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[bookmark: 1]Appealed to 

S1 Receipt Date

Service Area/Team

Issue Nature

Feedback Details

S1 Outcome LGO

PIT (2012 People - Adults 
& Neighbourhoods, 

Standard of relet 

 is complaining that the work on the garden at her property as not been carried out as per 

26/07/2012 09:13 Housing Services, 

(Corporate, 

Not Upheld

No

agreement before moving in - please see attached customer feedback form.

Property & Investment 

Service Failure)

Team)

 advised his property was last visited on 31 May 2012 by 

 when customer and his 

Local Centre Central 

care worker were at the property. Customer has not been contacted since then and would like to make a 

(2012 People - Adults & 

Delayed repair 

complaint about not being contacted with an update about what repairs will. Customer was told he would 

26/07/2012 11:45 Neighbourhoods, Housing  (Corporate, 

Upheld

No

either be moved while repairs were done or he would be permanently rehoused to a new address. 

Services, Landlord 

Service Delay)

Customer’s care worker and doctors have sent letters to the council to support the move but customer 

Services, Local Centres)

wants to complain that the council have not responded to these letters. phca

Customer is not satisfied with the work to the ground floor, flat roof room used for dialysis equipment. The 
room was always there. The room has been leaking in & it caused damage to the dialysis equipment. The 
equipment had to be disposed off. The leak has been happening for over two years. Customer feels that 

Responsive Repairs (2012  Standard of 

this is due to poor quality of work. That the contractor should not have been paid until SOTCC had 

People - Adults & 

responsive repair 

26/07/2012 13:54

confirmation that the work was done to the correct standard. Customer advised that they are not happy 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

that they have had to keep calling to try and get the work done. Last ref on umbrella R16503. Customer 

Services, Kier)

Service Failure)

wishes to complain regaring works to soffitts. Last ref R88687. The tradesman attend and PIT advised 
that no work can be done due to location. Customer advised that this negligence and the work can be 
done.

Local Centre North (2012  Attitude 

People - Adults & 

(Corporate, 

27/07/2012 08:27 Neighbourhoods, Housing 

 is complaining about 

 Housing Officer - please see attached.

Not Upheld

No

Conduct of an 

Services, Landlord 

officer)

Services, Local Centres)



[bookmark: 2]Homeslessness & 
Housing Advice (2012 

Allocations Policy 

 is requesting explanantion as to the allocations offer and subsequent transfer of tenant 

People - Adults & 

(Corporate, Policy,  from number 

 to 

. 

 was a long term tenant of 

27/07/2012 15:08

Upheld

No

Neighbourhoods, Housing  Disagree with 

number 

 and feels that she has had to move out because of this allocation. Mrs 

Services, Landlord 

policy)

is requesting confirmation that this person was applicable for this property.

Services)

Signed for property on 11/06 (transfered from 

 The key to turn the pressure on the boiler 

was missing and the housing needs officer 

 at the signing said she would either get a key 

Local Centre South (2012 

replacement or get it repaired. 

 has not yet moved into the property as she has been 

People - Adults & 

Delayed repair 

decorating it but is still waiting for the boiler to be sorted out. She had 2 separate visits on 04/07 by 

30/07/2012 11:17 Neighbourhoods, Housing  (Corporate, 

housing needs staff who told her they would sort the boiler. She still has no heating or hot water as there  Not Upheld

No

Services, Landlord 

Service Delay)

is no pressure on the boiler at all. 

 called SOC on saturday 28/07 for an emergency repair and 

Services, Local Centres)

they informed her that it was not an emeregncy and to report it on monday. 

 is very angry, 

disappointed and annoyed yet unsuprised. She has been waiting for almost 2 months for the boiler to be 
fixed. No one at any time told her to log the issue with repairs as she was told that someone would sort it.

 has called as she is not happy about how the situation of her transferring properties has been 

dealt with. A few weeks ago she viewed a property and was specifically told that she could move on 27-
July. On the 26-July she hadn't heard anything so spoke to Housing Solutions who firstly advised that the 
27-July was just a target date, not a confirmed date. 

 queried this, and on later conversation was 

Homeslessness & 

Other 

told she could go to the property at 2pm on 27-July to sign up. A further conversation on 26-July was to 

Housing Advice (2012 

communication 

inform 

 that she couldn't move in on 27-July as there was no gas meter at the property. She was 

People - Adults & 

30/07/2012 11:42

(Corporate, 

told the move may take place this week, but could be up to 2 weeks away. She has two young children 

Not Upheld

No

Neighbourhoods, Housing  Communication 

that she had arranged child care for. She had paid for a van to move furniture, so has now lost this 

Services, Landlord 

and Information)

money. She had moved her furniture items outside. She had also booked for new furntire and appliances 

Services)

to be delivered by Bright House - an order which she has now had to cancel, and she can't put a hold on 
the items as she hasn't got a new move-in date. She has found this situation very distressing, her son has 
recently been diagnosed with ASD which is hard to deal with anyway, and also has an 18 month old child. 
MB/CA



[bookmark: 3]Customer signed tenancy 26th March. She is on income support and has 2 young children, 1 aged 6 has 
special needs and she also has a baby aged 20 weeks. This is her first experience of council housing. At 
sign up, customer was advised by the Housing Officer, that she would receive information and support 
that was needed to assist her with her change of address, and to ensure the property was at a decent 
standard - with all hazards removed - to enable her to move in. 

 required referrals to the Disability 

Team; Homesure (white goods) and also assistance in order to obtain a community grant.Customer did 
not receive any information from our housing team. There was some works carried out to the garden, 
some trees removed however the stumps were left behind which are a hazard for her children. The 
disability team will not help her with this issue however they will help by arranging for hand rails. Since 
customer signed for tenancy, she has been visiting the property on a daily basis. once she has taken the 
eldest child to school, she fills the bottom of her buggy with paint & brushes etc and walks to 

 

 to do a bit of work every day - new baby goes with her. 

does not have child care facilities. 

 

Homeslessness & 

is doing what she can to move across as soon as possible, she can only complete works during school 

Housing Advice (2012 

Other service 

hours. Housing Benefits are unable to pay her rent and council tax until she moves to her new address, 

People - Adults & 

Partially 

30/07/2012 12:00

delay (Corporate, 

however we have agreed to help her by holding off the council tax empty charge until other matters can 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

be resolved. 

 is aware she is  breach of her tenancy yet feels she needs the suport of the council to 

Services, Landlord 

move into her new home. Disability team were not responding to her calls, 

has spoken to a revenues 

Services)

adviser on a weekly basis  regarding these issues who has in turn passed the information through to the 
housing officers, 

 is past angry that altohugh housing have had this information and not even picked 

up the phone to contact her. no help was received re grant so mum spent £1k on a carpet - on 17/07 she 
received a txt to contact the council re her carpet? she feels in a state of dispair and has gone from 
looking forward to moving, to feeling that the service is a joke.. a lady from housing did contact her and 
simply told her that  her council tax was due

 has received no help other than the financial support of 

her mum who has spent around 4k on cosmetic work at the property -

 mum is now overdrawn and 

cant really afford to continue to pay her rent ongoing. the issues need to be resolved for the business as 
much as for the tenant. 

was talking to a freind over the weekend regarding the stress she has been 

having, during the conversation with her friend (also council tenant) she found that her friend has rtecenlt 
been supplied with brand nerw bedroom furnishings, she has had her garden re-done to a high spec - all 
the things she was desperate for help for yet she couldnt even get help to buy a tin of paint...

 has called in relation to a repairs issue relating to the kitchen floor tiles. He moved in to the 

property in January 2012, he reported the floor tiles approx June. Someone attended and just used tape 
to carry out a temporary repair, and the workman advised 

 that someone else would be out to 

PIT (2012 People - Adults 

look at it. No-one attended. He had a 6 month review with housing officer later in June, and this officer 

& Neighbourhoods, 

Delayed repair 

agreed that the work was required and that someone would have to approve the work. No one else 

30/07/2012 12:04 Housing Services, 

(Corporate, 

Withdrawn

No

attended. Today 

 partner has slipped on the floor. There are now 10-15 tiles in different 

Property & Investment 

Service Delay)

sections of the floor that are either damaged, or lifting, and underneath there are existing tiles that are 

Team)

crumbling. He has spoken to the repairs section today who have advised the floor will not be replaced, 
they are sending someone out to the property this afternoon, but

 states that this will not 

resolve the issue. The old tiles need taking up and new ones re-laid. MB/CA



[bookmark: 4]Responsive Repairs (2012  Delayed repair 

People - Adults & 

30/07/2012 12:50

(Corporate, 

 is complaining about the delay in carrying out work at his property - please see attached email. Not Upheld

No

Neighbourhoods, Housing  Service Delay)

Services, Kier)

Roof Repairs 

Responsive Repairs (2012  (Corporate, Policy,  Customer would like to make a complaint regarding the outcome of the repair request. Wants to know 
People - Adults & 

Disagree with 

why the work is not going to be carried out on the tiles for the roof. When the tradesman men came out 

30/07/2012 13:39

Not Upheld

No

Neighbourhoods, Housing  policy, Scope of 

they had advised the water would have to come in the property before the would do the repair. The 

Services, Kier)

Service (Repairs 

customer is not happy with this and wants the repair done before this happens.

Policy))

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is complaining about the standard of work carried out at her property recently - please see 

30/07/2012 14:58

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

attached.

Services, Kier)

Service Failure)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

 is complaining about the new policy not to include 'entries' in our scope of service - please see 

30/07/2012 15:05 Housing Services, 

Not Upheld

No

(Corporate, Policy) attached.

Property & Investment 
Team)

Decent homes 

PIT (2012 People - Adults  kitchen and 

& Neighbourhoods, 

bathroom 

 is complaining that her kitchen will be renewed as an 'exception' and that there is no date 

30/07/2012 15:12 Housing Services, 

Not Upheld

No

(Corporate, Policy,  available by when it will be done - please see attached.

Property & Investment 

Disagree with 

Team)

policy)

Local Centre North (2012  Incorrect 
People - Adults & 

Information Given 

 is complaining that the value of the decorating vouchers she will receive following an upgrade to 

31/07/2012 10:50 Neighbourhoods, Housing  (Corporate, 

Upheld

No

her central heating has been reduced from £200 to less than half that value - please see attached.

Services, Landlord 

Communication 

Services, Local Centres)

and Information)

Homeslessness & 
Housing Advice (2012 

Delayed repair 

People - Adults & 

 are complaining about the condition of the council property they are paying rent for but are 

31/07/2012 11:43

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

unable to live in due to damp and mold problems - please see attached.

Service Delay)

Services, Landlord 
Services)



[bookmark: 5]PIT (2012 People - Adults 

Customer is disgusted that a recent renewal of toilet cistern has resulted in the toilet seat no longer 

Standard of 

& Neighbourhoods, 

staying up on its own but falls and bangs down. See R97657/1. High level cistern was removed and new 

responsive repair 

31/07/2012 12:01 Housing Services, 

cistern fitted lower, this will not allow seat to stay up. Tradesman applied PLAN and decided that the 

Upheld

No

(Corporate, 

Property & Investment 

whole toilet would need replacing and would cost too much. No other solution was offered. PIT were 

Service Failure)

Team)

asked if anything can be done and they replied no. 

 has lost all faith in Kier.  atr/ch

PIT (2012 People - Adults 

I would like to complain that none of the repairs that I have logged are getting repaired correctly and only 

& Neighbourhoods, 

getting patch work jobs which is not resolving the problems.  I am having new next door neighbours soon 

Other Policy 

31/07/2012 12:02 Housing Services, 

and they have had the whole house gutted with new plastering, skirting boards and all work done and 

Not Upheld

No

(Corporate, Policy)

Property & Investment 

when I moved in any work that needed doing was refused and I was told that's how it was and it wouldn't 

Team)

be done.

Responsive Repairs (2012  Gas servicing 

People - Adults & 

 is complaining about gas leaks found at her property which appear to be the result of work 

31/07/2012 12:56

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

having been carried out on her central heating - please see attached.

Service Failure)

Services, Kier)

Inconsiderate 

Responsive Repairs (2012  parking 

Customer stated that Kier work vans are taking up three to four parking spaces whilst working on an 

People - Adults & 

31/07/2012 14:36

(Corporate, 

empty house near to her property - number 7.  Residents have to have permits and council are taking up  Withdrawn

No

Neighbourhoods, Housing  Conduct of an 

spaces. Does not think they are considering residents needs here. vd soc

Services, Kier)

officer)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

 is complaining that a spare house key is missing, which was located under one of his bins, 

31/07/2012 14:37

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

which had been moved by a visitor from the Council - please see attached.

Services, Kier)

officer)

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

31/07/2012 15:02

 is unhappy about a missed repairs appointment - please see attached.

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 
Services, Kier)

Service Delay)



[bookmark: 6]We have two children, an eight year old boy and a 2 year old daughter who has cerebal palsy. Because of 
this condition she cannot walk without a frame and special boots and assistance she is also vision 
impaired in one eye. We have made an application to transfer to another property which would be suitable 
for our family with it's specific problems. To date we have been offered a property in Meir which had a 
200m walk from any parking area and also 10 steps into the property which we had to refuse as it was 
unsuitable for our needs, a property in Blurton which had a smaller living room than we have now 
although the property itself was fine and we decided that it was not for us. Yesterday we received a phone 

Homeslessness & 

call from 

 Housing Needs offering a property in 

.  I said that it was not an 

Housing Advice (2012 

Attitude 

area that we had asked for and straightaway she said that it would be offered to someone else and went 

People - Adults & 

(Corporate, 

off the phone. I thought about this property,  that if it met all of the medical needs of our daughter then we  Partially 

31/07/2012 17:02

No

Neighbourhoods, Housing  Conduct of an 

should view it and tried to ring her back but could only speak to a gentleman who advised us to ring 

Upheld

Services, Landlord 

officer)

between 9.00 and 5.00 today. I rang today and was advised that the property had gone. 

 rang 

Services)

back at around 13.00 and during this conversation I asked if my daughter's needs would have been met 
by this property and 

advised that "we wouldn't have offered you a property if it didn't meet your 

needs".  I answered that we had already been offered the property in Meir. I felt that 

 was talking 

down to me and was very rude - she tried to contradict everything I said and was in a rush to get off the 
phone. I felt that she wasn't interested in listening to me and what our needs for a property are and I didn't 
feel that she had looked at any information from our application. I felt that she didn't believe that we have 
any problems.I would like to say that I spoke to a lady named 

 at Housing Needs who was extremely 

helpful and she completed the medical needs form for us whicxh has never been mentioned to us before.

Responsive Repairs (2012  Delayed repair 

People - Adults & 

Partially 

01/08/2012 10:50

(Corporate, 

 is complaining about the delay carrying out work at his property - please see attached.

No

Neighbourhoods, Housing 

Upheld

Service Delay)

Services, Kier)

PIT (2012 People - Adults  Standard of 

 is complaining that the work that Kier have carried out in respect of the damp problem at her 

& Neighbourhoods, 

responsive repair 

property has not resolved the problem.  She lives in a downstairs flat.  Paid £500 for bedroom furniture for 

01/08/2012 12:13 Housing Services, 

Not Upheld

No

(Corporate, 

her daughter and it is all mouldy.  All her daughter's toys re going mouldy and she feels this is all 

Property & Investment 

Service Failure)

attributable to the damp problem.

Team)



[bookmark: 7]Local Centre South (2012  Delayed/late 

People - Adults & 

response 

 is complaining about the lack of action taken against the residents of 

 - 

01/08/2012 13:00 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

Local Centre South (2012 

 has called into Bentilee Neighbourhood Centre, would like to make a complaint. 

 

People - Adults & 

Grass and hedge 

advises that there is a piece of council land at the back of her property that is not being maintained. 

 

Partially 

02/08/2012 10:34 Neighbourhoods, Housing  cutting (Corporate, 

advises that the land is overgrown, there are a lot of brambles and weeds and long grass and 

No

Upheld

Services, Landlord 

Service Failure)

large puddles and there is a repeated problem of fly tipping being dumped in the long grass and it is 

Services, Local Centres)

inconvenient to keep reporting this as is not on the phone ce/ca

New front and back door were installed on Tuesday as part of the BISF Programme.  Yesterday went out 
the front door and it shut and locked behind them with the key still in the lock inside, so 

 

 could not get back in.  They went to the site office at Ball Hayes Road.  

 visited the 

property to have a look, but was advised by someone he spoke to that there was nothing he could do and 

Responsive Repairs (2012 

that they would have to call the repairs line.  They called the 0844 894 0145 on 

 phone as they 

Other Service 

People - Adults & 

could not get back in, but were told it was their responsibility to sort out.  They then had to break a 

02/08/2012 11:36

Failure (Corporate, 

Upheld

No

Neighbourhoods, Housing 

window to get in.  Today they called 01782 234234 from the local centre to ask if they could pay for Kier 

Service Failure)

Services, Kier)

to fix the window, but were told they would have to get a private glazier as it is not the policy any more to 
replace windows broken by the tenant.  They have arranged for a glazier, but have been told it will cost 
over £100.  The main complaint is that they were not told the doors were self locking and would not have 
deliberately locked themselves out leading to these consequences and were quite willing to pay Kier to 
repair the window.



[bookmark: 8]I came in to you in Jan 2011 with a problem about my land lord would not repair the boiler as you found 
me this house I thought you would help the information you gave was to ask the land load again I did this 
on several occupations with the same response in Feb /12 I took a section 21 form to you and asked what 
to do as the form had no dates on you advised me to ring the land load to tell him , in feb /12 he sent the 
correct form and i returned to you for advice at this point you advised to contact CAB who told us to 
contact Housing standards   they came and told us that we should have been given this advice to contact 
them in Jan 2011 they would have made the landlord to repair the boiler with in 10 days not 9 mths that 

Homeslessness & 

we had no heating or hot water  so this all comes down to you giving me the wrong information in Jan 

Incorrect 

Housing Advice (2012 

2011.I had a letter from you that stated that we are eligible to receive help but are making our selves 

Information Given 

People - Adults & 

homeless due to the rent arrears as this was the only way we could get the boiler done as you gave the 

02/08/2012 13:03

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

wrong advice ,i appealed your decision on the 13/6/12 but as normal still have not received any reply so i 

Communication 

Services, Landlord 

phoned on the 2/8/12 only to be told that you needed some more information as your rules state that you 

and Information)

Services)

would answer my letter with in 58 days this time would elapse on the 4/8/12 and the person i spoke to 
would not be-able to give a reply in the next 2 days this would be longer than your rules there has been at 
least 4 people involved in this farce and only people to lose out is me and my wife after 1year and 8mth 
we still have not been offered a council flat or other accommodation from you this has caused a very 
stressful situation not knowing what was going to happen and just been bounced from one person to 
another ,so could some one please give me a answer to this matter by emailing me  to 

 as normal i will not hold my breath knowing how long you take to answer 

anything sent to you .

