/2018 | comolaint _|Workine Davs Senices No None |ofa decoration allowance. Associatio
Unhappy
with
attitude of
Stage 25P50 [spsO Stage 220 Housing [sta Dealtwith by * - needs
3789 08/10/2018 | comolaint__|Workine Davs Senices |member _|addn suport No None attitude of staff member - -
Stage 15PSO [5PSO Stage 15 Housing
3793 08/10/2018 | comolaint_|Workine Davs Senices No None ff members carrvout a settling in visit - -
Goch
Stage 15P50 [spsO stage 15 Housing Not happy that * cleaning are back in post nor did she receive any Housing
3803 11/10/2018 |comolaint | Workine Daws |Explanation (Refuted; Senices No None |notice that thev had the contractor again Explanation (Refuted) Assodatio




Stage 15P50 [SPsO Stage 15 Housing state management letter receved to whole dose despite staff Housing
3822 17/10/2018 |Comolaint | Workine Daws __|Explanation (Refuted) Senvices No None | where aware of whv stuff was Ivine outside Explanation (Refuted) senices
Goch
Housing
Stage 15P50 [spsO stage 15 Housing nothing being done about continuous anti-social behaviour from Assodiatio
3833 19/10/2018 |Comolaint | Workine Davs __|Explanation (Refuted) Services No None _|Cloch tenant. Explanation (Refuted)
Housing
s 23/10/2018 | compliment | comoliment Compliment Senices No None |*was veryheloful when tenant called in about her rent Comoliment . .
il to advise that the contractor has not returned the bins 1o the
Stage 15P50 [spsO stage 15 Housing binstore. He has returned his own bin but just aduise the rest of
3850 01/11/2018 | comolaint__|Workine Davs __|upheld - Contractor service _[services No None _|them were out Upheld - Contractor Senice. .
lousing passed email to~and “ 1o close cleaning contractor had left the bins out Mr * wanted to thank
3852 02/11/2018 | compliment_|comotiment Compliment Senices make them aware No None | forarraneine to eet them taken back i Compliment . .
Housing complimented on how she always leaves office happy after speaking
3007 19/11/2018 | Compliment | compliment Compliment Senices No None |10 Compliment . .
T Unhappy with the way a member of staff had spoken o hera,
Stage 15P50 [spsO stage 15 Housing couple of months ago with regards to a complaint received that she
3000 20/11/2018 |Comolaint | Workine Davs __|complaint Refuted Senices No None |was aceused of . .
Goch
Housing
Stage 15Ps0 [spsO stage 15 Housing Tenant & support worker disputing final cost of recharge as est cost Assodiatio
3017 21/11/2018 |comolaint | Workine Daws __|Explanation (Refuted) services No None |was less. Explanation (Refuted) L
Coch
Housing
Stage 15P50 [spsO Stage 15 Housing Tenant unhappy she was sent an arrears letter as she is a regular Associatio
3039 30/11/2018 |Comolaint | Workine Daws __|Explanation (Refuted) servces No None Explanation (Refuted) ud
Stage 15PSO [SPSO Stage 15 Housing howa complaint T being
3050 07/12/2018 |comolaint __|Workine Dave | Explanation (Refuted) servces No None _|dealt with Explanation (Refuted) - -
Stage 15PSO [SPSO Stage 15 Housing
3066 14/12/2018 |comolaint | Workine Daws __|Explanation (Refuted) servces No None _|recieved a rent arrears letter in red for £439 Exolanation (Refuted) - -
Housing
3096 21/12/2018 | compliment | comoliment Compliment Senices No None | Thank-vou card sent with reeards to cinema event Comoliment
Housing
3008 21/12/2018 | compliment | comoliment Compliment Serices No None | Thank vou card for the cinema event Comoliment
ot happy about recieving a letter re rent arrears after her making an
Stage 15P50 [spsO Stage 15 Housing arrangement to pay. letter states she maybe evicted and asking her Housing
4001 24/12/2018 |Comolaint | Workine Daws __|Explanation (Refuted) serices No None |0 make contact with homeless services Explanation (Refuted) senices
Stage 15PSO [SPSO Stage 15 Housing Tenants have complained that the bins were not put back over the.
