[Branch NAME] - CUSTOMER CARE COMPLAINTS REPORT- October 2013
KPi Targets

Response / Gas Complaints 1o be<0.5% against jobs completed {does not include level 1)
Decent / Projects Complaints ta be <5% against jobs completed (does notinclude level 1)

Target Date for

Month % isabisnst Reason for above target for 3 consecutive months Actions to improve improvement
Aug-13 0.10%
Sep-13 0.00%
Oct-13 0.00%

LIST ALL THE ISSUES / COMPLAINTS RECEIVED DURING THE REPORTING MONTH

Response lxsues {Level 1) resoived within 24 hours
Decent issues [Level 1) resolved within 48 hours
Complaints {Level 2 & 3) to be open no longer than 15 colendor doys

No. of Jobs - % of Compl. ‘ '
Comp.in | (L2813 cnly)vs  Comp£ ' Justified Partlustified Unjustified ' Compliments
Mth . Jobs Compl. ' :

Action Taken to prevent trengd from re-

Contract L2 L3 Totat Common Trend .
. aLeurring

complaints reported this month, how many are CLOSED within:

\within 2 Days

within S Days - Please Enter the complaint reference number for complaints
within 10 Days closed over 15 days in the box below,

within 15 Days ] .




[Branch NAME] - CUSTOMER CARE COMPLAINTS REPORT- November 2013

KPITargets

Resgonse / Gas Corplaints to be <0.6% against jobs completed {does not include level 1)
Dezert f Projects Complaints to be <8% against jobs completed (does not include level 1)

Month % ji:ﬂ Reason for above target for 3 consecutive months Actions to improve 1;:;?:3:;:‘:"
Sep-13 0.00%
oct-13 0.00%
Nov-13 #DIV/O!

o O PlA R DD R O O
Response lssuss {Level 1) resolved within 24 hours
Decent Issues [Level 1} resofved within 48 hours
Complaints [Leved 2 & 3) to be open no longer thon 15 colendar doys

. Wo. of Jobs % af Compl. .
Action Taken to prevent trend from res
: o:,curring ¢ Comp.in  {L2GL3 only) vs Compf  Justified Portlustified Unjustificd - Compliments
Mth Johs Compl. )

Contract Common Trend

#DIv/01

Cut of the 0 complaints reported this month, how many are CLOSED within:

Please Enter the complaint reference number for complaints
tlosed over 15 days in the box below.

within 10 Days

within 15 Days




[Branch NAME] - CUSTOMER CARE COMPLAINTS REPORT- December 2013

Kl Targets

Raesponse / Gos Complaints to ke <0,6% against jobs completed {does not include level 1)
Decent / Projects Complaints to be <83 against jobs completed [does not include level 1)

% against Reason for above target for 3 consecutive months Actions to improve ‘l:arset Date for
Jobs improvement
Oct-13 0.00%
JHov-13 0.09%
Dec-13 0.00%

LIST ALL THE ISSUES / COMPLAINTS RECEIVED DURING THE REPQRTING MONTH

Response lzsues (Level 1) resolvad within 24 hours

Decent Issues [Level 1) resolved within 48 hours

Complaints (Lavel 2 & 3) to be open no longer than 15 calendor doys

Contraet

No.oflobs St of Compl.
Comp.in (&3 onlylus . Compk
Mth Jobs Compl.

Actien Taken to prevent trend from re-

Total Commen Trend X
oceurding

Out of the 0  complaints reported this month, how many are CLOSED within:

n 10 Days

wltkin 15 Day

flease Enter the complaint reference number for complaints
dosed over 15 days in the box below,