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

 is complaining that following her service request for her parents' wet room floor to be 

02/08/2012 14:27 Housing Services, 

Not Upheld

No

(Corporate, 

replaced, only a minor repair has been carried out - please see attached.

Property & Investment 

Service Failure)

Team)

Programmed Maintenance  Delayed repair 

(2012 People - Adults & 

on going problem for 11 weels regarding roof leaking after rain this evening started again advised 6 

02/08/2012 20:52

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

weeks ago that it will repaired there still is a problem

Service Delay)

Services, Kier)

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

 is complaining about the return of damp and mould in his property, despite work having been 

03/08/2012 11:41 Housing Services, 

Not Upheld

No

(Corporate, 

carried out to resolve the problem - please see attached.

Property & Investment 

Service Failure)

Team)



[bookmark: 9]Tenant signed for the above property yesterday (02.08.12) which is a flat with communal access by way 

Homeslessness & 

of a secure front door.  Provided with keys but no fob and hence has been unable to access her new flat.  

Housing Advice (2012 

Other Service 

On benefits she has spent £4.90 yesterday and again today (Total £9.80) trying to gain access and sort 

People - Adults & 

03/08/2012 12:06

Failure (Corporate,  out a fob, she has hauled belongings on public transport only to have to haul them back as unable to get  Upheld

No

Neighbourhoods, Housing  Service Failure)

in and is angry and annoyed.  During the sign up she was not shown how to switch on the hot 

Services, Landlord 

water/heating and was given the original copy of the Tenancy Agreement without a copy of the conditions 

Services)

booklet.

The main complaint is regarding deformation of character as Kier were incorrectly informed by 

 at 

housing options that the operatives would need to visit in 2's. Customer called Keir who confirmed this 

Incorrect 

warning, they then called 

 who didn't give an answer as to why and removed the visit in 2's warning 

Programmed Maintenance  Information Given  from system. The second complaint is that they were told that they would have to take this property even 

(2012 People - Adults & 

03/08/2012 13:26

(Corporate, 

though the property was in a very poor standards. 

 inspected the property and 

Not Upheld

No

Neighbourhoods, Housing  Communication 

advised that this was a mistake and the house should have been left void so the customer was placed on 

Services, Kier)

and Information)

the emergency housing list.  The customer has now been rehomed and is due to move in on the 14th 
August.  The whole situation caused a lot of inconvenience, upset and stress and has also caused a 
monetary loss as they spent over a £1000 renovating the first property.

i am writing this to make a complaint. i had central heating fitted a month ago and they have left a right 

PIT (2012 People - Adults 

mess. i have a cupboard which they have taken the emersion heater out of, they have left walls with no 

& Neighbourhoods, 

Call not returned 

plaster on them,a hole in the ceiling where the lagging from the loft is hanging down,pipes just hanging 

03/08/2012 13:55 Housing Services, 

(Corporate, 

there,a hole in the floor,pipes stiking up from the floor,electrics that are doing nothing,basically i have a 

Not Upheld

No

Property & Investment 

Service Failure)

space that nothing can be done with because its a right mess, i have spoken to the person who is dealing 

Team)

with this on several occassions and they say they will ring back and let me know whats happening but as 
of yet i have heard nothing. can some one please come and look at the mess.

Every year for the last 15 years, probably four or five times a year, we have had to have someone come 
out to our property to clear the drains. I find this now to be totally unacceptable.  After 15 years this 

PIT (2012 People - Adults  Delay in 

problem should have been sorted out.Alongside this complaint I will also be contacting my local 

& Neighbourhoods, 

completing request  Councillor and my local MP.No tenant should have live for 15 years in a council property with regular 

05/08/2012 19:09 Housing Services, 

for service 

Not Upheld

No

occurences of raw sewage in their back garden.If this problem is not sorted out properly and swiftly then I 

Property & Investment 

(Corporate, 

will have no recourse but to seek legal advice and pursue this complaint through the courts.As my 

Team)

Service Delay)

landlord the City Council has a duty of care as outlined in the Tenancy Agreement and this has not been 
fulfilled.



[bookmark: 10]My daughter applied to go on the list for a 2 bed property when she got her Mat B1 form. She was told her 
housing officer would have to support her application as she is an introductory tenant. 

 

said no, "as there are families of 4 living in 1 bed flats....imagine that". While sympathetic, if thats the 
case, she should be judged on her own merits not dismissed because of someone elses situation. I sent 

 a detailed letter including a drs letter stating nicolas medical problems so she could make a 

Homeslessness & 

Incorrect 

informed decision. Despite this 

 has not returned any of my calls or replied to my letter or email. I 

Housing Advice (2012 

Information Given  spoke to 

 at blurton. I managed to speak to 

 once, when she answered the 

People - Adults & 

06/08/2012 03:19

(Corporate, 

phone when i rang, she said she never got 

 message only 

 but had been too busy. She was  Upheld

No

Neighbourhoods, Housing  Communication 

going to discuss the letter with her manager on 20/07/12 the next day. Still no contact so i rang again on 

Services, Landlord 

and Information)

25/07/12 

 said she was off that day not sure if shed be in the next so i emailed her that day. I know 

Services)

she was at work on 27th as she took at call about 10am followed by a home visit at 12.30 ish to a family 
on newstead. So Monday 30th i rang her only to be informed she was on holiday for a week.

 tried to 

help by looking on the computer he couldnt tell me anything so i asked if he could mention it to 

 

manager and get back to me if possible. Still no contact.This Complaint relates 

 my 

Daughter

To whom it may concern,I am emailing you today to complain about the ongoing ground maintenance 
problem/complaint. A couple of weeks ago I was advised by my ex housing manager via a phone 
conversation, I would be refunded the money I paid for ground maintenance since 27-04-10. I'm not sure 
of her name again (sorry),  

 or her surname is 

  Anyway she told me that I should have 

been taken off the grounds maintenance way back then and it was up to me to maintain the grass.So I 

Local Centre South (2012 

went out and bought an electrical strimmer and mower. I've been cutting the grass ever since. The 

People - Adults & 

Grass and hedge 

council NEVER once cut my grass. So why should I pay £2.80 for NOTHING. A member of staff (I can't 

06/08/2012 12:30 Neighbourhoods, Housing  cutting (Corporate, 

Not Upheld

No

recall his name), called to my house on 26th of July informing me I would not be getting a refund and a 

Services, Landlord 

Service Failure)

new contract will be arranged so I don't have to pay and be taken off this ground maintenance. I cannot 

Services, Local Centres)

sign this until this issue is dealt with. The other complaint is that my grass was cut twice (I am not happy 
with that) after I got in touch with the Local Government Ombudsman!!!!!.  Why  start cutting it now?I am 
seeking a full refund from day one (27-04-10) and If I am entitled interest I will be seeking that as well. I 
will also be getting in touch with and updating the Local Government Ombudsman on this matter. I think 

 is handling this complaint.Regards,

Customer has had kier out to assess a repair for tiles. Tennant has tile mites behind tiles due to damp 

PIT (2012 People - Adults 

issue and tiles are falling off. Grout missing holes in them and  cracks in them. A Tradesman has been 

& Neighbourhoods, 

Other Policy 

out today and stated that this was a job that he could not do and more work was needed. He called the 

06/08/2012 13:02 Housing Services, 

Not Upheld

No

(Corporate, Policy) PIT team to discuss they refused to authorise more work and told him to fit odd size tiles to replace the 

Property & Investment 

damaged tiles. Operative stated this would not solve the damp issue anyway. Customer has spoken to 

Team)

Resource who said that there is nothing that can be done.



[bookmark: 11] would like to complain about the time he has waited for his decoration vouchers. 

 

had his central heating system upgraded aprox 7 weeks ago. He has rang into the Local Centre 3 times 

Delay in 

Responsive Repairs (2012 

(spoke to 

on 2 occasions) to chase the payments and also had 

 out twice to confirm 

completing request 

People - Adults & 

the decoration amount. 

 states that his wife came into Chell LC last Thursday following a call 

06/08/2012 16:09

for service 

Upheld

No

Neighbourhoods, Housing 

from

 to say that the claim form had been handed in, 

 called in to collect the vouchers 

(Corporate, 

Services, Kier)

and was advised at Chell that the was no vouchers in stock. 

 rang in today to ask if the 

Service Delay)

vouchers were in stock.  When I have asked about the stock value I was informed that we have not run 
out and also found that we had no log that about the received a claim form.

Homeslessness & 

 is complaining about several issues - personal information that has been passed on to her 

Housing Advice (2012 

Other service 

neighbours by members of the Housing Solutions Team, the lack of contact from council officers since 

People - Adults & 

07/08/2012 09:52

delay (Corporate, 

her complaint was made, the delay in providing her with diary sheets and a noise pack in connection with  Not Upheld

No

Neighbourhoods, Housing  Service Delay)

a noise complaint at the property, lack of contact from the Tunstall local office in connection with the 

Services, Landlord 

noise complaint.  Please see attached.

Services)

Local Centre South (2012 
People - Adults & 

Tree pruning 

 and several residents of 

 are complaining about the lack of action 

07/08/2012 10:11 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

regarding some nearby very large trees - please see attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Garage repair job ref. R91774/1.

 had someone out to garage for repair in June. Was told by 

worker that nothing can be done with doors as they will have to be replaced. He was informed by 
someone that the doors would be ordered and fitted on 6th August. He waited all day for someone and 
was called at 16.30 with an apology and they told him that they would come on the 07-08-2012 instead. 

Responsive Repairs (2012  Delayed repair 

Due to receiving this information he took off the safety features with difficulty as he is 82 years old. He 

People - Adults & 

07/08/2012 11:28

(Corporate, 

had a visit to the garage from the same worker that went out originally who told him that he had come to 

Upheld

No

Neighbourhoods, Housing  Service Delay)

look at the door?? He recognised the man and he in turn. No door with the worker. We have spoken to 

Services, Kier)

Rescource control who advised that the door has not arrived but is on order. We asked if they can make 
the garage safe in this case as the gentleman had taken safety features off due to info given. He has 
been refused this. He is not happy with the lack of communication and the communication he has 
received with regards to this. Vd CA/BNC

Local Centre North (2012  Attitude 

People - Adults & 

(Corporate, 

regarding 

 is unhappy with 

 at Tunstall local centre. 

 says that 

08/08/2012 08:15 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

 made comments about his bodily smells.Please see attached complaint

Services, Landlord 

officer)

Services, Local Centres)



[bookmark: 12]Local Centre South (2012  Attitude 

People - Adults & 

(Corporate, 

 is complaining about the way her rent arrears account has been managed - please see 

Partially 

08/08/2012 09:51 Neighbourhoods, Housing 

No

Conduct of an 

attached.

Upheld

Services, Landlord 

officer)

Services, Local Centres)

I find 

, the housing officer at Chell Heath Local Centre, the most unuseful person ever, he is 

very arrogant and rude.  I have a few issues about noise which I've spoken to him about and I've 

Local Centre North (2012 

explained to him that I work 12 hour shifts fromn 6am to 6pm which means i could be out of the house 13-

Attitude 

People - Adults & 

14 hours.  He has turned around and said to me can't you go into work and get your hours altered, which I 

(Corporate, 

08/08/2012 12:36 Neighbourhoods, Housing 

said I cant as I work in a warehouse.  Ive chatted to him about trying to get a council swap as Im not very  Not Upheld

No

Conduct of an 

Services, Landlord 

happy here and he turned around to me and said have you considered private rental.  at the end of the 

officer)

Services, Local Centres)

day i pay full rent and full council tax, i cant afford private rental, hence the reason i am in the council 
house.  He has also turned around and said to me that its normal estate noise and I have got to get used 
to it.  I'm quite upset about the way he speaks to people - he is no help at all. wb/ca

The operative from 

 attended my property yesterday to do the gas safety check, he asked 

where the boiler was so i showed him upstairs to the airing cupboard and then i went back downstairs to 

Gas & Electric (2012 

Behaviour 

see to my 3yr old son - when the operative came back down he said ''i like your pink hi-vis'' and i never 

People - Adults & 

(Corporate, 

thought anymore of it thinking that it must of been in the airing cupboard ---i later went upstairs to check 

08/08/2012 14:11

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

where it was as it was playing on my mind and was extremely shaken and upset when i found it in my 

Services, Kier)

officer)

wardrobe - this means that the operative must of gone through my wardrobe to find it and he was in my 
bedroom without my permission -- this has left me feeling very uneasy and shaky at the thought that my 
things have been looked through - and i am not wanting to let anyone in my property again

PIT (2012 People - Adults 

 wants to make official complaint re the mould in her council house that she says kier are 

& Neighbourhoods, 

Delayed repair 

doing nothing about. says the mould may be toxic she feels as she and children are always unwell. Says 

08/08/2012 16:48 Housing Services, 

(Corporate, 

Not Upheld

No

she has to go out to get fresh air, feel well etc. Has asked kier to do full check on mould to see if toxic but 

Property & Investment 

Service Delay)

basically they wont and it has been ongoing for a long time...pf/soc

Team)

Stoke on Trent CouncilI have recently received a court date regarding a Notice of Seeking Possession 

Local Centre South (2012 

order. I have not digested the full order yet but I have read the witness statement regarding my dealings 

Behaviour 

People - Adults & 

with A 

.In the statement it is stated that I refused to cut my grass and hedges and I was 

(Corporate, 

09/08/2012 Neighbourhoods, Housing 

rude and aggressive towards 

.I have never stated that I would never cut my grass or 

Not Upheld

No

Conduct of an 

Services, Landlord 

hedges. I have however stated I don’t think it’s is right to ask me to cut, what I believed at the time to be 

officer)

Services, Local Centres)

my neighbours grass and hedges. I was told by 

 that the entire front was mine to look 

after, although for eleven years I believed (as everyone else on the green did) that half the front was 



[bookmark: 13]Decent homes 

PIT (2012 People - Adults 

I have had a workman out to my property today due to a rotted kitchen unit cause by a leak from 

kitchen and 

& Neighbourhoods, 

underneath the sink. He has told me that i have to a have mis matched kitchen now as they no longer do 

bathroom 

09/08/2012 15:55 Housing Services, 

my style of kitchen anymore and there is no alternative. I think this is discraceful as i take great pride in 

Not Upheld

No

(Corporate, Policy, 

Property & Investment 

my property and have gone to great expense in making the property look nice only for it to be ruined by 

Disagree with 

Team)

the threat of having kitchen units that dont match. CG/CA

policy)

Footpaths/drivewa

PIT (2012 People - Adults  ys (Corporate, 

Job no 99034/3 reported as steps to rear washing line are crumbling, I have been advised that this is not 

& Neighbourhoods, 

Policy, Disagree 

in the scope of service as they are not communal steps as we all have a set each.  I consider them to be 

09/08/2012 16:55 Housing Services, 

Not Upheld

No

with policy, Scope  dangerous as they move and the cement is crumbling which is also due to flooding of the garden 

Property & Investment 

of Service (Repairs  PR/Callhandler 09/08 16:54

Team)

Policy))

Local Centre South (2012  Other 
People - Adults & 

communication 

I have sent about 6 emails now asking for my housing officer to call me (I do not know who is the housing  Partially 

09/08/2012 18:30 Neighbourhoods, Housing  (Corporate, 

No

officer).Had no replies and no contact.

Upheld

Services, Landlord 

Communication 

Services, Local Centres)

and Information)



[bookmark: 14]PIT (2012 People - Adults  Delayed/late 

& Neighbourhoods, 

response 

 is complaining about the delay in resolving the problem with lack of heating in her hallway - 

10/08/2012 Housing Services, 

Not Upheld

No

(Corporate, 

please see attached.

Property & Investment 

Service Delay)

Team)

Local Centre Central 

Delay in 

The garage site on Mulgrave St is badly overgrown with weeds, grass and moss etc. Its got so bad that 

(2012 People - Adults & 

completing request 

 (who is in his 70's) has taken his time to clean the area, cutting it all back, bagging up 8 big 

10/08/2012 11:54 Neighbourhoods, Housing  for service 

Not Upheld

No

bags of waste and mauling them into the car and to take to the tip. 

 has been contacting the 

Services, Landlord 

(Corporate, 

council since June and has had no response as yet.

Services, Local Centres)

Service Delay)

Hello I want to ask you to clarify the situation with my house. My name is 

, I live at 

 

. At my house, the problem with back door of the kitchen. Within a year, 

PIT (2012 People - Adults  Delay in 

employees of Kier Group, I promise to replace the door, as it is not repairable, it is old and dried up and 

& Neighbourhoods, 

completing request  has a big gap between the door frame. From there, constantly blowing and my wife always has a cold and 

10/08/2012 12:01 Housing Services, 

for service 

 a problem because of this, we can not finish the repairs in the kitchen because they are 

Not Upheld

No

Property & Investment 

(Corporate, 

constantly waiting for them to replace the door. We called there many times, each time someone comes 

Team)

Service Delay)

out of this company, they tell us all the time is different, the last time employee of the company gave us to 
understand that the door not replace ever. What do we do? I beg your pardon for troubling you, and hope 
for a speedy response.

is a Stoke on Trent city council tenant and has been in property approximately 3 yrs. There have 

been problems previously with damp on one wall in the living room. A damp proof course and special 
paint was put on all the walls, and now in the opposite corner of the living room, she has gone to decorate 

Programmed Maintenance  Other Service 

today and pulled out a bookcase and the carpet is black with mould. Keir have been out today they pulled 

(2012 People - Adults & 

Partially 

10/08/2012 15:42

Failure (Corporate,  plaster from the corner of the room to check the pipe - there is no problem with the pipework but hes left it 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

in a mess and advised they will not replaster MDF board and he has left screws and metal rods on show. 