2006 04/01/2019_|comolaint__|Workine Davs Senice|Senvices |nfa nfa No None _|festive period Upheld - Contractor Senvice. u
Stage 15PSO [SPSO Stage 15 Housing unhappy that he is housebound but has been unsuccessful when
2009 04/01/2015 | comolaint_|Workine Davs | complaint Refuted services No None __|biddine on oroperties in * * wanted to soeak to a manager.
Stage 15PSO [5PsO Stage 15 Housing Bins put out far too early at * * High winds and bins blown over
2012 08/01/2015_|comolaint__|Workine Davs Senice _|senvices No None | rubbish everwwhere Upheld - Contractor Senvice. u
Housing
2020 10/01/2019_|comaliment | comoliment Comoliment serices bassed details onto **__|No None | Miss * dad called in to sau thanks to * for sortine out the AS8 Comoliment - -
Stage 15P50 [5PSO Stage 15 Housing
205 17/01/2019_|Comolaint | Working Dave | upheld - it Failure |Senices No None | Not satisfied with the condition of the lose dleaning Uoheld - CHA Serice Failure -
Stage 15PSO [5PsO Stage 15 tousing
2064 25/01/2019_|Comolaint_|Workin Davs Senice _|senvices No None | wants to stoo bauine for close cleaning as it isnt bein dane oronerly |Uoheld - Contractor Service. -
Mrs * has phoned to complain about the rubbish that s being left
Stage 15P50 [spsO stage 15 Housing out side number * this is an onging issue thatshe feels Cloch do
2067 28/01/2019 | Comolaint | Workine Dav __|Explanation (Refuted) serices No None | nothine to assist her. Explanation (Refuted)
Stage 15PSO [5PsO Stage 15 Housing b Housing
2084 04/02/2015 | comolaint_|Workine Dave | Explanation (Refuted) serices No None __|out throueh her door todau. Explanation (Refuted) Senices
Housing complimented * on how lovely she was to deal with following
2085 04/02/2015 | comoliment_|comoliment Comoliment Services None _|customer comolaint. Compliment . .
Stage 15PS0 [sPsO stage 15 Housing Wishing to complaint about the garden invoice that has been sent
2004 06/02/2019_| comolaint rkine Da Complaint Refuted Services No None _[out B
Stage 25PSO [5PSO Stage 220 ousing
2008 06/02/2019_|comolaint__|Workine Davs | Upheld - cha Failure |Senices No None _|Tenantis still Uaheld - CHA Serice Failure .
Stage 15PSO [sPsO stage 15 Housing informed housing services received a letter from Allpay re her Direct Debit with Oak Tree Logo.
4104 08/02/2015_|comolaint__|orkine Davs Senice |Senices who have called All No None _|and contact details Upheld - Contractor Service. .
Stage 15PSO [sPsO stage 15 ousing has received letter with Oak Tree headed paper regarding DD rent
4105 08/02/2019_| comolaint rkin Dave Senice _|Senvices No None _|increase Upheld - Contractor Service. .
Stage 15PSO [sPsO stage 15 ousing
4100 11/02/2019_|Comolaint__| Workin Davs Senice _|Senvices No None __|recieved a rent increase letter for a neishbourin with her letter __|Uoheld - Contractor Service. .
Stage 15PSO [sPsO stage 15 Housing Vour did not take out in this
117 12/02/2019_|Comolaint | Workin Davs Senice _|senvices No None _|week when thev had tak: Upheld - Contractor Service. .
* spoke with Mrs * on Friday 15th Feb. Her orignal issue was
Stage 15PS0 [sPsO stage 15 Housing regarding the condition of the common close and the back area court
4125 18/02/2019 | comolaint _|Working Davs __|complaint Refuted Services No None _|in barticular.1d advised id nass it on to to the Estate team.