Justified  Part Justified

Unjustified

Compliments




Compliments / Positive Feedback

iob so well

3.6.2013 Jun _ l— wished ta thanks Mears for their assistance and commented on the high stendardof | Kat Turner E-rriail
rk gorr 1
21.6.2013 Jun ﬁ |T Terant would like it known he is extremely hoppy with Frazer, good worker and very Frazer Morrison Rung In
Lhard working
24.6.2013 Jun Tepant soid the operotive was very professienal ond polite Roy Garrud Rung In
2.7.2013 Jul Tenant called to say what o great job Grahem Whaite did. Groham had a lovely manner |Graham White RungIn
about hir ond went about the fob In o very professionaf end polite manner.
would be more than happy to hove Graham back any time,
8.7.2013 Jul F Tenant said gate ond fence ore brilliant Ben was very plecsant and hefoful Ban Wells Rung In
16.7.2013 Jut - Tenant colied 1o say a big thank you to the operotive whe repaired his door. QIR | Bl Matthews Rung in
sald a marvelfous Job had been done ard the workmaon was very smart and polite,
30.7.2013 Jul Clir Hales telephoned to thank the opertaives for rn the man hole cover Geoff Wayman/Kat tufRung In
1.8.2013 Aug Kethorine was a pleasure to meet.....not only was she extremely professiongf and Kat Turner E-mail
tolented in her work but was very friendly too. Katharine went ahove and heyond the
expected level of work and we are very grateful for the end result in making our home ¢
— murh picer piaes pr he
1.8.2013 Aug L Y We feel that the service Katharine geve was of an outstanding level ond hope thot Kat Turner E-mail
IMears will pass on our sincere thonks for ewmhing she has dane for s this
DoV ¢ predl is onet!
88,2013 Aug Thank vou he did o good fob. Pat Hornby E=-mail
13.8.2013 Aug ] |— Tenant was very impressed and though Kot wos lovely. Tenont alse menticned o Kat Turner Rurg In
probiem with her internal door which Kot reported for her and we are attending this
week, The tenont is VERY impresced with Maare.
1282013 AR ‘ﬁ_ Tenont called to soy thark you for a job well done by both chaps thet attended Tony Watling/Ryan _|Rung in
Marsh
15.8.2013 Aug _ 3 The tenant expressed how pleased she was with the work carrled out and wonted to | Trever Bell Rung In
take the trouble to compliment the operatives on thelr stenderd of work
3.10.2013 Oct ﬁ Tenont called to 5y he was very pleased with the service he hod recelved 1o glear the Cambridge Rung in
—__________ Ibfockgge in his property, Constryction
22,10.2013 et N (7:r:0nt called i to compliment Kat, she said she wos very professional, got on with her |Kat Turner Rungin
work. $he alse wished to thank her for her hord work and that the works completed
ing,
S ——
30.10.2013 Oct _ ~ fwanted to call and thank you. it wos o pleaseure to have a man here who knoew his | Pat Hornby Rung In




happy with the work s If you could forward this on to Combridge construction thot ™™

g811.2m3 Nev I— Tenant colied to say how Impressed they were with the speed of response, quality of the [Various Rung In
works and punctugiity of Meuars. They have phones in twice and each time been givenc
[suparh service,
11.11.2013 Nov guys were really nice did a great Job thank you Pat Hornby Survey
11112018 Nov Kat can come here anytime. She is such 2 lovely person to talk to and has done a Kat Turner Survey
wonderful job.
11.11.2013 Nov L] Tony was absolutely brilliant, so helpful and did his job very well. | couldn't have asked [Tany Wating/Ryan  [Survey
for more Marsh
11.11.2013 Nov } the man was very helpful, excellent service as always thank you Pat Hornby Survey
15.11.2013 Nov mare than happy a charming fellow who got on with his work as always  |Pat Hornby Survey
20,11.2013 Nov [ % . ) Roy Garrud su
Man was excellent, very polite and helpful and explained things to me. o 4
20.11.2013 Nov 2 L ) fantastic job ) wasn't expecting new taps. 10% as always since Mears have |Pat Horby Survey
been coming here.
20.11.2013 Nov — —— “[PatHomby Survey
27.11,2013 Nov | | [in Matthews Survey
28.11.2013 N I- | Roy Garrud Surv
d : ery ent; i a

13.12.2013 Dec ) — . The tenant from the obove address o USRI 1.t colled ond would fike to thank | Cambridge Rung In

: * . the guys that came round ond unbiocked her drains she was full off proise ond very Construction
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