Services, Kier)

She has been advised there is nothing else that can be done and all the damp has come from previous 
problem. 

advises she has had new carpet since then and not had problems with anything else. 

They are sending a plumber out on monday to some further work and we're unsure why



[bookmark: 15]Customer would like to complain about the fact that she had property looked at for fixed scaffold request 

Programmed Maintenance  Waiting time on 

put through on 3rd Aug customer rang on 8th Aug for an update into waiting times and general info 

(2012 People - Adults & 

the telephone 

Partially 

10/08/2012 16:29

update it was requested that 

 rings her either on the 8th or by the end of 9th Aug this was not 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

done and customer has sat waiting for 2 days straight for this as only has a home phone customer feels 

Services, Kier)

Service Delay)

let down and in the dark with the service. bw/call handler

Responsive Repairs (2012  Missed 

Called into the burslem office to make an appointment for Tuesday 7th August for workmen to call as we 

People - Adults & 

appointment 

both work.  Waited in all that afternoon, no-one came.  Called  in to Tunstall office only to be told they had 

12/08/2012 14:48

Upheld

No

Neighbourhoods, Housing  (Corporate, 

called on the 6th August.  What I want to know is WHY!!!!  If I make an appointment I need it to be 

Services, Kier)

Service Delay)

adhered to as I WORK.  Otherwise whats the point of this system?

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is complaining that tradesmen have filled a hole with silicone without his permission - please 

13/08/2012 09:46

Upheld

No

Neighbourhoods, Housing  (Corporate, 

see attached.

Services, Kier)

Service Failure)

Grafitti has been scratched into wooden front door stating "

".  A crime reference number has 

PIT (2012 People - Adults 

been supplied by the Police.  Rang the repair line and spoke to 

 who advised that she had 

& Neighbourhoods, 

Other Policy 

checked with the Property Investment Team and I would have to fill the damage in with wood filler and 

13/08/2012 12:06 Housing Services, 

Upheld

No

(Corporate, Policy) paint it. I spoke to her manager Katie Smithson who agreed with her, a job has been logged for the 

Property & Investment 

draught around the door and the fact that the door does not fit properly job no 99810/1 PR/Callhandler 

Team)

13/08/12

Homeslessness & 

I have recently had to sell my home due to a marriage breakdown and i have phoned up housing 

Housing Advice (2012 

Attitude 

solutions this morning and spoke to a female (roughy around 10:30) who told me very abrudtly that 

People - Adults & 

(Corporate, 

Partially 

13/08/2012 12:20

common sense should of told me i shouldnt of sold my house which has really upset me and she then 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

went on to tell me that i should be looking to private rent. This has really upset me and set me back as i 

Services, Landlord 

officer)

was previously told i would be considered for a council property once my house has sold.

Services)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

13/08/2012 14:57

Unhappy with driver using his hand held mobile phone while driving (see attached)

Upheld

No

Neighbourhoods, Housing  Conduct of an 
Services, Kier)

officer)



[bookmark: 16]Local Centre Central 
(2012 People - Adults & 

Other service 

 is complaining about the lack of support in dealing with a boundary/rubbish removal issue - 

13/08/2012 15:02 Neighbourhoods, Housing  delay (Corporate, 

Not Upheld

No

please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

I pay £3.09 each week as part of my rent for grass cutting which is an annual charge of over £150 
annually. Last year the lawns were cut fortnightly and were very neatly cut. This year it looks like a 

Local Centre South (2012 

meadow and now the edges of the lawns to all the bungalows have had weed killer sprayed on them & 

People - Adults & 

Grass and hedge 

they have a yellow border of between 6 & 12 inches. They have only been cut 4 times this growing 

Partially 

14/08/2012 08:17 Neighbourhoods, Housing  cutting (Corporate,  season and they are a disgrace. I am quite aware of the new grass policy but when you are charging me 

No

Upheld

Services, Landlord 

Service Failure)

for this service which although £3 a week is a small amount it isn't when they are not cut all winter  & only 

Services, Local Centres)

5 cuts done. This is more expenxive than a private gardener and at least then they would be cut well. I 
would like permission to fence off my lawn and maintain it myself so that my dogs would not have to be 
tethered to use the garden. Please look at this matter  urgently or it will be winter!

Windows 

Tenant reported crack in window Jan/Feb 2011 and no-one attended.  Appointment was missed several 

PIT (2012 People - Adults  (Corporate, Policy,  times. Tenant went back to work and job had to be put on hold. Called back again to report other repairs 

& Neighbourhoods, 

Disagree with 

and the window.  Other repairs were carried out and the window was missed. Tenant has reported repair 

14/08/2012 11:39 Housing Services, 

Not Upheld

No

policy, Scope of 

again ref number R99285/2 and has now been advised that it is not within the scope and will not be 

Property & Investment 

Service (Repairs 

repaired when should have been done over 18 months ago.  Tenant is also worrying as the window is in 

Team)

Policy))

the child's bedroom and is very weak. ca/call handler

Responsive Repairs (2012  Other Service 

People - Adults & 

 is complaining about scaffolding being erected and work carried out at his privately owned 

14/08/2012 12:03

Failure (Corporate, 

Upheld

No

Neighbourhoods, Housing 

property - please see attached.

Service Failure)

Services, Kier)

PIT (2012 People - Adults  Delayed/late 

& Neighbourhoods, 

response 

 is complaining about the lack of action on her central heating system - please see 

14/08/2012 12:14 Housing Services, 

Not Upheld

No

(Corporate, 

attached.

Property & Investment 

Service Delay)

Team)

Inconsiderate 

Responsive Repairs (2012  parking 

People - Adults & 

14/08/2012 13:03

(Corporate, 

 is complaining about dangerous parking by Kier vehicles - please see attached.

Upheld

No

Neighbourhoods, Housing  Conduct of an 

Services, Kier)

officer)



[bookmark: 17] has been expecting to be contacted by the Council regarding the state of his kitchen. It 

has been inspected and condemed at least twice. Kier attended on 12th July 2012 to attempt repairs, a 
supervisor was called and stated that it was beyond repair and needed to be replaced. Photographs were 
taken and 

 was informed he would be contacted very quickly (he believed within a week), 

PIT (2012 People - Adults 

about the situation. 

 has not been contacted and is very frustrated that his concerns have 

Delayed/late 

& Neighbourhoods, 

not been addressed. 

 also has a problem with the cleaning of the communal areas which 

response 

14/08/2012 13:55 Housing Services, 

are of a poor standard and often smell and can be filthy. The door entry system has been changed, 

Not Upheld

No

(Corporate, 

Property & Investment 

meaning that Post and delivery personnel have difficulty in finding his flat, he often misses deliveries. 

 

Service Delay)

Team)

 believes that the block itself is very poorly maintained and is falling into decay. 

 

does not believe he is treated with respect and the block is being used to house 'Difficult' tenants, it is 
also expensive compared to other council properties. The non-slip paint on the middle set of stairs has 
worn away and this makes them dangerous. There is also large amounts of pigeon mess around the 
block which is never cleaned up.  SP CA

Guttering & Facias 

Responsive Repairs (2012  (Corporate, Policy,  Soffit hanging from roof in the back garden and birds are nesting. Reported to repairs several times in the 
People - Adults & 

Disagree with 

last 15 months and inspectors and contractor MAC have been out.  Said guttering and soffit work was 

14/08/2012 14:26

Upheld

No

Neighbourhoods, Housing  policy, Scope of 

needed. Customer was told that MAC have charged Kier for a job not done three months ago. Customer 

Services, Kier)

Service (Repairs 

was then told (14/08/12) the soffit will only be repaired and not fully replaced. phca

Policy))

 and 

 say that the property has subsidence and also plastering is 

Responsive Repairs (2012 

needed throughout the house. There is a constant battle with dust from walls and floors because of the 

People - Adults & 

Other Policy 

14/08/2012 14:42

plastering work needed and that there are no carpets. The garden is also unsafe. The Repairs Team have  Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) said that no work will be carried out on the property. 

 works but cannot afford to make 

Services, Kier)

improvements to the property. 

 is 20 weeks pregnant.

Customer has had letter from court dated 1st August (received yesterday 14/8) to say that he will be 
evicted on 10th September. Rang court who said to negotiate with council. Telephoned yesterday (14/8) 

Local Centre North (2012  Information not 

and logged a contact for Housing Officer to ring but still waiting for call back.  Has rang again today (Chell 

People - Adults & 

passed on 

Heath Office about 12:10) and spoke to 

said they would call back at 3.30 as he was on lunch.  

15/08/2012 16:43 Neighbourhoods, Housing  (Corporate, 

Customer went to work and is still awaiting callback and 

 said that he would put a note next to 

Not Upheld

No

Services, Landlord 

Communication 

customers file and have a word with him to say that a payment would be made for £340 Tuesday 21st 

Services, Local Centres)

and Information)

August and Friday 24th August another payment would be made.  He believes 

 was in the Chell 

Heath office as the Tunstall office said "I am the Housing Officer and I do not deal with your area and I 
am telling you to ring Chell Heath local office".  However on Customer Access he is on the list for Tunstall 



[bookmark: 18]Homeslessness & 
Housing Advice (2012 

Other Service 

People - Adults & 

 is asking for a waiver of housing rent due to the tenancy sign-on date being changed - 

16/08/2012

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

please see attached.

Service Failure)

Services, Landlord 
Services)

Delay in 

 has explained that Repairs were first contacted about 3 weeks ago at the Kier site office on 

Responsive Repairs (2012  completing request  Ball Hayes Road. 

 has contacted the Repairs Team roughly 5 times in 3 weeks but no 

People - Adults & 

16/08/2012 09:50

for service 

timescale on when any repairs will be completed has been given. There are repairs still needed such as 2  Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

windows that still need sealing downstairs, guttering that still needs completing and the back door cannot 

Services, Kier)

Service Delay)

be locked from the inside. SR/CC

Delay in 

Responsive Repairs (2012  completing request  Tnt reporting that the damp in his property is returning and he is not happy with the length of time the 

People - Adults & 

16/08/2012 10:29

for service 

work takes to be completed or responded to and customer says that the issue is getting worse the longer  Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

this drags. bw/call handler

Services, Kier)

Service Delay)



[bookmark: 19]Customer has requested the complaint gets investigated at Stage 2 - bypassing stqage 1. Customer is 

Footpaths/drivewa unhappy with the repairs policy - we are making safe the driveway (which is also used as the main access 

PIT (2012 People - Adults  ys (Corporate, 

to property) to allow safe access to the property. customer believes this is a temporary measure and 

& Neighbourhoods, 

Policy, Disagree 

wants full renewal of driveway, which is outside of the scope. Also, tenant has a side gate connected to a 

16/08/2012 11:50 Housing Services, 

Not Upheld

No

with policy, Scope  wall which is unsafe. Bricklayer will have to remove the wall, and the gate, but it is not a retaining wall and 

Property & Investment 

of Service (Repairs  will not be rebuilt. Gate is in such a poor condition that would not be able to reattach, and therefore would 

Team)

Policy))

lose the gate as well. Customer states postman is refusing to walk down the driveway due to its poor 
condition and children keep tripping up.

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

16/08/2012 11:53 Housing Services, 

 is complaining about the decision not to replace his gate - please see attached.

Not Upheld

No

policy, Scope of 

Property & Investment 

Service (Repairs 

Team)

Policy))

 is unhappy with the central heating upgrade being carried out within his property.  

 

states he advised his customer liason adviser that he needed the work completing within 2 days due to 

Responsive Repairs (2012  Delayed repair 

him needing access to hot water before spending a weekend on a coach.  However the work was not 

People - Adults & 

16/08/2012 17:52

(Corporate, 

completed within the time scale and now the tenant advises that he has no hot water and the out of hours  Not Upheld

No

Neighbourhoods, Housing  Service Delay)

service cannot help.  Tenant has to leave at 5am to spend the entire weekend on a coach but cannot 

Services, Kier)

have a bath or shower beforehand.  This has also caused diruptions to his wife's plans for tomorrow as 
she should have been taking the children out.  RG/Call Handler

from PIT attended to inspect my kitchen and he basically accused me of deliberately damaging my 

kitchen doors to obtain a kitchen renewal. Before I moved in I was 8 months pregnant and needed a 
property quickly. I was shown this property by 

 (housing needs officer) and someone from 

PIT (2012 People - Adults  Attitude 

Kier also visited to record any repairs that were needed. Repairs were done before I moved in by voids 

& Neighbourhoods, 

(Corporate, 

team and I was not aware what repairs were actually done because I did not decide til later that I wanted 

17/08/2012 10:37 Housing Services, 

Not Upheld

No

Conduct of an 

this property. 

 told me that I would have known what repairs were to be done. There were no plinths 

Property & Investment 

officer)

to bottom of kitchen units and my father fitted a new floor. When I mentioned these plinths to 

 he 

Team)

accused my father of taking the plinths off. They were missing when I moved in. I am disgusted in the 
way 

spoke to me,  No-one should speak to anyone in that way. I do not want 

 to contact me 

again and a different member of PIT to contact me in future.  atr/callhandler



[bookmark: 20]Over many years myself and my neighbours have been the victims of ASB. We have requested the 
individual to address the ongoing problems. When the person was in the "probation" period of tenancy, 
there was a meeting with said party at Meir Office, it was agreed that the warning would stay in place and 
that any further problems would result in a more drastic solution/outcome. Over many years the problems 
have persisted many forms / logs have been filled in and submitted. Most recently 

 

(housing officer at Meir) got involved and sent out letters and forms to us all in the immediate vicinity of 
the problems. I delivered on 13th July 2012 by hand both mine and my neighbours forms to the Meir 

Local Centre South (2012 

office for 

 actions. The closing date for the forms was 18th July 2012. On Monday 30th July 

People - Adults & 

Failure to enforce  2012 at 10:06am I rang the Meir office to speak to 

 regarding the above, having given him 

17/08/2012 10:57 Neighbourhoods, Housing  (Corporate, 

time to consider the course of action that he was going to take. The phone call was taken by a lady who 

Not Upheld

No

Services, Landlord 

Service Failure)

informed me that 

 was no longer in the employment of the council, the lady took my details 

Services, Local Centres)

and informed me that the person taking over the position/work load of

 was on holiday for the 

week and would phone me up on his return to work on Monday 6th August. As of today Friday 17th 
August I (nor my neighbours) have not had any response or contact from the council.  I also reported at 
the same time yet again more damage to the main door lock (which was repaired by council staff).This on-
going problem must now be resolved as we keep getting the same brush off - person left, no records of 
complaints, no logs, so many of us residents cannot be so easily dismissed with such inactions from 
yourselves. I look forward to a timely and appropriate response and that there should not be any need to 
involve the Ombudsman.

I am a council tenant living next door to a private house, the owners of which have asked the council for 
permission to rebuild the adjoining fence between us. I received the letter the day before the work 
commenced.  I was not bothered about the work taking place as I thought that it would be carried out 

Fencing and gates  safely and it would be put back to the way it was, this was not the case. I have four young children who all 

PIT (2012 People - Adults  (Corporate, Policy,  play in the back garden and now it is unsafe for them to do so, as they have left an opening which was 

& Neighbourhoods, 

Disagree with 

not there before the work commenced.  Because of this, the children can get out or even fall down a 25 

17/08/2012 14:25 Housing Services, 

Not Upheld

No

policy, Scope of 

inch drop on to concrete.I contacted the council about the matter and I have had no joy. They came out to 

Property & Investment 

Service (Repairs 

look at the fence and stated that the neighbours are within their rights re. the way it has been done as he 

Team)

Policy))

built the fence eight years ago when he lived in my property but the part which they have not replaced 
was in my garden. I asked the council if they would replace it and they said that I accepted tenancy with 
how the garden was, which was having a surrounding fence.After hearing this I spoke to citizens advice 
who then advised me to speak to the government omnibus and then they advised me to write to you.

Kier attended the next doors property (number 

) in February and in the process of repairs have 

Responsive Repairs (2012  Other Service 

damaged 

 roof. A gentleman called 

 (who deals with scaffolding) attended 

 

People - Adults & 

17/08/2012 16:40

Failure (Corporate,  property to assess the damage. Another gentleman attended afterwards to take photos (we believe this 

Upheld

No

Neighbourhoods, Housing  Service Failure)

may have been 

). Nothing has happened since. 

from Kier has been dealing with some 

Services, Kier)

information.



[bookmark: 21]NO.This complaint is reference one of your houses that is empty. 

, was once used 

by the Residents Association it has been empty since Oct/Nov 2011. I have previousley complained 
about the state of the property's gardens. Once people came and cleaned it up, but it is now in a terrible 
state again and having contacted the local office (plus by letter) and phoned in last week still nothing has 
been done about the state of it.The children are off school and it is now a collection point and play area, 

PIT (2012 People - Adults  Delay in 

there is rubbish strewn in the drive, (and this time I am not going to clean it up).The council are quick top 

& Neighbourhoods, 

completing request  send letters to tents about thier gardens, but totally ignore thier own property's. You have a person who 

19/08/2012 14:04 Housing Services, 

for service 

turns up fairly regular to check the building security but he never reports the state it is now in.I am 

Not Upheld

No

Property & Investment 

(Corporate, 

attaching pictures for you to see and also to let you know that I will be also sending the to several other 

Team)

Service Delay)

places including the Sentinel. This is because you just ignore any requests made to sort this property 
out.Ther have been several people viewing this property but all seem to walk away when they see the 
state, it is ready for a disabled person as you know but no takers.We belive YOU MAY do something to 
improve it if it was allocated, but in the mean time it is an insult to all the residents within this area.i WILL 
SEND THE PICTURES VIA EMAIL WITH BOTH MY ADDRESS AND THE PROPERTY IN QUESTION, 
PLUS A REFERENCE TO THIS EMAILSENDING PICTURES VIA EMAIL

Local Centre South (2012  Delayed/late 

People - Adults & 

response 

 is complaining that the request that she and other residents made for trees to be removed 

20/08/2012 10:19 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

from in front of their bungalows, has not been actioned - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

Local Centre North (2012  Delayed/late 

People - Adults & 

response 

 is complaining about the lack of response to his complaints about neighbours - please see 

20/08/2012 10:35 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

21/08/2012 08:46

 is complaining about the behaviour of Kier workmen - please see attached.