Housing AtAllocation visit the new tenant was well impressed with the
a120 10/02/2019 | comoliment | comoliment Comoliment Senices No None _|carnet and decor of the flat Compliment -
Stage 25PSO [5PSO Stage 220 Housing make 2 3
131 18/02/2019_|comolaint _|Workine Davs | complaint Refuted Senices No None - -
% of the above has called because the close deaners have missed
Stage 15PS0 [sPsO stage 15 Housing aking his bin out this week. He said he gota new one with 3 lid on
138 21/02/2019_|Comolaint__|Working Dave Senice |Senvices No None it and thev didn't check to see if his was full Upheld - Contractor Service. -
Stage 15PSO [sPsO stage 15 Housing tenant received letter saying she had not made rent payment when Housing
155 26/02/2019_|comolaint rkine Dave | Explanation (Refuted Senices No None _[she can see the her bank account on 2 February 2019._|Explanation (Refuted) Senices
Stage 15PSO [sPsO stage 15 Housing Mrs * complained that the bins were not being put back in the proper |
159 27/02/2019_|Comolaint__|Working Dave Senice |Senvices |n/a nfa No None | bin stores Upheld - Contractor Service. -
Stage 15PSO [sPsO stage 15 Housing
160 28/02/2019 _|Comolaint | Working Davs __|Explanation (Refuted; Senices No None _[Tenan: ine woken by shane call Exolanation (Refuted)
Poorinfo [Tenant not happy as when her bathroom had been installed the £50
Stage 15Ps0 [sPsO stage 15 Housing (given from allowance that was granted to the tenant was used against the
182 06/03/2019_|Comolaint _|Workine Dave | Upheld - cha Failure |Serices |Housine None _|amears on the tenants account. Upheld - CHA Service Failure
Stage 15PSO [sPsO stage 15 Housing Email received regarding letter for the Bins. Tenant has raised prev
185 07/03/2019_|comolaint_|Workine Davs | complaint Refuted Senices No None |comlaints
Goch
Housing
Stage 15PS0 [sPsO stage 15 Housing revieved an email about somebody elses rent account with Associatio
4188 08/03/2019 | comolaint _|Workine Dav Failure |Serices [sdm * dealine with sdm No Nome [balance of arrears on it Upheld - CHA Serice Failure 1
Stage 15PSO [sPSO stage 15 Housing dose Ceaning
4205 12/03/2019 |comolaint _|Working Dave __|Duplicate / Error - Removed _|Serices No None _|contract Duplicate / rror - Removed -
tage 15PSO | SPSO Stage 15 ousing
4211 13/03/2019 | comolaint rking Dave Senice |Senvices No None ork this week Uheld - contractor Senice. .
Stage 15PSO [sPSO stage 15 ousing P PPy with the close outtoday
4216 18/03/2019 |Comolaint | Working Dave Senices No None _[she was able to wine dirt off the flaor with her foot -
Stage 15PSO [sPSO stage 15 Housing
4233 21/03/2019 |Comolaint | Working Dave Senices |nfa nfa No Nome [Tenant unhaooy with from erais Comolaint Refuted . .
complaint that Cloch have been made aware numerous times about
Stage 15PS0 [sPsO stage 15 Housing an anti-social neighbour and somebody claiming benefits who does.
423 21/03/2019 |Comolaint _|Working Dave Senices No None _[not live in oropertu she said Cloch never fake anvaction
Stage 15PSO [sPSO stage 15 Housing Mrs * called to advise that the bins are still not being put away in
4256 20/03/2019 |comolaint | Working pave |Upheld - Contractor Service _|Serices No None _|the carect bin stares Upheld - contractor Senvice -
gand hedge
Stage 15P50 [spsO stage 15 Housing cutting - states they have never been done.  She is lso not happy
4262 01/04/2019 | comolaint | Warkine Dave Senices No None _[that she ha to rut the hedee at her side as it i fao hish
“**binarea in particulartenant got a new Tuff bin with a lid on it
Stage 15P50 [spsO stage 15 Housing the guys are not checking the bins with lids and not removing all
4267 02/04/2015 | comolaint__|warkine pa Upheld - Contractor Service | Senice. No None _|rubhich thic has heen hannening for § weeks Upheld - contractor Senvice -
Stage 25PSO [SPSO Stage 220 iousing
4270 03/04/2019 | comolaint_|Warkine pa Upheld - CHA Service Failure |Senices No None _|tenant unhanny with how * dealt with her call Unheld - CHA Serice Failure
