
 
 

FEEDBACK PERFORMANCE REPORT - 2014/15 
 
EXECUTIVE SUMMARY 
 

The following report provides an annual review of feedback performance for   
Progress Housing Group for 2014/15. 
 
Feedback from this year includes: 
 

 312 new stage one complaints received  

 13 complaints recorded at stage two  

 3 complaints recorded at stage three 

 100% responded to within target timescales 

 156 compliments recorded  

 

MAIN REPORT 
 
The number of complaints recorded in the year has again fallen slightly on the previous 
year as shown below. 
 

 
 
Repairs and Maintenance continues to account for approximately 50% of all complaints 
which is expected due to the volume of work carried out.   Staff and Customer Service 
complaints have increased 6% from last year, accounting for 16% of the total 
complaints a slight increase from previous years. 
 
On average just 5% of complaints in the year have escalated through the process. This 
is a reduction from previous years; 11% in 2013/14, 7% in 2012/13 and 9% in 2011/12.   
 



 
 
Benchmarking by Housemark in 2012/2013 comparing landlords states that the 
average percentage of upheld Stage One complaints to be 60.2%.  Whilst this figure 
has increased for PHG in 2014/15, it continues to be below the Housemark 
benchmarked figure as shown below.     
 

 
 
The use of holding letters used in complaints has decreased significantly over the last 
few years.  On average just 16% of complaints in 2014/2015 required holding actions, 
therefore 84% of all complaints were responded to within our 10working day timescale. 
 

 
 
The Tenant Feedback Group continues to meet on a quarterly basis and have been 
consulted on changes to the Feedback Policy and Procedure with particular reference 
to the final Stage in our process.  The Feedback Group has also discussed 
amendments to the customer leaflet which has been drafted to reflect the changes of 
the Policy and Procedure.  



 
Housemark Benchmarking (12/13) shows for every ten complaints received by 
landlords in 2012/2013 they recorded around 7 compliments, PHG received around 1 
compliment for every two complaints in 14/15.  
 
Overall we can see the total number of compliments we record gradually increasing, 
this could be interpreted as reflecting the change in culture amongst staff to log positive 
feedback. Staff and Customer Service compliments have remained to account for the 
largest percentage of all those recorded over the last two years.   
 

 
 