Upheld

No

Neighbourhoods, Housing  Conduct of an 
Services, Kier)

officer)



[bookmark: 22]Homeslessness & 
Housing Advice (2012 

Other Service 

People - Adults & 

 is complaining on behalf of her brother, 

, about the way his housing application 

21/08/2012 09:42

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

is being managed - please see attached.

Service Failure)

Services, Landlord 
Services)

 making a complaint about a task that was done on Wed 15th Aug for a leaking 

overflow. Following this job being done on Fri 17th Aug a loud screeching was happening when water 

Gas & Electric (2012 

Standard of 

service was used in property. On Fri ooh plumber attended and advised couldnt do job due to there being 

People - Adults & 

responsive repair 

Partially 

21/08/2012 10:02

a panel needing to be removed. It is 4 screws to get panel off and 

 feels messed around as 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Plumber should be able to do this also she was advised Mon am someone would be out to resolve issue 

Services, Kier)

Service Failure)

but no one attended. A joiner arrived this morning Tue 21st Aug to remove panel and tnt is still waiting for 
plumber now for the task to be carried out at 10am 21st Aug. bw/call handler

Local Centre Central 

Information not 

Customer has does some tidying work in garden of flat below he spoke to 

 who said that he 

(2012 People - Adults & 

passed on 

had destroyed a whole summers work apparently a case was being set up against the neighbour re this 

22/08/2012 13:03 Neighbourhoods, Housing  (Corporate, 

issue, customer has been assisting neighbours for a while and feels that he was being told off for 

Not Upheld

No

Services, Landlord 

Communication 

something he was not aware of. He is happy with the work 

 does and is not seeking to complain 

Services, Local Centres)

and Information)

about him but feels that as he wasn't aware he is not to blame.-ip/ca

called in as she has black stuff on the inside walls. She spoke to 

 on repairs who asked if she 

Repairs Phone Team 

had treated the mould. The tnt was not sure what this was on the walls so she said no. When he asked 

Attitude 

(2012 People - Adults & 

again if it had been treated she advised her father had put an antifungal wash on it. He then said that she 

(Corporate, 

22/08/2012 13:49 Neighbourhoods, Housing 

was giving conflicting stories. He said he would log a job on and the tradesman that comes out would be  Not Upheld

No

Conduct of an 

Services, Property & 

able to tell if it had been treated or not and if it had been she would be charged for the job. She thought 

officer)

Investment Team)

he was very rude and was accusational and unhelpfull and was not very happy with the service at all mw 
ch



[bookmark: 23] has contacted Housing Solutions today to complain about 

.

 said that 

when recently viewing a property 

 shouted at her 2 1/2 year old son for running around in the 

Homeslessness & 

property.  

 is not happy about this and said that the little boy was upset.  

 also said 

Housing Advice (2012 

Attitude 

that when previously being interviewed by 

 that she found her unhelpful and that she felt she 

People - Adults & 

(Corporate, 

Partially 

22/08/2012 15:45

'looked down her nose' at her.  

 feels that 

 attitude is rude and aggressive.

 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

was not happy that when she had to sign the tenancy agreement for the property that 

 her that 

Services, Landlord 

officer)

it could not be done when 

 was available as she was on leave and that she would have to wait 

Services)

until she returned from holiday for this to be done.  

 said this was eventually arranged to be 

done by another Officer after she had spoken to a Manager in the service.

Responsive Repairs (2012 
People - Adults & 

Other Policy 

 is complaining that she is not allowed any decorating vouchers towards the decorating of the 

23/08/2012 11:02

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) repair that has recently been carried out at her property - see attached.
Services, Kier)

Local Centre South (2012  Other 
People - Adults & 

communication 

23/08/2012 11:32 Neighbourhoods, Housing  (Corporate, 

 is complaining about the way her rent arrears have been handled - please see attached.

Not Upheld

No

Services, Landlord 

Communication 

Services, Local Centres)

and Information)

Reference R100571/1+2 - Plastering to rear bedroom.

 was advised by a Kier plasterer to 

Incorrect 

strip wallpaper off in the rear bedroom so extent of plastering work could be determined. PIT attend after 

Responsive Repairs (2012  Communication 

paper was stripped and advised only patching will be done. 

 states she was told to strip whole 

People - Adults & 

23/08/2012 14:36

(Corporate, 

room and wants to recover cost of decoration as whole room will not be plastered. Carpet in this room 

Not Upheld

No

Neighbourhoods, Housing  Communication 

was also damaged when wallpaper was stripped before plastering was done. 

 is only on 

Services, Kier)

and Information)

benefits and cannot afford to decorate this room. There is also an inconenience as her 7 year old son has 
had to move in to the mothers bedroom during this time.  atr/callhandler

Delay in 

Relets and Voids (2012 

completing request 

People - Adults & 

tenants tenancy started 23/07/12, was given keys on 20/08/12, rubbish left over from property from void 

23/08/2012 14:58

for service 

Upheld

No

Neighbourhoods, Housing 

has not been moved. has contacted kier / council several times

(Corporate, 

Services, Kier)

Service Delay)



[bookmark: 24]Responsive Repairs (2012  Other service 

People - Adults & 

Councillor Breeze has forwarded this complaint on behalf of 

 - please see attached.  Could 

24/08/2012 10:41

delay (Corporate, 

Upheld

No

Neighbourhoods, Housing 

someone please telephone 

 to discuss the appointment, as requested by Cllr Breeze.

Service Delay)

Services, Kier)

Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

 has complained about the driver conduct of Kier vehicle PJ10 ZGX, driven by 

, 

24/08/2012 11:27

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

on Etruria Road at approximately 12.25pm on Thursday 23 August - please see attached.

Services, Kier)

officer)

Local Centre North (2012  Failure to 

People - Adults & 

 logged a previous service request with us ref. SOT15251.  He is now escalating it to a 

Investigate 

Partially 

24/08/2012 12:13 Neighbourhoods, Housing 

complaint.  He continues to have problems with the condition of the property at 

 - 

No

(Corporate, 

Upheld

Services, Landlord 

please see attached.

Service Failure)

Services, Local Centres)

 has explained that the Noise Abatement Service through 

 the Housing 

Local Centre South (2012 

Officer has not yet provided any monitoring equipment after 

 has completed 3 noise logging 

Delayed/late 

People - Adults & 

sheets and is in the process of completing a 4th noise logging sheet. 

 has said she was told 

response 

24/08/2012 19:49 Neighbourhoods, Housing 

that monitoring equipment could be installed 5 to 6 weeks ago. There is a problem with Domestic Noise 

Not Upheld

No

(Corporate, 

Services, Landlord 

and Loud Music from 

 which started a week after 

 moved in 

Service Delay)

Services, Local Centres)

to the property 5 months ago. 

 has explained that this Noise Issue is making her very ill and 

very very depressed. SR/CC

Fencing and gates 

PIT (2012 People - Adults 

 brother had purchased the property years ago after being a tenant in the property. The fence 

(Corporate, Policy, 

& Neighbourhoods, 

was erected approximately 25 years ago after he had purchased the property. For years there have been 

Disagree with 

28/08/2012 13:06 Housing Services, 

repairs made to the fence after anti social behaviour problems. There have been numerous crime ref 

Not Upheld

No

policy, Scope of 

Property & Investment 

numbers with the police. 

 has since been advised that we are no longer able to repair the fence 

Service (Repairs 

Team)

or replace. The fence in question runs alongside a footpath to the property boundary.

Policy))



[bookmark: 25] was awoken at approximately 2.20pm today (Wednesday 29/08/2012) by loud banging 

noises outside. 

is currently working a night shift and needed to sleep during the 

 ran to 

Lack of 

the front window to see what the noise was and saw a ladder outside leaning against the front hedge. 

Responsive Repairs (2012  Consultation 

 realised that these men were erecting scaffolding to the property but was not aware of any work to 

People - Adults & 

29/08/2012 16:57

(Corporate, 

be done. The property is a block of 4 flats. 

 rang the council repairs and was informed that scaffold  Upheld

No

Neighbourhoods, Housing  Communication 

was for repairs to outbuilding booked by her neighbour. 

 states she was never notified that scaffold 

Services, Kier)

and Information)

was to be erected and this has caused disruption in her sleep pattern. It would have been nice if she was 
notified by letter or phone that that this work was going to be done so she can make other arrangements 
with her work.   atr/callhandler.

 has visited Stoke OSS today repairs appointment was missed yesterday  29/08/12. 

 

Roof Repairs 

has had 2 Kier workers advise that the felt roof on her outhouse roof needs replacing.  However no 

PIT (2012 People - Adults  (Corporate, Policy,  appointment has been made. When appointment was booked nobody turned up or called to advise that 

& Neighbourhoods, 

Disagree with 

the appointment has been cancelled.

' lawn mover, hedge cutters and other electrical items are 

30/08/2012 12:05 Housing Services, 

Upheld

No

policy, Scope of 

in the outhouse and she is worried they are getting damaged. She feels that as this is a council property 

Property & Investment 

Service (Repairs 

and she pays rent that the council should do the repairs on the outhouse.  After calling resource control 

Team)

Policy))

they confirmed not in scope of service and tennant's responisbility.  

 is not happy and wants to 

claim for her goods in the outhouse as are getting damaged. Jodie/Stoke OSS

 moved into 

 in April 2012. The gas fire in the house had a decorative piece 

missing at the bottom where wires could be seen.  She was told that this would be fixed.  As 

 

PIT (2012 People - Adults 

did not hear anything she called repairs to log a job. Job ref R99238 9th Aug. She was advised that we 

& Neighbourhoods, 

would see if the tenant requires a new electric fire. 

 said that she was told that her gas would 

Other Policy 

30/08/2012 16:16 Housing Services, 

be capped and she would be having a new electric fire installed.  On 29th Aug  a supervisor went to the 

Not Upheld

No

(Corporate, Policy)

Property & Investment 

property, he replaced a HT lead to the gas fire and advised the tenant that she could not have a new 

Team)

electric fire as the piece missing off the gas fire was only decorative.  The tenant is very angry as she was 
told that a new electric fire would be fitted.  She is also concerned that the children could pull the wires 
out where the cover is missing.

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

 is complaining that the repair of her wall does not fall under the new scope of service - 

31/08/2012 11:23 Housing Services, 

Not Upheld

No

(Corporate, Policy) please see attached.

Property & Investment 
Team)



[bookmark: 26]Rent Arrears (2012 

Incorrect 

People - Adults & 

Information Input 

31/08/2012 14:12 Neighbourhoods, Housing  (Corporate, 

 is complaining about rent arrears she has incurred due to council errors - please see attached. Upheld

No

Services, Landlord 

Communication 

Services)

and Information)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

 is complaining about the general condition of the exterior of the council flats at 

 

31/08/2012 14:54 Housing Services, 

Not Upheld

No

(Corporate, Policy) and asking for it to be improved - please see attached.

Property & Investment 
Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

 is complaining that he has not been given a decorating allowance for his council property - 

31/08/2012 15:06 Housing Services, 

Not Upheld

No

(Corporate, Policy) please see attached.

Property & Investment 
Team)

 has called on behalf of his Aunt and Uncle. They live in an ex-council property, where they 

Repairs Phone Team 

share drains with 2 properties that house council tenants. 

 drains are now blocked, 

(2012 People - Adults & 

Other Service 

and they live a the bottom of a slope, and believe the blockage has been contributed by waste from the 

01/09/2012 12:20 Neighbourhoods, Housing  Failure (Corporate,  council tenants. This has happened frequently and previously the council has sent Kier to attend to jet the  Not Upheld

No

Services, Property & 

Service Failure)

drains and clear the blockages. In the past babies nappies etc have blocked the drains and this is clearly 

Investment Team)

not waste from the home owner however the council tenant neighbours have had small children which 
was why we have cleared this before.

Repairs Phone Team 

Inconsiderate 

 phone us on the 23rd Aug to complain that a Kier van was parked across his garage and 

(2012 People - Adults & 

parking 

blocking access/exit so he could not get his car out,

 

 is disabled and the car is her only 

Partially 

03/09/2012 09:32 Neighbourhoods, Housing  (Corporate, 

means of getting out and about. 

 was given the telephone no to the repairs team which is an 

No

Upheld

Services, Property & 

Conduct of an 

11 digit no, this has cost 

 50p in phone calls to get the van moved,  

 thinks that 

Investment Team)

officer)

this is unacceptable and he should of been put through to the department,

Came out beginning July said front door needed replacing, eventually ordered 20 Jul 2012, spoke to 

 

 who said door should of been fitted and he said would speak to supply, customer heard no more til 

Responsive Repairs (2012  Delayed repair 

week of 30 Jul. Customer has had to chase several and still no sign of door being received almost 7 

People - Adults & 

03/09/2012 13:23

(Corporate, 

weeks later (customer originally told it would only 2-3 weeks). Quality surveyor came out 3 weeks after it  Not Upheld

No

Neighbourhoods, Housing  Service Delay)

was ordered to say door needed replacing, which customer had already been told. Customer also 

Services, Kier)

unhappy that they have had to do all the chasing and job still not done. Customer has laminate down and 
is concerned that this will get damaged with weather getting in.



[bookmark: 27]Tradesman have been out in the past and stated that all pointing needs doing to external walls. 
Supervisor attended and confirmed this. 

 was advised that due to the extent of the work a QS 

would have to attend from the PIT team. Tried to arrange numerous appointments with a QS but no 
phone calls where made back to her. Thursday last week 30th Aug 

 spoke to Pat as a 

management call and she emailed the QS's to request an urgent call back. 

 called 

 

PIT (2012 People - Adults 

 on the thursday to arrange the appointment for today. His attitude was abrupt and bossy - he 

Decent homes 

& Neighbourhoods, 

stated that I will determine if it needs doing. 

 attended today at 1400 as agreed. 

 was 5 

roofing (Corporate, 

03/09/2012 15:11 Housing Services, 

minutes late - no note was left or no attempts to contact 

 were made. In the 5 minutes that he  Not Upheld

No

Policy, Disagree 

Property & Investment 

was there he decided against the previous decision to re-point the whole of the external walls. 

 

with policy)

Team)

 is not happy with the fact that a tradesman and a supervisor have stated that she needs this work 

doing and feels that 

 didn't take the time to investigate this correctly and has now decided that a very 

small patch under the window is to be compelted. 

 wanted to see the QS when he attended 

so that he could see the damage inside the property which she feels is being caused due to the pointing 
issue. 

 has then called in to find out what has happened and is not happy with the way in 

which this has been handled at all.

 states that her shower is the responsibility is the city council to repair (as previously stated to 

PIT (2012 People - Adults  Standard of 

her by Housing Officer in 2009 - named 

), but she states that the city council are refusing to repair it, 

& Neighbourhoods, 

responsive repair 

causing her to be in breach of tenancy.  Kier operative believe that shower is causing the water ingress 

03/09/2012 15:37 Housing Services, 

Upheld

No

(Corporate, 

she states that todays operative states it is the plug, she states other operatives believe it is to do with the 

Property & Investment 

Service Failure)

tiling. but 

 believes that they have not investigated the issue throughly, she feels she should not 

Team)

have to loose the shower.  RG/Call Handler.

I am fed up with the lack of support that I am receiving from my local area housing office re the Tenants 
in 

  I have had to complain on numerous occassions and completed diaries but the 

only response I seem to be getting is that the tenants are spoken to & then nothing more.  I am fed up of 
the constant music/tv on loud; swearing; shouting out of windows to people on the road 7 floors below; 

Local Centre South (2012 

slamming of doors and children running around late at night.  I am a leaseholder who has lived in these 

People - Adults & 

Failure to enforce  flats for 38years and am appalled that two young girls can get away with this behaviour.  I was told by the 

03/09/2012 17:30 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

local housing office that a noise monitor would be installed hopefully before the August Bank Holiday.  To 

Services, Landlord 

Service Failure)

date I haven't even received a call to explain the delay.  I bought this flat because it was quiet and a really 

Services, Local Centres)

nice & secure place to live.I no longer feel able to relax in my own home and am spending every possible 
weekend away at my sisters to get some peace of mind.Please do not tell me that there is always noise 
in flats as for the past 38 years none was heard.  It is just a lack of respect for their surroundings that 
these tenants have and in no circumstances should they have been put into this type of living 



[bookmark: 28]Responsive Repairs (2012  Delayed repair 

 telephoned to complain that his kitchen, which was promised in April this year, still has not been 

People - Adults & 

04/09/2012 10:10

(Corporate, 

installed.  He also mentioned that the floor is in a very bad condition and probably needs sorting out 

Upheld

No

Neighbourhoods, Housing  Service Delay)

before the kitchen is installed.

Services, Kier)

Responsive Repairs (2012 

Waited in all day on 3rd September for Kier to attend to job no 102199/2 and the tradesman did not 

Delayed repair 

People - Adults & 

attend until 5:45, 

 has lost a day's pay of 8hrs at £7.00 per hour at least £50 and also has had 

04/09/2012 12:30

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

to pay extra storage as could not move into the property due to the leaking internal soil stack 04/09/2012 

Service Delay)

Services, Kier)

12:30 PR/Callhandler

In regards to job ref 102088. Not happy with conflicting diagnoses for internal door. Previous tradesman 

Responsive Repairs (2012  Attitude 

have attended and stated that the internal door needs replacing but joiner that has attended today states 

People - Adults & 

(Corporate, 

04/09/2012 14:50

that there are holes in the door that have been caused by tenants at the property. Not happy with attitude  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

of the tradesman - accusational. 

 states that he doesn't want that tradesman coming to his property 

Services, Kier)

officer)

ever again.

 would like to complain about the repairs/Kier.  She said that she had an inspector and a 

PIT (2012 People - Adults  Disagree with 

plasterer attend the property and they said that the damage to the plaster in the walls could be filled with 

& Neighbourhoods, 

decision 

a simple filler, and they refused to replaster.  

 said that a property in the same street as her 

04/09/2012 15:11 Housing Services, 

Not Upheld

No

(Corporate, 

is having plastering done and there was nothing wrong with them.  She has paid over £700 plus materials 

Property & Investment 

Service Failure)

for the job to be done and this money has come out of the baby fund for her future.  She thinks that this is 

Team)

totally unacceptable and she should have had the job done by Kier free of charge.

Local Centre North (2012  Delayed/late 

People - Adults & 

I have complained three times by telephone and twice by letter regarding the dangerous state of the road 

response 

04/09/2012 15:12 Neighbourhoods, Housing 

behind Goldenhill Medical Centre in Goldenhill (Anne Street) and cannot believe I have received no 

Upheld

No

(Corporate, 

Services, Landlord 

response.