Stage 25PSO [SPSO Stage 220 Housing Unhappy with senice received from * * delay in sending letter to her
275 04/04/2019 |comolaint _|workine Dave _|Explanation (Refuted Senices No None |rude and blunt and also wrons name on lettar she received Explanation (Refuted) - -
Housing The tenant's daughter * came in to thank me for my assistance
4280 o5/04/2015 |compiiment_|comoliment Comoliment Senices No None |dealing with the chanses to her mum's housing hanafit Compliment - -
Stage 15PS0 [5PsO stage 15 Housing
4283 05/04/2019 |comolaint _|workine Dave _|Explanation (Refuted Senices No None [Fmail cent to s * resarding navment recaived from Mr & Mrs * ¢+ *_|Exalanation (Refuted) - -
Stage 15PSO [5PsO Stage 15 Housing
285 08/04/2019 | comolaint _|working Dave |Upheld - Contractor Service |Senices No None _|clace cleaning contractor left 2 mess at har hack door Unheld - Contractar Service. -
Stage 15PSO [P0 Stage 15 Housing Tenant unhappy with letters sent about the common close & rubbish
4300 11/04/2019 |comolaint | Working Davs __|Explanation (Refuted; Senvices No None leftinit Explanation (Refuted)
Stage 15PSO [P0 Stage 15 Housing received a letier with re: o cearing out the bin area at the front of Housing
4310 16/04/2019_|Comolaint__| Working Davs Senvices No None __|the sarden after a EMvisit. Senices
Stage 15PSO |SPSO Stage 15 Housing Mr = called with re: to the letier recived about grass cutings and
4315 17/04/2019 |Comolaint | Working Davs __|Explanation (Refuted; Senices No None _|items in the front sarden. Explanation (Refuted) dloch
Goch
Housing
Stage 15P50 [spsO stage 15 Housing not happy about letter received about grass cutting washing Associatio
4317 18/04/2019_|Comolaint_|Working Davs Senvices No None | machine &items to be removed from the zarden n
Cloch
Housing
Stage 15P50 [spsO stage 15 Housing |poor Associatio
4326 23/04/2019_|comolaint _|Working Davs __|Upheld - GHA Senvice Failure [Senices |decoration [email sentto staff. No None [Mrs * Teran is comolaing about the condition of the flat we lether |Uoheld - CHA Servce Failure ud
iousing
4328 23/04/2019 | Comoliment | comoliment Compliment Senices No None _|Tenant hapovwith * & ® visit Comoliment . .
Housing
4331 23/04/2019 | Comoliment | compliment Compliment Senices No None _|Tenant havovwith Visit from * & * Comoliment - -
Stage 15PSO [5PSO stage 15 iousing Mr * called to say that his bin bags were not taken out yet again and
4353 30/04/2019_|Comolaint__|Working Daws __|upheld - contractor Service _|Senvices No None __[the bin area baes have burst all over the bin area Upheld - Contractor Senvice -
Stage 15PSO [5PSO Stage 15 Housing unhappy about items dumped in close letter - she needs key to
4361 02/05/2019 | comolaint__|Workine Davs __|upheld - chA service Failure |services No None | cellar waitine for some time. Upheld - CHA Service Failure
Goch
Housing
Stage 15P50 [spsO stage 15 Housing phone call from tenant with re: o card put through letter box about Assodiatio
4354 03/05/2015 | comolaint__|Workine Davs Senices No None [erass cutting n
Stage 15PSO [5PSO Stage 15 Housing Unhappy at ur palicy of advertis ng properties before they have
4358 07/05/2015 |complaint _|Workine Dave [Explanation (Refuted Senices No None | moved Explanation (Refuted)




Housing [Tenants sister very grateful for support & help during the difficult
4370 07/05/2015 | compliment_|comotiment Compliment Senices No None _[brocess with her son Compliment - -
Stage 15PSO [SPSO Stage 15 Housing unhappy with Cloch Hous Ing with regards to the 13513 tenant’s who. Housing
4385 10/05/2019 |Comolaint | Workine Daws __|Explanation (Refuted) Senices [nfa nfa No None _|have been outinto * Explanation (Refuted) senices
Goch
Stage 15P50 [spsO stage 15 Housing wants rubbish at back of the property removed was told this would Housing
