ﬁ Your Homes
Newcastle

talk to us

Compliments, Complaints and
Comments




We want you to get in touch and let us
know how we’re doing.

Your feedback is important and helps us to continue improving
the services we provide to you every day.

It is worth while talking to us. Here are just a few of the
problems you highlighted and how we tackled them.

Technical & Maintenance

You told us

“On a Friday afternoon | can’t get through to report a repair”

We have clarified with our repairs contractor that the phone
lines will have enough staff to take calls until 6pm on a Friday
evening as advertised.

You told us

“A leak came into my flat from the flat upstairs and my

landlord could not fix the leak quickly”

Sometimes we have a problem getting access to other
properties to repair things. We have an agreement with the
County Court Manager that an injunction application to gain
access will be heard within 48 hours of the papers being
lodged.



You told us

“No one turned up to my repair appointment”

We have clarified with our repairs contractor when an
appointment can be cancelled and what should happen with
the customer.

You told us

“My new radiator/boiler is not working following the

modernisation of my home”

We investigated to see if there were any trends with
contractors and faulty goods and found there were none. To
help identify problems in the future we have ensured that more
detail is logged on the system.

You told us

“The quality of works carried out externally on my home was
poor”

We constantly review the quality of the workmanship from our
contractors and we have set up best practice workshops to
improve the quality.

You told us

“Workmen left my front door open at the end of the day”

New security measures have been issued to our contractors.
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If you want to make a compliment, complaint or comment you

can tell us:

* in person at any of our offices
e over the phone on 0191 278 8600

e by letter to:
Complaints Officer, YHN House, Benton Park Road,
Newcastle upon Tyne, NE7 7LX

* by e-mail at yhncomplaints@yhn.org.uk

¢ Freepost:

Complaints at Newcastle, Head of Democratic Services,
FREEPOST NEA 15387, Newcastle upon Tyne, NE99 2RP

e by filling in a form
e by visiting our website at www.yhn.org.uk

This information is about how you can make a compliment, complaint or
comment about our services. If you need this in a different language phone
0191 278 8633. This information is also available in large print, Braille and audio
tape. We can also arrange for you to see a British Sign Language interpreter.

Bengali
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Chinese
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Farsi
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French

Les informations suivantes vous indiquent comment nous adresser un

compliment, une réclamation ou des commentaires concernant nos services.
Pour obtenir la version <name of language> ou une autre langue, composez
le 0191 278 8633.

Kurdish
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Portuguese

Esta informagao refere-se a forma como pode elogiar, reclamar ou comentar
sobre os nossos servigos. Se necessitar desta informagao em portugués ou
noutra lingua, ligue para o 0191 278 8633.

Russian

3aechkb cogepnTca MHdopMaLms o ToM, kak Bbl MoxeTe BbickasaTb
MONOXUTENbHBIA UMK OTpULATENbHbLIA OT3bIB O HaLMx ycnyrax. Ecnu Bam
Heo6xo4MM nepeBoj 3TOW MHOPMaLIMKN HAa <PYCCKUN> UMK APYroi A3bIK,
nos3soHuTe 0191 278 8633.

Spanish

Esta informacion trata acerca de cémo podra notificar su agradecimiento,
realizar una queja o un comentario sobre nuestros servicios. Si necesita esta
informacién en <name of language> o en un idioma diferente, llame al
teléfono 0191 278 8633.
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