Service Delay)

Services, Local Centres)



[bookmark: 29]Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining that a previous problem with his drain persists, despite having been cleared by 

04/09/2012 15:31

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

officers some time ago - please see attached.

Service Delay)

Services, Kier)

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

regarding 

 bathroom, 

is unhappy that the bathroom was not done when she moved in 

Disagree with 

05/09/2012 09:40 Housing Services, 

the property in January 2011. 

 Advises that it leaks and that it is causing damp. Also would like a 

Not Upheld

No

policy, Scope of 

Property & Investment 

gate fitted at the back of home.please see attached

Service (Repairs 

Team)

Policy))

Grants & Private Sector 
Renewal (2012 People - 

Other Service 

regarding a ground floor extension on 

' home to help get around effectively in his home.please see  Partially 

05/09/2012 09:53 Adults & Neighbourhoods,  Failure (Corporate, 

No

attached

Upheld

Housing Services, 

Service Failure)

Housing Standards)

Homeslessness & 

Clear info not 

Is new tenant. Says when she arrived at the property to meet the Housing Needs Officer, he only stayed 

Housing Advice (2012 

provided 

approx 5 minutes, looked around the property with her & then left. Says he gave her no info regarding 

People - Adults & 

Partially 

05/09/2012 11:53

(Corporate, 

gas, electric, decoration & housing benefit. Rent a/c now in arrears & HB assessor will have to sort out a 

No

Neighbourhoods, Housing 

Upheld

Communication 

backdate as they can only pay from 22/08/12, which would leave her in arrears. No vist has been set up 

Services, Landlord 

and Information)

for a new tenancy visit

Services)

 is complaining about an electrician called 

 (no surname) who he has spoken to in 

August 2010, May and June 2012.  

 was rude and agressive and did not provide the feesibility report 

as requested by 

.Recently

 has acknowledged that he did not provide the 

Responsive Repairs (2012  Attitude 

feesibility report as he had been requested to do.In May 

tried to barge his way into the property 

People - Adults & 

(Corporate, 

without showing his ID.in June 

 was agresive and shoutingwhen 

 was explaining 

05/09/2012 16:03

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

the damage caused by the electricians (recording of this to be provided by 

).  when 

Services, Kier)

officer)

 was at the property he refused to acknowledge the physical evidence which was being shown.  In 

conclusion, 

is rude, agressive and unhelpful - one of the worst representatives of customer services I 

have ever experienced in my life and Kier should be ashamed of themselves employing such a person in 
a front line role.



[bookmark: 30] would like to complain about 

 in Chell Heath Local Centre regarding his decision to 

return keys to the male tenant of 

, which had been left in 

 care, following the 

 and the physical assault 

 

Local Centre North (2012 

after she fled to

 to be with her family. The male tenant is called 

. 

 is 

People - Adults & 

Other Service 

concerned that 

 said the allegations were malicious lies, and that the police investigation was 

05/09/2012 18:06 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

complete. When 

 phoned regarding this matter, 

has told her to wait until the police 

Services, Landlord 

Service Failure)

investigation is complete before addressing the issue, leaving 

 

Services, Local Centres)

homeless, when they return. 

 was not aware of 

actions and was informed by 

 

. She is the social worker involved. 

 was also concerned that he was not given a receipt 

for the keys, and he is worried about the two cats and two fish that he was meant to be taking care of.

PIT (2012 People - Adults  Availability of 

& Neighbourhoods, 

facilities 

05/09/2012 20:54 Housing Services, 

 is complaining about the maintenance of the lift in his block of flats - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

 is complaining about the quality of a repair that has been carried out recently at his 

05/09/2012 20:55 Housing Services, 

Not Upheld

No

(Corporate, 

property - please see attached.

Property & Investment 

Service Failure)

Team)

Local Centre Central 

I wish to make a formal complaint that I have received no correspondence to any of the issues I have 

Delayed/late 

(2012 People - Adults & 

raised with the relevant department.  bg/caEmail forwarded to Enquiries on 9 August:-"The pathway (in 

response 

06/09/2012 11:51 Neighbourhoods, Housing 

grey on attached map) between Etruscan Street and the canal is blocked with rubbish and a collapsed 

Withdrawn

No

(Corporate, 

Services, Landlord 

wall from the adjoining warehouse.  This made it impassable when I walked this way with my daughter on 

Service Delay)

Services, Local Centres)

her bike.  Please can you look into this as a matter of urgency.Thanks,

Local Centre North (2012 

Living room floor dug up and replaced causing damage to living room and hallway walls. Reference 

People - Adults & 

R97586/1-13. Requested decoration vouchers but told he cannot have them as now vouchers only given 

Other Policy 

06/09/2012 16:25 Neighbourhoods, Housing 

after planned work not for normal repairs. He feels he should get the vouchers due to the large repair job  Not Upheld

No

(Corporate, Policy)

Services, Landlord 

and that he saved the council money by agreeing to stay in the property while the work was done instead 

Services, Local Centres)

of being rehoused.



[bookmark: 31]I wish to complain about the standard of temporary accommodation I was sent to by the city council, 

Homeslessness & 

particularly the insect infestation and lack of cleanliness resulting in bites and permanent scars.  When I 

Housing Advice (2012 

left the 

 I informed the council 

 telephone 01782 237044) towards the end of May 

Other Service 

People - Adults & 

because I was 5 months pregnant and could not cope with the effects on my health but the date of my 

06/09/2012 16:40

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

leaving was not registered by the council and now I am being chased about money paid to the 

 

Service Failure)

Services, Landlord 

which I do not think I should owe.I am concerned about being chased by the council for the overpayment 

Services)

of housing benefit which I am told I owe and the restricted recovery of housing benefit of £10.65 each 
week which I dispute having to pay. This is causing me distress and I want this matter sorted out asap

PIT (2012 People - Adults 
& Neighbourhoods, 

Customer called into Burslem One Stop Shop the repairs team / Kier will not re-build her front wall - 

Other Policy 

07/09/2012 13:32 Housing Services, 

customer advised that the wall was partly pulled down and the tradesman advised that he could only 

Upheld

No

(Corporate, Policy)

Property & Investment 

make the wall safe so he pulled the wall completely down -ca/kp

Team)

Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

07/09/2012 15:45

 is complaining about the driving behaviour of 

 - please see attached.

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 
Services, Kier)

officer)

 had her gas fire serviced on 10th August by a gentleman who was rude and swore 

constantly whilst working on the job. 

 has a four year old daughter who was present at the 

time and feels this language is completely unacceptable. His licence number is 

. 

 

Responsive Repairs (2012  Gas servicing 

went on holiday Tues 28th August and returned Sun 2nd Sept only to find the house smelled badly of gas. 

People - Adults & 

07/09/2012 16:19

(Corporate, 

She contacted the gas board who advised not to use the gas fire and to call the council. Kier attended on  Upheld

No

Neighbourhoods, Housing  Service Failure)

Thursday 6th Sept and advised that the fire was unsafe. They advised it to be reported as it was a very 

Services, Kier)

bad leak and has frightened 

 as Kier advised it was so severe that had she have had to turn 

on the lights when she returned on the Sunday, there was a strong possiblity that it could have ignited the 
gas.

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is complaining that repairs that are intended for her council property have not been 

10/09/2012 09:35 Housing Services, 

(Corporate, 

Not Upheld

No

carried out - please see attached.

Property & Investment 

Service Delay)

Team)



[bookmark: 32] property was selected for the regeneration program to get new skin on the outside of the 

property and new windows put in.They started the work approx 6 weeks ago and all work was completed 
within approx 2 weeks.Since then 

 has complained about a few issues that have arisen...1. Back 

air vent at the kitchen is not covered up (this is electric and allowing rain to come in). A security light was 

Delay in 

Programmed Maintenance 

put up at the side of the air vent and this is partly covering over where the air vent cover should be.2. The 

completing request 

(2012 People - Adults & 

bathroom air vent upstairs which is also electric is completely covered up by the walling that was put on.3. 

10/09/2012 11:18

for service 

Not Upheld

No

Neighbourhoods, Housing 

The toilet overflow been completely covered by the walling that was put on.4. All windows need seeling on 

(Corporate, 

Services, Kier)

the outside.5. The windowsil in front small bedroom got split in it caused by the work being done. 6. A 

Service Delay)

cover on the boiler flu outlet is needed / mesh vent. Was advised this by Keir inspectors.7. They had to 
take down part of the fence to put up some of the new wall - The wood from the fence in the yard has 
been left behind but they took plastic bags.An inspector from Keir attended approx 3 weeks ago but seen 
nothing since. These issues have been continually reported to 

 who works for 

 logged job ref 102808 last Tueaday 04/09/12 and appointed for weds 05/09/12 at 11am. Tnt 

called at 1pm and was advised running late, called at 3 advised still time to attend. Was called at 4.20 by 

Delay in 

kier and requested rebooking, booked in for 8am today 10/09/12. Called in at 10am was advised will be 

Programmed Maintenance  completing request  out within an hour. Called back at 12 as not attended and i have been advised that we will get someone 

(2012 People - Adults & 

10/09/2012 12:20

for service 

out asap this afternoon but they cannot gaurentee that it will be attended and if not to be done they will 

Upheld

No

Neighbourhoods, Housing  (Corporate, 

contact the tnt. This problem was caused by kier/ the council on ref 94923 for a leak from the loft, or pest 

Services, Kier)

Service Delay)

control have since been out for squirrels in the loft, although 

 is very happy with the jobs these 

tradesmen did, but not happy that the insulation was not relaid when the repair was finished and is not 
happy about waiting around for 2 days and no one coming out inspite of all his calls mw ch

Local Centre North (2012  Abusive 

People - Adults & 

 was called this morning and was told by a member of staff that she should be able to 

(Corporate, 

10/09/2012 12:37 Neighbourhoods, Housing 

conrol her Diabetis. 

 says 

 cannot control her Diabetis. SR/CCNo. 

Not Upheld

No

Conduct of an 

Services, Landlord 

This relates to 

 of 

officer)

Services, Local Centres)

Responsive Repairs (2012 

CUSTOMER GOT DISCONNECTED BEFORE COMPLETION.Customer annoyed that she was allowed 

Standard of relet 

People - Adults & 

to move into the property with a small baby.Kier came to cap off her gas and she has been without it for a  Partially 

11/09/2012 10:05

(Corporate, 

No

Neighbourhoods, Housing 

week.  They have just been to put it back on.  They said that it had to be run via electric and this wasn't 

Upheld

Service Failure)

Services, Kier)

connected.CUSTOMER GOT DISCONNECTED BEFORE COMPLETION.CA/GMJ



[bookmark: 33]Wants to complain about issue with Repairs over broken fence panels. Has had appointments with Kier 

Fencing and gates 

PIT (2012 People - Adults 

where they have been out and assessed the situation.  However they have decided property is not eligible 

(Corporate, Policy, 

& Neighbourhoods, 

for new panels to be installed. Temporary steel fence is now growing up with the trees which has left a 

Disagree with 

11/09/2012 10:12 Housing Services, 

gap at the bottom of the fence which is a health and safety issue for children. At the moment the children  Not Upheld

No

policy, Scope of 

Property & Investment 

cannot play in the garden because of this problem. Also having issue with foxes getting into the garden. 

Service (Repairs 

Team)

Was told when moved in three years ago that the fence panels would be maintained with the contract so 

Policy))

not happy that all of a sudden it has changed.

Homeslessness & 
Housing Advice (2012 

Behaviour 

Complaint about 

 from Housing Solutions.Giving out false information and knowingly telling 

People - Adults & 

(Corporate, 

11/09/2012 13:28

lies over the telephone.Request why she tells me on the phone that she has had a meeting with my 

Not Upheld

Yes

Neighbourhoods, Housing  Conduct of an 

housing officer from Meir (

) when all she has done is email him.

Services, Landlord 

officer)

Services)

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

request regarding the boundary fencing between number   and number 

, and the request 

12/09/2012 10:24 Housing Services, 

Not Upheld

Yes

policy, Scope of 

for a fence to be put up .please see attached request

Property & Investment 

Service (Repairs 

Team)

Policy))

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

request regarding the drainage problem with rain and ground water collectiong in front of the lower 

12/09/2012 10:35 Housing Services, 

Failure (Corporate, 

Not Upheld

No

properties on the side of the road where number 19 resides.please see attached request.

Property & Investment 

Service Failure)

Team)

Programmed Maintenance  Other service 

(2012 People - Adults & 

request regarding water leaking through the ceiling of 

 and the fird in the living room 

12/09/2012 10:51

delay (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

being disconnected.request attached

Service Delay)

Services, Kier)



[bookmark: 34] was told in June that the property would be modified asap and she has not had any information 

about this since inspite of phoning in about 12 times and calling 

 about 5 times, as he 

Responsive Repairs (2012 

has been out to assess the property. She has not been advised when it will start or what she needs to do 

Delayed repair 

People - Adults & 

so the work can be carried out. Her daughter has adhd and is autistic and 

 has been advised that 

12/09/2012 16:02

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

the property is not suitable for her in the state it is in. Every time she has phoned in she has been advised 

Service Delay)

Services, Kier)

it will be done in the next 4 weeks or asap. She is very unhappy with the state of the property and will go 
to her MP if nothing is done on this New note from callhandler: Customer has also stated that she has not 
yet had her initial review (6 week review?).mw ch

Responsive Repairs (2012  Delayed repair 

People - Adults & 

12/09/2012 16:04

(Corporate, 

 is unhappy with the delay in repairing her central heating boiler - please see attached.

Upheld

No

Neighbourhoods, Housing  Service Delay)

Services, Kier)

An elctricain came out to my granddads house to complete a repiar , my granddad is a council tenant and 
the electrician came out today at 8.20.I did not like his attitude , he came and did the job, and he went on 
for ages, he started talking to my granddad about working and asking why he doesnt work , then he 

Gas & Electric (2012 

Attitude 

started asking me questions and asked what i do, his attitude was as though he was trying to say peole 

People - Adults & 

(Corporate, 

Partially 

14/09/2012 10:52

dont work  and want things for free, the job it self was a 10 minute job and he spent one and a half hours, 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

he spent so much time at our property...he went on tell us about his life what jobs he has done. We felt 

Services, Kier)

officer)

undermined and he had no respect for the house or for us.He went on to say people dont want to work 
and what things free.He was 5ft 10 in height over weight , mexican style tash and a shaved head, he was 
a very annoying person ...he needs to be told to just do his job and not to be so talkative  SOC NZ

Customer called into Stoke One Stop Shop to complain about her housing officer 

) as well 

Rent Arrears (2012 

as other local housing officers - customer made an arrangement in August to pay rent by direct debit but 

People - Adults & 

Incorrect Billing 

this was set-up incorrectly by the council and payment was not taken - customer advised that the housing  Partially 

14/09/2012 10:59 Neighbourhoods, Housing  (Corporate, 

No

officers have made numerous phone calls to her and blamed her for not making the payment which 

Upheld

Services, Landlord 

Service Failure)

customer is not happy with - customer also advised that 

 left a message with her young 

Services)

children about the rent not being paid - ca/kp

 came to my door demanding the keys 

 saying police enquiries were closed a child 

had been examined and the allegations of my neighbour 

 were all malicious lies.  I took 

Local Centre North (2012  Behaviour 

him to no 

 but would not hand over the keys until I took back my own property my tools.  I threatened to 

People - Adults & 

(Corporate, 

call the police and upon receiving the complaint answer to 19267 claimed I locked him in No 

 (false 

14/09/2012 11:48 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

imprisonment).  His lies have no boundary and I want this man sacked.  His actions have resulted in a 

Services, Landlord 

officer)

battered mother becoming homeless with her 6 year old daughter and allegations of sexual abuse on the 

Services, Local Centres)

daughter being stated as lies.  He has falsely accused me of a criminal act and I want action taken 
against him.  I WANT HIM SACKED!



[bookmark: 35] isn't happy with the current kitchen in the property, due to the electric sockets being approx 

PIT (2012 People - Adults 

18inches above the kitchen work tops. The cooker is surrounded by cupboards. One is unusable due to 

& Neighbourhoods, 

Delayed repair 

the position of the cupboard. 

 has been informed on 3 seperate occasions that the kitchen 

Partially 

14/09/2012 12:21 Housing Services, 

(Corporate, 

No

would be replaced. 

 even had a tradesman to attend to the property and confirm that the 

Upheld

Property & Investment 

Service Delay)

kitchen would be replaced and that the plastering would be completed as part of the kitchen renewal.The 

Team)

plaster has started to come off the wall and the kitchen is now in a poor state - jd/call handler

 would like to complaine about kie in particular 

 who has given the right document but 

has filled it out wrong, the incorrect information or no information was given, 

 has had to pay 

for the form to be sorted out and when 

 had the scaffolding up at his property do deal with the 

Information not 

chimney he was offered to have the extra work on the chimney sorted out for £5 while the team were 

Programmed Maintenance  available 

working on the chimney - but if the council were going to do some work on the neighbours chimney that it 

(2012 People - Adults & 

Partially 

14/09/2012 15:07

(Corporate, 

was better leaving it as the council would just chip away the new concrete on his chimney to sort out the 

No

Neighbourhoods, Housing 

Upheld

Communication 

councils side - but after all the work had stopped and the scaffolding was taken away 

 went to 

Services, Kier)

and Information)

give 

 the documents and then said that 

  would have to contact the council 

himself and that he now didnt know if the work would be done to his side as well during the time that kier 
was at the property 

 tried to talk to  

 several times but was completely ignored and 

then gave the complete incorrect information, or no information at all.

Rent Arrears (2012 

Delay in 

People - Adults & 

completing request 

14/09/2012 15:26 Neighbourhoods, Housing  for service 

Complaint regarding outstanding rent arrearssee attached

Not Upheld

No

Services, Landlord 

(Corporate, 

Services)

Service Delay)

Repair to front UPVc door (Ref: R104462/1) was attended today Monday 17/09/2012 as door was 

Information not 

reported as raining in. Attended by Kier joiner 

. 

 states that the joiner looked at the door 

Programmed Maintenance  passed on 

but did not bring his tool box from the van. He looked at the door stating he didn't know what to do with 

(2012 People - Adults & 

17/09/2012 14:42

(Corporate, 

this repair then went back to his van, sat in his van for approximately half an hour, then drove off not 

Withdrawn

No

Neighbourhoods, Housing  Communication 

telling 

 anything. She states that no repair was done yet feedback states keep was adjusted. 