4388 10/05/2019_|Comolaint__|Workine Daws __|Upheld - cHA Senice Failure |Services No None _|be done overa vearaco Upheld - CHA Service Failure sssodiatio
e 15PS0 [SPSO Stage 15 iousing had prospective new tenant tur up at her door o ask 1o see around Housing
4330 13/05/2019 |Comolaint | Workine Daws __|Explanation (Refuted) Senvices No None _[oroerty Explanation (Refuted) senices
Stage 15PSO [5PSO Stage 15 Housing recieved a rentletter with a balance on It telling her o continue with Housing
4308 15/05/2019 | Comolaint | Workine Davs __|Explanation (Refuted) Senices No None |her acreement. T not haoou that it has red ink on the balance Explanation (Refuted) senices
et Goch
viewing | phoned tenant who advised Housing
Stage 15P50 [spsO stage 15 Housing |was. put comment o survey now Assodiatio
4405 16/05/2019 |Comolaint | Workine Davs | complaint Refuted Senices |rushed |knowine No None |vervrushed nota lot of time to realise faults within oroperty
better sign
posting to
senvices och
hen in Housing
Stage 15P50 [spsO stage 15 Housing [husing | phoned and discussed Make the process easier make the information easier for people to Assodiatio
4408 16/05/2019 |Comolaint | Workine Davs __|Explanation (Refuted) Senices |need range of senvices out there _|No None |understand. Explanation (Refuted) L
Coch
Housing
Housing Associatio
4409 16/05/2019 | compliment | comoliment Compliment Seices No None _|Sien un oracess - whole brocess was too noteh 5/5. Comoliment L
Coch
Housing
Housing Associatio
412 16/05/2019 | compliment | comoliment Compliment Seices No None |*was ereat | have never. 50 kind and heloful Comoliment n i
Coch
Housing
Housing Associatio
4414 16/05/2019 | compliment | comoliment Compliment Serices No None |*was such a ereat helo cant thank him enoueh Comoliment -
Housing Compliment for * - tenant so happy with how * handied her Tenancy
432 21/05/2019 | compliment | comoliment Compliment Serices No None _|sienun Compliment - -
T unhappy that we sought decree for balance and expenses after she
Stage 15P50 [spsO Stage 15 Housing had paid bal and terminated and that she would have paid the ofs
4435 20/05/2019 | comolaint | Workine Daws __|Explanation (Refuted) services No None _|balance from the notice if we had told her about it Explanation (Refuted)
tenant has been refunded
Stage 15P50 [spsO stage 15 Housing payment as credit on rent
2478 03/06/2019 | comolaint __|Workine Dave | Explanation (Refuted serices acc No None reauested Exolanation (Refuted] - -
Stage 15PSO [5PsO Stage 15 Housing
a7 06/06/2015 | comolaint_|Workine Davs | complaint Refuted services No None way * * spoke to her daushter u u
Miss * thanked * and * for attending to the bin issue promptly this
Housing morning. She said Cloch staff always deal with her issues
aa57 10/06/2019_|comaliment | comoliment Comoliment serices No None orovide Compliment
Stage 15PSO [SPSO Stage 15 Housing Miss * partner * phoned to say the close has been deaned today but
as02 10/06/2019_|Comolaint _|Workin Davs Senice _|senvices No None _|that there landine was not done. Upheld - Contractor Senvice. u
antwant
recharged
for items
when no
Stage 15P50 |5PsO Stage 15 Housing |one living unhappy that could be recharged for removal of items from bin store
asoa 11/06/2019 | Comolaint | Workine Davs __|Explanation (Refuted; senices |in nat No None _|as house is emoty Explanation (Refuted)
Coch
Stage 15PS0 [sPsO stage 15 Housing The tenant's son * * i unhappy with our 28 day written notice policy. Housing
aso7 12/06/2019_|comolaint _|Working Davs __|Explanation (Refuted; senices No None | for termination Explanation (Refuted) hssociatio
Cloch
Stage 15PS0 [sPsO stage 15 Housing T has been woken up from 2staff Housing
537 18/06/2019 | Comolaint _|Working Davs __|Explanation (Refuted; senices No None | members were at her door over her front sarden not being cut Explanation (Refuted) hssociatio
Housing
4552 21/06/2019_|comoliment | comoliment Comoliment serices No None __|Tenant thanked * for her helo with the. Comoliment . .
Whilst investigting complaint Mrs * maintains that she advised * *
Stage 15PS0 [sPsO stage 15 Housing at the time not carry get the contratcor to cut her grass as her relation
5o 26/06/2019_|comolaint | Workine Davs | complaint Refuted serices No None _|was aoine to d .
Gnhappy
that rent
charge is
highrer
than
Stage 15PS0 [sPsO stage 15 Housing |neighbour
ass3 02/07/2019 | comolaint _|Workine Dave | Explanation (Refuted Senices |5 exolanation siven No None roe is hisher than evervone else in close | Exalanation (Refuted)
Housing passed email to HS to o say thanks for all her help while waiting on property being ready
4598 08/07/2019 | comoliment_|comoliment Comoliment Senices adise them of comoliment |No None _[and sienun Compliment - -
Stage 15PS0 [sPSO stage 15 Housing
2611 11/07/2019_|comolaint | Workine Dave __|Explanation (Refuted; Senices No None _|Tenant not haooy about not beine on the Garden tidy scheme. Exolanation (Refuted)
Mr s disputing Factoring charge 06/03/2019 7456 - Job No. - 181881 -
Stage 15PS0 [sPsO stage 15 Housing Environmental Services - remove and dispose of items in bin area
2621 15/07/2019_|comolaint rkine Davs___|Explanation (Refuted Senices No None _|£107.0412 50% £13.49 Explanation (Refuted)
tage 15PSO | SPSO Stage 15 Housing
4673 30/07/2019_|comolaint _|Working Davs __|complaint Refuted Senices No None _|close letter not issued as acreed Comolaint Refuted
Stage 15PSO [sPsO stage 15 Housing
4679 31/07/2019_|Comolaint _|Working Dave Senice |Senvices No None | did not clean close or take bins hack after thev were collected Usheld - Contractar Service. .
tage 15PSO | SPSO Stage 15 ousing
263 01/08/2019 | comolaint rking Dave Senice |Senvices No None _[Blue bins have not been have not been cleaned _|Uoheld - Contractor Senice. .
Stage 15PSO [sPsO stage 15 ousing
4690 01/08/2019_|comolaint_|Workine Dave | Upheld - cha Failure |Senices No None _|letter sent to wrone address Unheld - CHA Serice Failure
Bins have not been taken in since (st Tuesday  Theyappear to
Stage 15PS0 [sPsO stage 15 Housing have also wiped the rear stairwell windows with something greasy.
2696 03/08/2019 | comolaint rkine Dave Senice |Senvices No None | makine the slass Upheld - Contractor Service. -
Stage 15PSO [sPSO stage 15 ousing Owner phoned to aduise her landing has not been cleaned by the
4707 06/08/2019 | comolaint _|Workine Dave Senice |Senvices No None _|contractor Upheld - Contractor Service. -
Stage 15PSO [sPSO stage 15 Housing
4733 13/08/2019 |Comolaint | Working Dave Senice |Senvices No None _|srass has not been cut fora month tenant on earden tidy scheme | Uoheld - Cantractor Senice. .
Stage 15PSO [sPSO stage 15 ousing
4736 13/08/2019 | comolaint rking Dave Senice |Senvices called = ® No None |clase not cleaned aroperly. brushed but not monned Usheld - Contractar Service. .
Stage 15PSO [sPSO stage 15 ousing Tenant really annoyed about the rent arears letters and being given
4723 13/08/2019 | Comolaint | Working Dave Failure |Senices No None _|the wrone information Upheld - CHA Serice Failure
Stage 15PSO [sPSO stage 15 Housing Miss * was not happy about the ways she was treated with re: to her
a767 20/08/2019 | Comolaint _|Working Dave Senices No None _|offer of housine . .
Stage 15PSO [sPSO stage 15 ousing
a775 20/08/2019 | comolaint rkine Dave Senice |Senvices No None |15t and 2nd landing not cleaned oronerly Usheld - Contractar Service. .