Services, Kier)

and Information)

Customer is worried that door will still be raining in and is freightened about slipping on hallway floor.  
atr/callhandler.



[bookmark: 36]PIT (2012 People - Adults  Delay in 
& Neighbourhoods, 

completing request 

18/09/2012 Housing Services, 

for service 

complaint regarding request for step at propertysee attached

Not Upheld

No

Property & Investment 

(Corporate, 

Team)

Service Delay)

It is with some annoyance that I am writing to you.  Approximately 8 weeks ago I contacted the Meir Local 
Centre, by phone, to discuss a problem that had arisen on the grounds surrounding my property.My 
husband and I own 

).  Whilst 

PIT (2012 People - Adults  Delay in 

undertaking some repairs to our home and grounds we became aware that our damp proof course was 

& Neighbourhoods, 

completing request  lower than our driveway and garden.  Our builder has corrected this problem on three sides of our house 

18/09/2012 09:02 Housing Services, 

for service 

Not Upheld

No

and we have spent quite a substancial amount of monies installing new drainage and have dug away part 

Property & Investment 

(Corporate, 

of our garden to lower the grounds close to the property.  However, although we have done this our 

Team)

Service Delay)

builder noted that the properties surrounding our property ie. Nos. 

, have high 

gardens which reach our property and cover our damp proof course, causing interior damp. Meir Local 
Centre were extremely quick in coming out to see me (this was done the following day).  I explained to the 
I am complaining about the repairs that are being done out side my property, the communal path is being 

Responsive Repairs (2012  Repair cracked 

repaired, the path was repaired 3 months ago , so why are they repairing it again. I spoke to the kier work 

People - Adults & 

pavements 

men and he said we need to use up the money weve got as we nee to us eup the resoures.The work 

19/09/2012 09:33

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

being done is not neccessary and it is causing me health problems , i suffer with cerabal paulsey and i 

Services, Kier)

Service Failure)

get badf headaches, the noise they are making is making ill ..this work doesnt need to be done.Taken by 
Nishi SOC



[bookmark: 37]PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

19/09/2012 11:05 Housing Services, 

(Corporate, 

complaint regarding flood in the gardensee attached

Not Upheld

No

Property & Investment 

Service Delay)

Team)

PIT (2012 People - Adults  Delay in 
& Neighbourhoods, 

completing request 

19/09/2012 11:34 Housing Services, 

for service 

complaint regarding flood in the gardensee attached

Not Upheld

No

Property & Investment 

(Corporate, 

Team)

Service Delay)

PIT (2012 People - Adults  Attitude 

& Neighbourhoods, 

(Corporate, 

19/09/2012 11:40 Housing Services, 

complaint regarding reporting issues at the propertysee attached

Not Upheld

No

Conduct of an 

Property & Investment 

officer)

Team)

This complaint has come with deep regret but one of which I need to make apparent. I've recently moved 
into one of your council house properties as I was made homeless at my previous address.  Therefore, 
the way in which the priority list operates I was left with no alternative option other than to except 

 

.  During the very first house visit I was shocked as the house was very much 

below standard in terms of cleanliness, the interior features were dated and the amount of mould present 
was noticeable to the eye. The response I was given at that point was it was due to poor ventilation. It 
was during this inspection that I assumed my windows were dirty. It was only after moving into the 
property that I discovered that these windows have broken seals and either has condensation forming 

PIT (2012 People - Adults 

daily or has what looks like water that has dried in the middle of the two window panes. Some are worse 

& Neighbourhoods, 

Standard of relet 

than others and it is widespread throughout the property. I would not be so concerned if this matter was 

20/09/2012 12:17 Housing Services, 

(Corporate, 

Not Upheld

No

isolated to one room but the fact is every room has this problem and I just don't feel like it's acceptable.  I 

Property & Investment 

Service Failure)

have a 20 month old daughter and I want the very best for her as her sole guardian. How can you expect 

Team)

me and my daughter to have a good standard of living when these windows produce mould. This is 
unacceptable for my daughter. The winter is fast approaching and I do not want her health to deteriorate 
as a direct result of mould from your property. This problem is only going to worsen and some are already 
appalling to look at. Furthermore, a number of the air vents are also broken and will not fully close. This is 
an issue as I do not want my daughter to be sleeping in a draft. As a new tenant I have reported this 
problem in the appropriate manner and have been told that these windows are not broken and will not be 
replaced. Therefore, I am officially making a complaint about this matter and would like it to be taken 
further.



[bookmark: 38]Programmed Maintenance  Standard of 
(2012 People - Adults & 

programmed work  during repairs to next doors roof contractors have trespassed onto my property.  they have damaged the 

21/09/2012 10:27

Upheld

No

Neighbourhoods, Housing  (Corporate, 

surface.

Services, Kier)

Service Failure)

Today I received a letter in response to a Stage III compensation to Kier for damage caused to my 
property.  Eventhough specific instructions were given to Kier to contact myself or my mother, I phoned 
because of my longstanding dyslexia.  Kier have deliberately flouted the Discrimination act 2010. I 
attempted to contact Kier because in the course of the letter that I stuggled to read from a 

, I 

have been completely mis-represented.  I have had words and phrases accredited to myself that I have 
never made.  When attempting to resolve this matter I spoke to a 

 who was rude and 

aggressive, was deliberately hostile and terminated the call.  Later I spoke to an 

 with 

whom I had the exact same experience, who then sent an email to 

 while I was speaking to 

Programmed Maintenance  Attitude 

 explaining the situation that I had just had.  In this email 

 has liabelled 

(2012 People - Adults & 

(Corporate, 

21/09/2012 12:14

myself by putting these allegations in print, which is the 2nd time Kier have done so within a 24-hours 

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

period. When I asked to speak to her supervisor I was given a name 

.  When I asked for her 

Services, Kier)

officer)

extension I was refused, when I asked for an available time I was told that she would not be available at 
all, which leads me to the conclusion that this person does not exist as an employee at Kier.  I am 
unfortunately having to do this through Stoke on Trent City Council as I have no faith in the complaints 
procedure of Kier. Last thing I must point out: During the course of my conversation with 

 

 I was repeatedly pressured by themselves to find a legal document that 

they have sent through the post admoloshing them of all legal responsibility for the damage that they 
have caused to my property, which quite frankly is nothing more than bullying and I am refusing to accept 
it or give up my legal responsibility for the damage that has been caused to my property.   CA/GMJ

Delay in 

Programmed Maintenance  completing request 

(2012 People - Adults & 

Partially 

24/09/2012

for service 

Complaint regarding delay in completing outstanding repairs.See attached.

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

Services, Kier)

Service Delay)

Decent homes 

PIT (2012 People - Adults  kitchen and 

& Neighbourhoods, 

bathroom 

regarding replacement kitchens that 

 have had and radiators that have been 

24/09/2012 08:50 Housing Services, 

Not Upheld

No

(Corporate, Policy,  replaced at Number 

 is unhappy as she needs a new kitchen and radiators.

Property & Investment 

Disagree with 

Team)

policy)



[bookmark: 39]PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

24/09/2012 10:08 Housing Services, 

with policy, Scope 

 is complaining about a decision not to replace her back door - please see attached.

Not Upheld

No

Property & Investment 

of Service (Repairs 

Team)

Policy))

Local Centre South (2012  Attitude 

People - Adults & 

(Corporate, 

 is complaining about the behaviour or two (un-named) members of staff at Blurton local 

24/09/2012 10:35 Neighbourhoods, Housing 

Withdrawn

No

Conduct of an 

centre - please see attached.

Services, Landlord 

officer)

Services, Local Centres)

PIT (2012 People - Adults  Delayed/late 

& Neighbourhoods, 

response 

 is complaining that no action has been taken with regard to the repairs that are needed to his 

24/09/2012 10:44 Housing Services, 

Upheld

No

(Corporate, 

property - please see attached.

Property & Investment 

Service Delay)

Team)

 has called with a complaint about Kier. She says that she rents a garage for £40 a month 

and its been leaking for 3 years of the 6 she has rented it. She has made numerous calls to Kier to get 

Programmed Maintenance  Missed 

them to look at it. They come to look at it, then go away and don't fix it. One time 3 people turned up to 

(2012 People - Adults & 

appointment 

look at it and none of them did any work to it. 

 is unhappy that nothing is being done, she is 

24/09/2012 11:38

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

paying a monthly fee for the garage but it needs a new roof. 

 does not want them to 

Services, Kier)

Service Delay)

repeatedly look at the problem and do nothing about the problem. Has an appointment for today (24th 
september 2012) at 10:30am and no one has turned up. Kier have previously called her and said they 
were at the garage and she needed to be there, she feels this is unprofessional, to expect people to be at 

A Kier van, registration KU 58 KTL came down our street (a one way street) the wrong way and almost 

Programmed Maintenance  Reckless Driving 

collided with my car.  I was forced to reverse out of the way to let him pass and he just drove past.  I tried 

(2012 People - Adults & 

(Corporate, 

24/09/2012 12:44

to indicate to him that it was a one way street.  I have reported similar issues before regarding Kier 

Upheld

No

Neighbourhoods, Housing  Conduct of an 

vehicles but have never followed up with a formal complaint.  I have concerns that my 2 boys will be 

Services, Kier)

officer)

harmed when they are in the street.

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about the lack of action re. leaks he reported earlier in the year and states that 

25/09/2012 10:17

(Corporate, 

Withdrawn

No

Neighbourhoods, Housing 

damage has now been caused which could have been avoided - please see attached.

Service Delay)

Services, Kier)



[bookmark: 40] is not happy that she booked a job ref: 105603 for an engineer to attend to rattlinfg pipes, 

Gas & Electric (2012 

Missed 

she booked the job for 12pm but noone has yet turned up, 

 is most annoyed that nobody 

People - Adults & 

appointment 

25/09/2012 13:01

had the decency to contacted her to appologise that the operative were running late.  

, 

Upheld

No

Neighbourhoods, Housing  (Corporate, 

feels like she has been treated like an idiot, she feels that we are not listening to her issue.  RG/Call 

Services, Kier)

Service Delay)

Handler

PIT (2012 People - Adults  Missed 

& Neighbourhoods, 

appointment 

Tenant was expecting a phone call back from the PIT team within 24 hours.  No phone call. It was about 

26/09/2012 11:03 Housing Services, 

Upheld

No

(Corporate, 

roof raining in and other repair problems.  Tired of having chase PIT Team and KIER over repairs.

Property & Investment 

Service Delay)

Team)

 has reported the following issues to the site manager and site office on numerous occasions 

in relation to the BISF Programme, over several weeks, but with no resolution or advise about when they 

Delay in 

BISF (Upgrade of pre fab 

will be resolved :-- The boiler is not working properly and hasn’t done for a while now.  It goes off at least 

completing request 

homes) (2012 People - 

3 or 4 times a day.- He is still awaiting an asbestos survey that he has been told he needs to have done 

26/09/2012 13:39

for service 

Upheld

No

Adults & Neighbourhoods, 

in order to sort out the boiler problem.- He is still waiting for a switch for the outside light which stays on 

(Corporate, 

Housing Services, Kier)

continually (note : all properties should have been fitted with a rear bulkhead light with a switch)- The 

Service Delay)

fence fell off onto his dog 2 nights ago

 says the issues have affected his relationship with his 

partner  they have a 2 week old baby and he feels discriminated against as many other residents have 

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

 is complaining that Kier have removed items from his garage without permission - please see 

26/09/2012 14:22

Withdrawn

No

Neighbourhoods, Housing  Conduct of an 

attached.

Services, Kier)

officer)

We have had started, a new kitchen fitted. It was started on the 28th August and should have taken 10 

Delay in 

days, start to finish. It is now 22 days later and it is still not finished. The first week of fitting everything 

Programmed Maintenance  completing request  went to plan but it has fallen apart since the start of the second week.We have gone through the normal 

(2012 People - Adults & 

26/09/2012 20:23

for service 

channels ie the liason officer, the Kier Manager and the contracts manager but someone somewhere is 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

not doing their job.We are unable to put everything back into the kitchen because it is not finished and it 

Services, Kier)

Service Delay)

has gone past it now being a joke, especially as most of the kitchen is sitting in our living room.So who in 
the council checks to make sure that Kier and any contractors that they use are spending our tax payers 



[bookmark: 41]PIT (2012 People - Adults  Doors (Corporate,  Repair reference R99174/1 - Joiner attended both front and rear door as customer reported very 

& Neighbourhoods, 

Policy, Disagree 

draughty. Joiner put his hands round both doors then said nothing can be done then he left. Doors are still 

27/09/2012 11:55 Housing Services, 

with policy, Scope 

Not Upheld

No

draughty but no repair will be done as per feed-back.  Customer adds that joiner attended on a warm day 

Property & Investment 

of Service (Repairs  and there was no draught to be felt. He needs to return when it is windy.  atr/callhandler

Team)

Policy))

Local Centre North (2012 
People - Adults & 

Other service 

 is complaining that the city council placed him in a council flat in the knowledge of nearby 

27/09/2012 15:53 Neighbourhoods, Housing  delay (Corporate, 

antisocial behaviour issues and that he is now suffering stress as a result of this - please see attached 

Not Upheld

No

Services, Landlord 

Service Delay)

complaint received via the Local Government Ombudsman.

Services, Local Centres)

Responsive Repairs (2012  Standard of decent 
People - Adults & 

homes work 

 is complaining about the quality of skirting board finishing following the fitting of his new kitchen - Partially 

28/09/2012 10:39

No

Neighbourhoods, Housing  (Corporate, 

please see attached.

Upheld

Services, Kier)

Service Failure)

Homeslessness & 

I have really bad situation.  I was apply for a house months ago and till today I have no answer.  I receive 

Housing Advice (2012 

Allocations Policy  section 21 from my landlord, give it to the council but nobody care about this.  I have little baby boy.  I 

People - Adults & 

(Corporate, Policy, 

28/09/2012 11:19

need a normal house.  My landlord still calling me and telling that we have to move couple times in week.   Upheld

No

Neighbourhoods, Housing  Disagree with 

Stranger people coming look around becouse she want sell this house.  I want normal live for me and 

Services, Landlord 

policy)

babe.  I cant go for walk becouse people still coming.  I need more privacy.

Services)

, who authorised 

 to speak on her behalf.Customer 

Local Centre North (2012  Abusive 

complaining that 

 is harassing customer, he lodged complaint with social services saying that 

People - Adults & 

(Corporate, 

he found drugs in the property which customer is saying there had been problem with neighbouring 

28/09/2012 11:57 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

property and they had none, if he had found any they ask why he didn't inform the police, also he is aroud 

Services, Landlord 

officer)

her property on a regular basis pointing out various problems which he does not do with neighbouring 

Services, Local Centres)

council properties.



[bookmark: 42]complaint relates to another address - 

. a council tenant called 

 

 has called today on behalf of her son's girlfriend, regarding a 

 

. She is reporting that 

 has called her, following a phone call from Social Services this 

Local Centre North (2012  Abusive 

morning, whereby they have informed her that 

 has reported that there are drugs at the house, which 

People - Adults & 

(Corporate, 

he is alleged to have found last thursday. 

 is reporting that these allegations are unfounded, 

28/09/2012 12:00 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

and that

 did not even go into the property. Social Services are not sending anybody out, as 

 

Services, Landlord 

officer)

has had recent drug tests through court due to the custody battle of her son, 

 

 is also 

Services, Local Centres)

reporting that she has had ongoing problems with 

, as she believes he belittles 

 and is very 

unhappy with his attitude in general. The Social Worker, 

 has told 

 that 

 is to stay 

away from the property and have nothing to do with her.

 would like to place a complaint with regards to the annual gas safety check that was carried out 

Responsive Repairs (2012 

at the property.

 has had a tradesman attend to the property and has checked the boiler and 

Gas servicing 

People - Adults & 

confirmed that a screw was missing off the flu. 

 has been ill and into hospital since the gas 

28/09/2012 14:11

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

uncapped. 

 gas plumber attended to the radiator and noticed the issue.  This has now been 

Service Failure)

Services, Kier)

sorted. However issue needs raising with

 as the matter could have been more serious. 4 

children and an adult live in the property. jd/call handler

Responsive Repairs (2012 
People - Adults & 

Other Policy 

 is complaining that the City Councill will only repair her front door rather than replace it - 

28/09/2012 15:46

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) please see attached.
Services, Kier)

Leaseholder Engagement 
(2012 People - Adults & 

Other service 

 are complaining about the lack of action re. the quality of cleaning in 

 - 

01/10/2012 08:58 Neighbourhoods, Housing  delay (Corporate, 

Upheld

No

please see attached.

Services, Landlord 

Service Delay)

Services)



[bookmark: 43] is making a complaint about his housing office. His neighbour next door at number

 has 

extended their drive way taking his driveway away from him meaning he does not have enough room to 
park his car. They have now applied for the drive way to have a dropped kerb which will mean he cannot 

Local Centre South (2012 

park outside his property at all. He has spoken to highways who have said that the permission to do this 

Attitude 

People - Adults & 

will come from his housing officer. He has been down to speak to the hosuing officer today, his name is 

(Corporate, 

Partially 

01/10/2012 13:09 Neighbourhoods, Housing 

 and he works at the Blurton office. He feels that 

 was very arrogant and smirked at 

No

Conduct of an 

Upheld

Services, Landlord 

him when he was explaining his problem. No one will help him and his neighbour has said that she has 

officer)

Services, Local Centres)

permission and it is going ahead. He is very upset that he has not been consulted about this. He has 
asked 

 if the fence can be moved back so that he can get some of his land back and 

 has 

refused. 

 has said that he will remove the fence himself and has been told he will be evicted if 

he does.