Stage 15PSO [sPSO stage 15 ousing
4793 26/08/2019 | Comolaint _|Working Dave Failure |Senices No None [called on Thursday and left  messase for * to call him back Unheld - CHA Senice Failure . .
Stage 15PSO [sPSO stage 15 Housing
4798 27/08/2019 |comolaint | Working pave |Upheld - Contractor Service _|Serices No None _[sarden hac not been cut for months tenant on sarden ridy scheme | Unheld - Contractar Sernice. -
Stage 15PSO [sPSO Stage 15 Housing Mr* called over a month ago to advise that his wife had died but he
480 28/08/2019 |comoiaint | Working pave _|Explanation (Refuted; Senices No None _is ctill petting mail with his wifes name on it Explanation (Refuted)
Wished
decoration
allowance
o be paid
Stage 15PS0 [sPsO stage 15 Housing [whenin |Phoned call / refuted as Unhappy £50 Decoration allowance paid towards arrears - when
850 16/09/2019 |comolaint | Working pave |Explanation (Refuted; Senices |rent oolicy matter No None _|renavment arrin nlace. Explanation (Refuted)
Goch
Housing
Stage 15Ps0 [sPsO stage 15 Housing unhappy that he was accused of throwing food out the window and Associatio
854 16/09/2019 |comolaint | working pave _|Explanation (Refuted; Senices No None _|that he has acked us to aranse visits in advance Explanation (Refuted) i)
Stage 15PSO [sPSO stage 15 iousing rentarears letter heisin
859 17/09/2019 |comolaint _|Working pave |Upheld - CHA Service Failure |Senices No None [credit Upheld - CHA Service Failure
Stage 15PSO [sPSO stage 15 Housing
855 28/09/2019 |comolaint _|Working pave |Upheld - Contractor Service _|Senices No None | Comalaint about close cleanine Unheld - Contractar Service. -
Stage 15PSO [P0 Stage 15 iousing
4857 23/09/2019_|Comolaint_|Working Davs___|upheld - GA Senice Failure |Senvices No None __|unhabov with how * dealt with her comolaint Uoheld - CHA Service Failure . .
Stage 25PSO_|SPSO Stage 220 iousing Mr * extrememly upset and irrate that we werent there during the
490 01/10/2019 | comolaint__|Working Davs Senices No None |deen clean done to standard
Stage 15PSO [P0 Stage 15 Housing tenant was expecting a call back from Housing Services staff
4916 04/10/2019 | comolaint__|Working Davs __|upheld - CHA Serice Failure |Services No None | resarding re-housing. Upheld - CHA Service Failure
Stage 15PSO [P0 Stage 15 iousing tenant thinks he doesn't getvalue for money for the rent he pays in Housing
4930 10/10/2019 | Comolaint | Working Davs Senices No None |relation to internal and external works he feels need done Senices
Stage 15PSO [P0 Stage 15 Housing
030 15/10/2019 | Comolaint | Working Davs Senices |nfa nfa No None close stairs are not done oroverly . .
Stage 15PSO [P0 Stage 15 Housing
2077 01/11/2019 | comolaint__|Working Davs __|upheld - CHA Service Failure |Services No None _|unhanou she cant bid for stairs _|Uoheld - GHA Senvice Failure .
tage 15PSO |SPSO Stage 15 iousing
4900 08/11/2019 | comolaint__|Working Davs ___|upheld - CHA Service Failure |Services No None __|tenant eiven wrone by* (see attached) Uoheld - CHA Service Failure . .
tage 25PSO | SPSO Stage 220 iousing
4907 13/11/2019_|Comolaint__|Working Davs __|upheld - CiA Service Failure |Senvices |n/a nfa No None | Miss *is unhaoouthat * * * s still not readvio let Uoheld - CHA Service Failure .