Gas & Electric (2012 

Standard of 

People - Adults & 

responsive repair 

regarding the electrical wiring in 

 kitchen. 

 says that she was advised that the 

02/10/2012 09:38

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

electrical earthing had been put in wrong.Please see attached complaint

Services, Kier)

Service Failure)

I want to complain generally about the general service and attitude of staff, with regards to the problems I 
am having with my water pressure and the fact that my door is leaking in.  The problem with the door has 
been going on for months.  There have been 3 or 4 Kier guys out to sort out the door, they have put a 
new seal on etc, but it's still raining in.  I have photos to prove this.  The latest guy that came was tring to 
convince us that it was condensation.  But it only happens when we have heavy rain.  A guy came today 
to assess if I can have a new door, and he said that he thought it was condensation too.  My dad said 
'why would the carpet get soaking wet if it's condensation' so he had my dad filling up a bucket of water 

Programmed Maintenance  Standard of 

and tipping it over the door, and because nothing came through he has said I can't have a new front door.  

(2012 People - Adults & 

responsive repair 

02/10/2012 11:46

He just said then that if it happens again I could ring up again, but then I will have to wait again.  Whats 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

the point of me ringing again when there is still a problem.  They are always moaning about having so 

Services, Kier)

Service Failure)

many call outs, but they dont fix the problems when they are called out.   The water pressure problem has 
been going on for months too.  When the downstairs flat is running their water I have no pressure.  So I 
can't have a shower or anything. Severn Trent said that it was the councils problem, they changed the 
stop tap outside and said they are providing enough pressure to the property and that the problem is 
inside.  Keir are saying that the council shouldnt have fitted combi boilers as we are on a shared mains.  
One of them said it could be my feed that was blocked, another one said there could be a blockage 
elsewhere, but the problem is still happening and no-one seems to be doing anything about it.  wb/ca



[bookmark: 44]I would like to make a complaint about housing allocations who I have spoke to on many occasions. I feel 
like I am being treated unfairly.  I have 4 children, 3 boys and 1 girl and I am currently in a 2 bed property.  
My daughter is nearly 2 now and we are really overcrowded. I was in band 2 for a 4 bed house which 

Homeslessness & 

there is no 4 bed houses in the area I have been for the last 11 years. I have been in touch with housing 

Housing Advice (2012 

Allocations Policy  allocations on many occasions about this matter and told them I would be very happy in a 3 bedroom.  

People - Adults & 

(Corporate, Policy,  They say the only way is to knock my daughter off the list so I get a phone call for a 3 bed but they have 

Partially 

02/10/2012 14:47

No

Neighbourhoods, Housing  Disagree with 

dropped me a band so I am now in band 3 which to be honest I'm going to be waiting forever for a 

Upheld

Services, Landlord 

policy)

property because all the other bands come before me which I'm not happy about. I am in a no win 

Services)

situation. I was band 2 but because I want a 3 bed house I've dropped to band 3 when my needs are still 
the same, I am still overcrowded. There is a 3 bed sitting there empty on my road which has been empty 
for 2 months now.  Why can't they offer me that one?  They are giving away 3 beds to people with 2 kids 
and I have 4 kids and stuck in a 2 bed.

Local Centre Central 
(2012 People - Adults & 

Other Policy 

Partially 

03/10/2012 10:46 Neighbourhoods, Housing 

complaint regarding TPW refusal for fitting of gas fire see attached

No

(Corporate, Policy)

Upheld

Services, Landlord 
Services, Local Centres)

 lives in a ground floor flat. The guttering in the property is leaking and the damp course has 

Responsive Repairs (2012 

gone in the kitchen behind the units. He reported this to Kier in Feb 2012 and Kier attended and advised it 

Delayed repair 

People - Adults & 

was a problem with the upstairs flat. They claimed the problem was sorted but 

 says it is still 

03/10/2012 11:12

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

ongoing. Re-reported the problem about July time and Kier attended again and said it wasn't their 

Service Delay)

Services, Kier)

guttering. Sent a contractor along who was responsible for this guttering they came out, took notes but 

 

 has not heard anything since. 

 now has chest problems that are due to the damp.

 called from Chell Heath Local Centre today in connection with the BISF Programme.  She 

wants to complain that during the works her step tiles were cracked by the scaffold, she has notified 

Responsive Repairs (2012  Standard of 

 of this on numerous occasions but they still have not been repaired.  On the 25th 

People - Adults & 

programmed work 

Partially 

03/10/2012 15:38

September

 slipped on the step and has broken her wrist, she now has to have an operation 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

to put pins into her wrist.  Chell Heath Local Centre have issued 

 with a claim form.  She also 

Services, Kier)

Service Failure)

wants to complain that the new back door was installed over a month ago and has not been finished off 
internally, i.e. there is a hole all around the internal frame.



[bookmark: 45]I would like to ask the Chief Executive John van de Laarschot through the complaints form why it has 
taken the council over 12 months to get rid of an introductory tenant in our block?  We have filled logging 

Local Centre South (2012 

forms in but its taken way too long to sort this out.  The tenant has not lived there for months and broke 

People - Adults & 

Failure to enforce  tenancy agreement loads times which our local office are aware of but its come to nothing.  Hats off to 

03/10/2012 19:14 Neighbourhoods, Housing  (Corporate, 

Upheld

No

our local councillor Ruth Rosenau, she is trying her best to help us but doesn't work pay rent council tax 

Services, Landlord 

Service Failure)

flat in bad condition windows out.  That's when council blokes came to board up.  Tenant wouldn't let 

Services, Local Centres)

them in even though was in himself looking forward to some kind reply but if this isn't dealt with I'm going 
get in touch with the local press see what they think about the situation.  Many thanks.

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is complaining about the lack of action following his and his neighbour's reports of a problem 

04/10/2012 Housing Services, 

(Corporate, 

with water ingress via the chimney that services both their houses.  

' house is privately owned,  Not Upheld

No

Property & Investment 

Service Delay)

the neighbour's house 

) is council owned.  Please see attached.

Team)

Responsive Repairs (2012  Standard of decent 
People - Adults & 

homes work 

 is complaining about the condition of her new kitchen and the workmen coming to the property 

04/10/2012 11:05

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

when she is at work, despite having advised them when she will not be at home - please see attached.

Services, Kier)

Service Failure)

PIT (2012 People - Adults  Standard of decent 

& Neighbourhoods, 

homes work 

 is complaining about the noise coming from his next door neighbour's property since they 

04/10/2012 12:30 Housing Services, 

Not Upheld

No

(Corporate, 

have had a new kitchen installed - please see attached.

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about a missed appointment with Kier - please see attached.  (The 2nd 

04/10/2012 14:30

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

paragraph re. compliment for 

 at the local centre will be dealt with separately).

Service Delay)

Services, Kier)

PIT (2012 People - Adults 

Ref: R93186 - Front and rear door renewal. Customers mother (

) wishes to complain 

& Neighbourhoods, 

Delayed repair 

about the length of time being taken to renew both front and rear doors. She adds that she has not been 

04/10/2012 14:37 Housing Services, 

(Corporate, 

contacted at all regarding the ongoing situation for the door renewals. Her daughter is disabled and has 

Not Upheld

No

Property & Investment 

Service Delay)

two young children and it is important that these doors are renewed asap as front door is impossible to 

Team)

open and is concenered regarding fire risk.  atr/callhandler.



[bookmark: 46]Responsive Repairs (2012  Other Service 

People - Adults & 

 is complaining about damage to his aerial during repair work on his chimney - please see 

Partially 

04/10/2012 14:51

Failure (Corporate, 

No

Neighbourhoods, Housing 

attached.

Upheld

Service Failure)

Services, Kier)

Programmed Maintenance  Behaviour 

There were 2 Kier van drivers sliding and banging their doors at 05:30 this morning.  They were working 

(2012 People - Adults & 

(Corporate, 

Partially 

05/10/2012 10:37

on 

 across the road.  They were also talking loudly on their mobile phones.  My 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

partner had to go down stairs and outside to ask them to be quiet.

Services, Kier)

officer)

Responsive Repairs (2012  Gas servicing 

Had gas test on Monday 1/10/12 carried out by 

 - since then having 

People - Adults & 

05/10/2012 12:40

(Corporate, 

occasional smell of gas, so called Transco as it was very bad last night.  Feedback states that the service  Upheld

No

Neighbourhoods, Housing  Service Failure)

engineer missed a part off the boiler.

Services, Kier)

 has called to make a complaint about the housing officers that have dealt with his mutual exchange 

and have dealt with his loft issue since then. He says he did a mutual exchange where he moved from 
Warrington to Trent Vale. He paid to return his house in Warrington to its original condition before he left 
(removing fixtures and fittings that he had put in himself). He says that he expected the same for the 

Local Centre South (2012  Incorrect 

property he was moving into. He moved in and found that parts of the loft space had been boarded up. 

People - Adults & 

Information Given 

 spoke with his new housing officer with regards to getting the boards removed and getting insulation 

05/10/2012 14:00 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

fitted.  He was told by the housing officer that it would be sorted and that we'd send workmen round to 

Services, Landlord 

Communication 

remove the boards. 

 was told this 3 times and no-one ever came to remove them for him. The last 

Services, Local Centres)

and Information)

time he asked about it, 6 months after his original query, he was told that he would have to pay for it to be 
done himself so that he can then get the insulation done. 

 is extremely unhappy about this, 

 

 was the last housing officer he spoke with who informed him that he would have to get the 

boards removed himself.

Decent homes 

PIT (2012 People - Adults  kitchen and 

& Neighbourhoods, 

bathroom 

Customer has had supervisor out to look at kitchen as she feels it is not fit for purpose - customer is 

05/10/2012 15:39 Housing Services, 

Not Upheld

No

(Corporate, Policy,  unhappy that a new kitchen will not be fitted - ca/kp

Property & Investment 

Disagree with 

Team)

policy)



[bookmark: 47]Relates to 

 of 

, he is her friend and is complaining on her 

behalf.OOHs tradesman attended Sunday 7th Oct to board up window after friend smashed glass for 

Responsive Repairs (2012 

concerns for 

 safety. 

called at 13:40 on Monday 8th Oct to check why 

Delayed repair 

People - Adults & 

trademan hasn't attened to re-glaze after he stated that someone would be there to do this. After 

08/10/2012 13:55

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

checking the system there is no follow up work from the OOHs tradesman that attended yesterday and 

Service Delay)

Services, Kier)

this is why the repair hasn't been booked in. Repair booked in now to attend today and also explained 
poss re-charge as this should have been reported to us for our tradesman to gain entry to the property 
instead of 

 smashing the glass to gain entry Servitor job ref is 05340484 ks/callhandler

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

08/10/2012 14:48

 is complaining about a missed Kier appointment - please see attached.

Upheld

No

Neighbourhoods, Housing  (Corporate, 
Services, Kier)

Service Delay)

Had a kitchen upgrade in June 2011 and 

 was not advised that the gas supply for the cooker 

Information not 

had been cut off at the meter.  He had an electric cooker at the time but was not advised that he would 

Responsive Repairs (2012  passed on 

never be able to connect a gas cooker again and now he has been out and purchased a gas cooker as 

People - Adults & 

08/10/2012 14:58

(Corporate, 

his electric cooker has broken.  A private gas man came to install the new gas cooker and it was at this 

Upheld

No

Neighbourhoods, Housing  Communication 

point that he said he could not do this as the gas was cut off from the meter.  

 from the repairs team is 

Services, Kier)

and Information)

sending a TPW but 

 does not have any cooking facilities at the moment and he would not 

have purchased a gas cooker had he been told at the time of the upgrade PR/Callhandler 1455 08102012

 wishes to make a complaint about not having a fire at the property for nearly 2 years. 

Originally the fire was serviced and the engineer removed the manual. On the second service 
appointment, the service wasn't carried out as there was no manual at the property. The last engineer 
attended approx May this year, and had a manual with him, but as there was a problem with the chimney 

Responsive Repairs (2012  Delayed repair 

couldn't uncap the fire. 

 was told either the chimney would need work, or a new fire would need 

People - Adults & 

Partially 

08/10/2012 15:43

(Corporate, 

to be installed. 

 has filled out the form where she chooses a fire, and heard nothing since. She 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

has spoken to Kier a number of times, and they have said yes she is on the list, no she isn't, and also that 

Services, Kier)

she has already had the fire installed. On the last phone call to them she was told to speak to the 
contractor 

 - which she did and they say her property isn't on their list and to go back to 

Kier. She is fed up of multiple phone calls, and also having time off work for nothing proper to be done 
MB/CA



[bookmark: 48]PIT (2012 People - Adults  Disagree with 

Just before christmas 

 had his kitchen papered for him through the local centre, as he is 

& Neighbourhoods, 

decision 

disabled and unable to do it himself. He is currently having the kitchen upgraded and the tradesmen have 

09/10/2012 16:36 Housing Services, 

Not Upheld

No

(Corporate, 

stripped all the paper and he has been told they will only repaint the walls and not repaper. He is not 

Property & Investment 

Service Failure)

happy with this as he would like the kitchen papered as it was before mw ch

Team)

Last summer the neighbour at 

 had their rear fence repaired. There was an adjoining post on the 

Fencing and gates  fences and when this was cut out it made the rear fence at 

 fall in. The tnt reported it and it was made 

PIT (2012 People - Adults  (Corporate, Policy,  safe but not replaced. This made the rear garden open to access from the rear access that goes to the 

& Neighbourhoods, 

Disagree with 

neighbouring property and the tnt has had things taken out his garden and people and dogs going into the 

10/10/2012 10:35 Housing Services, 

Not Upheld

No

policy, Scope of 

back yard. Also his children are getting out of the rear and going onto the road at the front. Kier have 

Property & Investment 

Service (Repairs 

been out again today on a new job for this and having spoken to property investment team it has been 

Team)

Policy))

deemed to be outside the scope of service but the tradesman told the tnt it does need doing. Tnt is not 
hapopy that this will not be done and it is causing them stress mw ch

Gas & Electric (2012 

 is absolutly disgusted, she has been left without heating and hot water for a full week following 

Gas servicing 

People - Adults & 

job ref R106876 on 03-OCT-12.  She has researched how long she can be left without heating and hot 

Partially 

10/10/2012 11:01

(Corporate, 

No

Neighbourhoods, Housing 

water, and it states no longer than 3 days.  

 are unable to fit the heating system intil next  Upheld

Service Failure)

Services, Kier)

week, she feels this is acceptable.  RG/Call Handler

PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

 not happy with having her front door repaired and wants a new front door.  Please see 

10/10/2012 12:48 Housing Services, 

with policy, Scope 

Not Upheld

No

attached)

Property & Investment 

of Service (Repairs 

Team)

Policy))

 would like to complain about a problem with damp at the property, advises that there has been 

PIT (2012 People - Adults 

an ongoing problem with damp at the property for the last 2 years , advises that the damp was last 

Standard of 

& Neighbourhoods, 

inspected about 2 months ago  and the ceiling was painted but damp is coming through again.  

 

responsive repair 

10/10/2012 15:54 Housing Services, 

advises that the problem is not getting resolved and feels that this is not being looked into thoroughly 

Upheld

No

(Corporate, 

Property & Investment 

enough and would like the roof to also be looked at.  Also 

 advises that the problem started after 

Service Failure)

Team)

wiring work as carried out. 

 also advises that he would like a report of all the work that has been 

carried out for the damp problem ce/ca



[bookmark: 49]Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

Hi, saw KierStoke van driver, believe reg was KU58 KXT, driving using handheld mobile at 4.25pm on 

Partially 

12/10/2012 08:45

No

Neighbourhoods, Housing  Conduct of an 

A500 today03:48 PM - 09 Oct 12

Upheld

Services, Kier)

officer)

PIT (2012 People - Adults  Standard of 

Hi,I think your property service is absolutley terrible (If this was tendered out, the council would never win 

& Neighbourhoods, 

responsive repair 

a contract.) After reporting my repairs lots of times, for them to just fall apart again is rubbish. Then a 

12/10/2012 08:48 Housing Services, 

Not Upheld

No

(Corporate, 

worker to repair the draw front on the work top only to screw the draw front to the top is disgraceful and 

Property & Investment 

Service Failure)

imleft with three holes rotting away

Team)

Responsive Repairs (2012  Standard of decent 
People - Adults & 

homes work 

Partially 

12/10/2012 09:11

Unhappy being left without water downstairs while kitchen was replaced - see attached

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Failure)

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

regarding damp in your home, and a Kier operatives that came attended 

 as well as the 

12/10/2012 09:31 Housing Services, 

Not Upheld

Yes

(Corporate, 

work that has been carried out. Please see attached

Property & Investment 

Service Failure)

Team)

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

12/10/2012 09:56 Housing Services, 

Unhappy with the plastering work - see attached

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

hi im disabled and had a stroke and do my best to keep my home nice i recently asked whether i could 
get home works to decorate my bungelow  one week ago a nice young lady knocked on the door from  

Local Centre North (2012  Attitude 

neighbourhood impact oficer with 

 he went into my rooms and commented were were 

People - Adults & 

(Corporate, 

in a arrogant manner he then said there are far more properties in need of decoration than this one then 

14/10/2012 01:43 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

walked through my front door.  I felt very intimidated by this mans attitude and he made  me look so small 

Services, Landlord 

officer)

there are ways and means of being polite and i think that this person should be sent on a course to talk to 

Services, Local Centres)

people in a proper manner  i would be most happy if you did not send this person around my property 
again in the future .



[bookmark: 50]PIT (2012 People - Adults 
& Neighbourhoods, 

Other service 

15/10/2012 08:34 Housing Services, 

delay (Corporate, 

Would like fence and boiler replacing - please see attached 2 complaint forms

Not Upheld

No

Property & Investment 

Service Delay)

Team)

Kier keep missing appointments.  Obviously when they miss appointment I have to ring up using the 0844 

Responsive Repairs (2012  Missed 

number, which is a money making exercise for stoke on trent, so I have to pay twice.  I dont mind paying 

People - Adults & 

appointment 

the first time but obviously the second or third time is a bit beyond a joke. I have spoken to kier but they 

16/10/2012 10:03

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

just pass the buck and say it is a problem with stoke on call.  So I go around in circles then get a letter 

Services, Kier)

Service Delay)

saying thanks for bringing it to my attention and I end up wasting my time for nothing.   Today I have an 
appointment for 9 am and it is now after 10 am and kier have still not arrived.