Stage 15PSO [P0 Stage 15 Housing
5041 26/11/2019_|comolaint_|Working Davs __|upheld - cHA Senice Failure |senvices No None [T has recieved mail for former tenant Uoheld - CHA Service Failure
discuss h
Stage 15P50 [spsO stage 15 Housing payment to rent only for 2 months). While working out what she
s0a5 03/12/2015 |comolaint __|Workine Dave _|Explanation (Refuted Senices No None _|should pav she asked to soeak with someone else as | was strssing |Explanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
S0 04/12/2015 |comolaint__|Workine Dave _|Explanation (Refuted Services No None | cleaning contractor is onlv cleanine the bottom of the close Exolanation (Refuted) -
tage 15PSO |SPSO Stage 15 Housing
s0s8 09/12/2015 |comolaint __|Workine Dave _|Explanation (Refuted Services No None sentto former tenant Exolanation (Refuted)
Stage 15PSO [5PSO Stage 15 Housing
s086 12/12/2019 |comolaint | Workine Davs _|Explanation (Refuted; Services No None staff aitude Exolanation (Refuted)
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5508 10/06/2020 |Comolaint _|Working Davs Services No_ None_ was sent out bv * she . . A




Unacceptable

Complaints |Reported Type Urgency Resolution Service Actions Policy |Equalities Resolution Subject |Subject [Subject
Reference |Date Description Description Descripti Area Underlying Cause Action Taken Applied Issue Description 2 Title Surname |Forenames
963 24/07/2015 |Compliment |Compliment Compliment ICHR n/a n/a No None Called to thank me for service provided via ICHR always available to help out. Compliment * *
1890 07/10/2016 |Compliment |Compliment Compliment ICHR n/a n/a No None * phoned in to thank me for helping her each week with the properties available and to [Compliment * *
Stage 1 SPSO |SPSO Stage 15 ICHR applicant unhappy that he cannot bid for a 2 bedroom property when a single
4941 10/10/2019 |Complaint Working Days Complaint Refuted |ICHR No Sex person has just been allocated a 2 bed property at Greenbank Mews. Complaint Refuted
Stage 2 SPSO  [SPSO Stage 2 20 * dissatisfied with the ICHR policy. She doesn't think she should be held responsible for
4996 13/11/2019 |Complaint Working Days Complaint Refuted |ICHR Unhappy with ICHR policy Stage 2 complaint No None people living with her temporarily. Complaint Refuted
Stage 1SPSO [SPSO Stage 15 |Upheld - CHA Service * called as she was supposed to have a telephone appointment yesterday at 1430 Upheld - CHA Housing
5000 14/11/2019 |Complaint Working Days Failure ICHR No None regarding her ICHR Application. She was not called and called CHA to query Service Failure Services
Stage 1SPSO  [SPSO Stage 15 |Upheld - CHA Service Application activated then phone call Applicant called to ask if she can place bids as she filled in a change of circumstances Upheld - CHA Housing
5001 14/11/2019 |Complaint Working Days Failure ICHR Application not processed in time. to apologies. No None form 10 working days ago Service Failure Services
Stage 1SPSO  [SPSO Stage 15 |Upheld - CHA Service Upheld - CHA
5087 17/12/2019 |Complaint Working Days Failure ICHR No None applicant had an ICHR telephone appointment but did not receive the call. Service Failure
Stage 1SPSO  [SPSO Stage 15 |Upheld - CHA Service Upheld - CHA
5255 14/02/2020 |Complaint Working Days Failure ICHR No None Suspension due to expire in Nov 2019 - was not actioned. Service Failure
Stage 1SPSO  [SPSO Stage 15 |Upheld - CHA Service Applicant awarded over crowding points when he applied without proper assessment  |Upheld - CHA
5327 06/03/2020 [Complaint Working Days Failure ICHR No None of application. Service Failure ICHR
Stage 1SPSO  [SPSO Stage 15 |Upheld - CHA Service using a manual spreadsheet to carry ~ [new unity software will do the review email was issued to a number of ICHR applicants in error reminding them to respond to [Upheld - CHA
5390 01/04/2020 [Complaint Working Days Failure ICHR out the review automatically No None a review email. Service Failure * &
Stage 1SPSO  [SPSO Stage 15 |Upheld - CHA Service manual process used to carry out new software to be introduced with Upheld - CHA
5408 21/04/2020 [Complaint Working Days Failure ICHR housing list reviews automated review No None His son's housing application was cancelled in error during the review process. Service Failure
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