Vehicles from mainly repairs are driving over the grass at the rear of 

 particularly the 

Programmed Maintenance  Reckless Driving 

corner and churning up the grass and leaving mud on the road. The council returfed and repaired it last 

(2012 People - Adults & 

(Corporate, 

year but it looks awful again and the department needs telling not to do it. The bin wagons come every 

16/10/2012 13:23

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

week reverses all the way down and never touches the grass so it can be done. Can someone came out 

Services, Kier)

officer)

& look and please contact 

 back as he has already logged a CRM about  this SR4328124 and 

no-one has responded. His number  is 

Re 

 x7044

 received a call from 

 regarding information about a 

Housing Strategy (2012 

Attitude 

tenant who has been given a Section 21 by 

. He found her very intimidating in the way she 

People - Adults & 

(Corporate, 

approached the matter - he was really taken back by her manner - and he wants the call listening to. She 

16/10/2012 14:56

Upheld

No

Neighbourhoods, Housing  Conduct of an 

wouldn't give her surname or which department she was calling from or who her line manager was and 

 

Services)

officer)

 is not at all happy with the way that she spoke to him. In the end she said that she was from the 

hiusing advice centre.

PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

Customer is not satisfeid with what the tradesmen have told her regarding her back door see job no 

17/10/2012 09:04 Housing Services, 

with policy, Scope  108037.  it is very draughty and she has puddles of water through the glass in the winter PR/Callhandler 

Not Upheld

No

Property & Investment 

of Service (Repairs  171012 0904

Team)

Policy))



[bookmark: 51]PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

Customer is not satisfied as the joiners have been out 4 times to the back door and repaired it and it is 

17/10/2012 09:44 Housing Services, 

with policy, Scope 

Not Upheld

No

still leaking in.  He is not happy as he cannot have a new back door PR/Callhandler 0942 17/10/12

Property & Investment 

of Service (Repairs 

Team)

Policy))

Local Centre South (2012 
People - Adults & 

Other Policy 

17/10/2012 10:09 Neighbourhoods, Housing 

complaint regarding decoration vouchers allowancesee attached

Not Upheld

No

(Corporate, Policy)

Services, Landlord 
Services, Local Centres)

Today Tuesday 16th October 2012 at approx 10.00am I was making my way to the city museum, when I 
became aware of a vehicle approaching me as I prepared to cross the road. This vehicle driving in 

Local Centre South (2012  Reckless Driving  Bethesda street a bus lane is a Stoke on Trent city council vehicle. Can the council please tell me why 

People - Adults & 

(Corporate, 

your staff are using the bus lane when it is clearly signed as a bus lane?  I would expect that the full 

17/10/2012 10:16 Neighbourhoods, Housing 

Upheld

No

Conduct of an 

extent of the law will be used with this flagrant abuse of the law. There can be no excuse for why this 

Services, Landlord 

officer)

employee choose to ignore the signs. He choose to break the law and therein doing so he should be be 

Services, Local Centres)

prepared to accept suitable punishment for his actions. Where it a member of the public and had been 
seen by the camera car they would be issued with a fixed penalty notice. Also in the background you can 

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

17/10/2012 10:46 Housing Services, 

(Corporate, 

complaint regarding delay in replacing the heating system see attached

Not Upheld

No

Property & Investment 

Service Delay)

Team)

Local Centre South (2012  Lack of action 

People - Adults & 

(A.S.B.) 

Unhappy with the way that the council has dealt with noise problems from 

 - see 

Partially 

17/10/2012 11:33 Neighbourhoods, Housing 

No

(Corporate, 

attached

Upheld

Services, Landlord 

Service Failure)

Services, Local Centres)



[bookmark: 52]I took over the tenancy of 

on 08/10/12, I have been told by the neighbour that the 

property was void before I took the tenancy over for around 6 weeks. Since taking the property over I 
have found that the gas fire was damaged and is not working correctly. There is an electric box on the 

Relets and Voids (2012 

Standard of decent  wall showing live cables connected to the back boiler. I have discovered that the boiler is not working 

People - Adults & 

homes work 

correctly. I am due to move into the property tomorrow and have carpets laid. I have also just redecorated  Partially 

17/10/2012 16:18

No

Neighbourhoods, Housing  (Corporate, 

the property all the way through. Keir have now been out to the problems that I have reported with the fire  Upheld

Services, Kier)

Service Failure)

and the boiler and they have advised that the property requires a new heating system as the current one 
has been condemned. They have been unable to tell me when this work will be done so i am unable to 
have the carpets fitted now and the decor will be damaged. I am unhappy that the fire was not checked 
when the property was void and this work was not done before I moved in. JN/CA

PIT (2012 People - Adults  Delay in 

There is no radiator in the livingroom, hallway and kitchen. I have an old back boiler which keeps breaking 

& Neighbourhoods, 

completing request  down. I have requested radiators to these rooms on several ocasions and nothing has ever been done. 

17/10/2012 17:46 Housing Services, 

for service 

These rooms are very cold in winter. I  have been putting the gas cooker and dryer on to warm the 

Not Upheld

No

Property & Investment 

(Corporate, 

kitchen and used electric heater in living room and hallway but was tioo expensive to use and dangerous 

Team)

Service Delay)

where my children.  atr/callhandler.

 booked for an operative to attend a dangerous front pillar wall job ref: 107767/1.  A joiner 

attended and made safe by knocking the wall over, a bricklayer then followed the same day and bagged 
up the rubble ready for collection.  

 then called ourselves at repairs to see if the wall was going 

PIT (2012 People - Adults 

to be re-built to be advised it was not within the scope of service, so 

 asked our advisor to leave 

& Neighbourhoods, 

Other Policy 

a note stating that he would not like the rubbish collected as he was going to re-build the wall himself.  

Partially 

18/10/2012 16:25 Housing Services, 

No

(Corporate, Policy) However NIO from the local office, on doing street walks, saw the rubble and called repairs to request the  Upheld

Property & Investment 

rubbish be removed, and this was logged, regardless of the note on the previous job, job ref: 109072/1.  

Team)

 feels that it is within the council's best interest to rebuild this wall as it is detrimental to the 

aesthetics of the area.  

 states that there is still a trip hazard as the ground is uneven.  RG/Call 

Handler

Inconsiderate 

Responsive Repairs (2012  parking 

People - Adults & 

Partially 

18/10/2012 17:50

(Corporate, 

 is complaining about a Kier van being parked in a disabled parking bay - please see attached.

No

Neighbourhoods, Housing 

Upheld

Conduct of an 

Services, Kier)

officer)

Incorrect 

Responsive Repairs (2012  Information Given 

People - Adults & 

 is complaining that Kier have not passed on information re. her allergies and health 

Partially 

19/10/2012 10:02

(Corporate, 

No

Neighbourhoods, Housing 

concerns to tradesmen - please see attached.

Upheld

Communication 

Services, Kier)

and Information)



[bookmark: 53]Empty Homes (2012 

Customer has been moved out of 

 at least 2 years ago as he was given a compulsory 

Delayed/late 

People - Adults & 

purchase order. The customer is unhappy that number 

 is still standing as he feels the 

response 

19/10/2012 11:30 Neighbourhoods, Housing 

council have brought the property and let it stand - customer wants to know why the property is still 

Not Upheld

No

(Corporate, 

Services, Housing 

standing and why he was forced to move out - customer advised that he has also written a formal letter 

Service Delay)

Standards)

about the situation to the Civic Centre - ca/kp

Guttering job logged initially November 2011, when they came out said it was working at heights but they 

Responsive Repairs (2012  Missed 

said would be a subcontractor who would do the work.  Exactly the same happened in January and in 

People - Adults & 

appointment 

Partially 

19/10/2012 16:47

March. No subcontractor has ever come to do the work. It has come away and causing damp problem in 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

bedroom which is causing tenant's health related problems. Last advice was somebody was coming out 

Services, Kier)

Service Delay)

from contractor on 16 Oct - no one came.-ip/ca

PIT (2012 People - Adults 

 is not happy with the repairs out of hours policy, his front door lock does not work, but has 

& Neighbourhoods, 

been advised we will not attend out of hours because he has dead bolts on this inside of the front door 

Other Policy 

20/10/2012 12:40 Housing Services, 

and can use the back door.  

 states he cannot use the back door because he has 10ft gate 

Not Upheld

No

(Corporate, Policy)

Property & Investment 

that can only be locked from the inside and his 2 dogs live out in the back and they would be left in an 

Team)

unlocked garden.  RG/Call Handler

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

regarding a job that has been logged for over 12 week and has still not been carried out. Also regarding 

22/10/2012 11:05 Housing Services, 

(Corporate, 

Not Upheld

No

 security light.please see attached

Property & Investment 

Service Delay)

Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other service 

22/10/2012 11:45 Housing Services, 

delay (Corporate, 

Regarding an electrical test that is due to take place at 

please see attached.

Not Upheld

No

Property & Investment 

Service Delay)

Team)

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

22/10/2012 16:21

 is complaining about how the work on her property has been managed - please see attached.

Upheld

No

Neighbourhoods, Housing  (Corporate, 
Services, Kier)

Service Delay)



[bookmark: 54]Delay in 

Programmed Maintenance  completing request  wonts to complain reagrding the joiner who did a job at this address last thursday 18.10.12  was there for 

(2012 People - Adults & 

Partially 

22/10/2012 16:22

for service 

only 10 minuets. 

 had to ring in again the same day and another joiner went out today monday 

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

22.10.12 and it took him 2 hours to do the job properly so the first joiner ddid not do the correct job.

Services, Kier)

Service Delay)

Responsive Repairs (2012  Delayed repair 

Over last 6 weeks been trying get work finished, numerous phone calls to 

.  The outhouse ceiling 

People - Adults & 

Partially 

23/10/2012 09:28

(Corporate, 

has a hole in it. Kitchen fan not replaced in kitchen.  Tumble drier vent not put back on.  External cladding 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

not finished off around gfwc

Services, Kier)

Windows 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

 disagrees that the defective latch on his window should fall outside our scope of service 

23/10/2012 14:21 Housing Services, 

Not Upheld

No

policy, Scope of 

for repairs - please see attached.

Property & Investment 

Service (Repairs 

Team)

Policy))

PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

 is complaining that her back door will be repaired rather than replaced, following an 

23/10/2012 14:34 Housing Services, 

with policy, Scope 

Not Upheld

No

attempted break-in - see attached.

Property & Investment 

of Service (Repairs 

Team)

Policy))

I had a problem with damp on the chimney breast in my front room in approx May 2012. Kier came out 
and chipped the plaster off the chimney breast and replastered it. The damp came back through and the 
plasterer was sent back to my house. The plasterer could not do anything further so he phoned someone 
else who came out and said that scaffolding was required because the roof needed sorting. I have been 
phoning asking when the work was going to be done, I have been told by someone in repairs that the 

Responsive Repairs (2012  Delayed repair 

work was going to cost a lot of money so she did not know. We have had a gas check and the engineer 

People - Adults & 

Partially 

23/10/2012 16:07

(Corporate, 

said that the fire was fine and in working order. Kier came out today with a crane and looked at the roof 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

and he told me that the roof is in appalling condition and that the fire should have been capped off on the 

Services, Kier)

gas safety inspection as if anything had have fallen through the roof it could have killed me and my 
family. I am not happy that the engineer who did the original gas safety inspection did not cap the fire and 
I am also unhappy at the length of time that it has taken to get the repair done to an acceptable standard. 
The fire has now been capped and the repair is underway but I am unhappy about the process I have had 
to follow to get the work done.



[bookmark: 55] is the chairman of 

, he says a number of jobs have been 

logged over the past 18 months which have not been done. There are some dangerous steps that have 
been reported 15 times in the last 18 months, the engineers have been out to look at them and have done 

Local Centre South (2012  Delayed/late 

nothing. There are some trees that desperately need cutting back that have been reported for about 4 

People - Adults & 

response 

months. Pot holes that have been reported over the last 12 months and they still have not been done. 

26/10/2012 12:19 Neighbourhoods, Housing 

Upheld

No

(Corporate, 

 has had John Van De Laarschot walk around the estate to show him what jobs needed 

Services, Landlord 

Service Delay)

doing around 2 months ago with the Lord Mayor. John Van de Laarschot has told 

 that he 

Services, Local Centres)

would get the jobs pushed forward to get them done for the residents. 

 has also had a 

meeting on the 17th October which involved 

 from the local matters team, part of the meeting was 

about the jobs that have still not been done.

Local Centre Central 

Delay in 

(2012 People - Adults & 

completing request 

 is complaining about the delay in responding to her request for a refund of monies she spent 

29/10/2012 10:56 Neighbourhoods, Housing  for service 

on keyfobs prior to the ceasing of her mother's council tenancy.  She is also asking for compensation for  Upheld

No

Services, Landlord 

(Corporate, 

her journeys to Hanley Local Centre - please see attached.

Services, Local Centres)

Service Delay)

Responsive Repairs (2012 

Did work on the BISF property no pebble dash to out side at the rear and tenant states he should have a 

Delayed repair 

People - Adults & 

new boiler but this also has not been done. Satellite dish not been put back on you have spoken to 

29/10/2012 14:54

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

 but she has not flollowed up your complaints as 

 wants to know when they are 

Service Delay)

Services, Kier)

goining back to complete the works.  

 is a home owner. lj/callhandler.

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

29/10/2012 16:45 Housing Services, 

(Corporate, 

 is complaining that the plumber did not attend as had been advised - please see attached.

Not Upheld

No

Property & Investment 

Service Delay)

Team)

Local Centre South (2012 
People - Adults & 

Other Service 

 is complaining about the way the issues with the neighbouring tenants have been handled -  Partially 

29/10/2012 17:05 Neighbourhoods, Housing  Failure (Corporate, 

No

please see attached.

Upheld

Services, Landlord 

Service Failure)

Services, Local Centres)



[bookmark: 56] is extremely unhappy with the service provided by Kier, she reported a repair on 24th 

October 2012 ref: 110043.  It was booked for 29th Oct 2012 at 10:00am Kier then failed to attend, 
causing 

 to lose a day of annual leave, the job was passed to DD Water due to increased 

Responsive Repairs (2012  Missed 

demand, who also did not attend, due to DD Water not attending, 

 called 30-OCT-12 at 

People - Adults & 

appointment 

8:00am and was advised we would take the job back from DD Water and Kier would attend that same 

30/10/2012 13:03

Upheld

No

Neighbourhoods, Housing  (Corporate, 

morning.  Kier then failed to attend again, 

 called back at about 12:30ish unhappy, 

 

Services, Kier)

Service Delay)

equested a call back from Kier manager who did not call 

 back, 

 has now 

had a call stating that DD Water will attend this afternoon between 2pm and 8pm and customer now has 
to goto work.  DD Water then advised they could now not attend until 1st Nov 2012 if customer wanted a 
specific time.  RG/Call Handler

Local Centre South (2012  Attitude 

People - Adults & 

(Corporate, 

 is not happy with the way 

at our Bentilee office has spoken to her daughter - please see 

30/10/2012 14:20 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

attached.

Services, Landlord 

officer)

Services, Local Centres)

Roof Repairs 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

 are complaining about the City Council's decision not to replace a roof tile at their property 

30/10/2012 14:47 Housing Services, 

Not Upheld

No

policy, Scope of 

- please see attached.

Property & Investment 

Service (Repairs 

Team)

Policy))

 attended to look at the property. They were left to look round the property on their own. 

 

 isn't happy as she was told that the valet would be carried out and hasn't been. They have 

Homeslessness & 

already moved into the property, they were given the impression by Housing Solutions that they had no 

Housing Advice (2012 

Standard of relet 

option but to move into the property and wait for the valet to be completed. There was human excrement 

People - Adults & 

Partially 

31/10/2012 09:41

(Corporate, 

on the walls in the front two bedrooms and the downstairs toilet. 

 from Housing solutions 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

was at the property when the keys were handed over. The valet wasn't completed and 

 

Services, Landlord 

commented to 

 and he said he'd look into it.  

 feels that she has been let down by the 

Services)

voids process and Housing Solutions team who attend from the viewing to the signing of the keys.Damp 
patch on the kitchen ceiling hasn't been fixed. Overall unimpressed with the void process. jd/call handler

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

Regarding a bad smell and mould in the house, and workmen that have been out to the property butt 

31/10/2012 12:22 Housing Services, 

Not Upheld

No

(Corporate, 

have not done anything. Please see attached

Property & Investment 

Service Failure)

Team)



[bookmark: 57]Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

Partially 

31/10/2012 14:20

 is complaining about the driver behaviour from a Kier van driver - please see attached.

No

Neighbourhoods, Housing  Conduct of an 

Upheld

Services, Kier)

officer)

called today requesting to speak to Tony Oakman regarding the condition of the property he 

has recently let. A list of outstanding repair works which have now been resolved is as follows:Valeting - 
the floors were soaked with urine from the previous tenants dogs. 

 was told the property 

would be fumigated but this did not happen. Garden clear and strim - 

 has now done this 

himself with the help of his father. Downspout missing.Kitchen waste pipe not fitted correctly.Leak to the 
mains water pipe.Leak to toilet cistern.Previous tenants self adhesive tiles to kitchen, living room and hall 

Responsive Repairs (2012  Delayed repair 

had lifted and some were missing causing trip hazards. No safety chain to the front door.2 deadlocks to 

People - Adults & 

01/11/2012 14:55

(Corporate, 

the front door did not have keys. Broken window handle in livingroom. Inadequate repair with silicone to 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

outside air vent. £30 of debt to the gas and elec metres had to be cleared.The following issues are still 

Services, Kier)

outstanding.No gate.Inadequate fencing to front of property.Pathway to rear of garden is uneven and has 
trip hazards.Damp by the back door (this may dry out when the heating system is on).

 also 

has issues surrounding the replacement of his heating system which are under investigation as 
SOT20156.

 states that his previous month's phone bill is approx £30 more than usual and he 

anticipates it to be more this month. He also feels that has been fobbed off by people in Kier and the 
council who he has previously spoken to.

Delay in 

Plumber attended to job no 110545 on Monday 30th October which included a repair to the shower head 

Gas & Electric (2012 

completing request  and rail, he advised 

 that he could not do that job but someone would attend today 01/11/12 at 

People - Adults & 

Partially 

01/11/2012 15:24

for service 

2:00.  When no-one attended

 rang the Repairline and was advised that there was no 

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

outstanding task on the system.  

 wishes to complain that the additional task was not arranged 

Services, Kier)

Service Delay)

as he thought it was PR/Callhandler 15:22 on 01/11/12

Homeslessness & 
Housing Advice (2012 

Missing 

People - Adults & 

documents 

 is complaining that his father's medical forms have been lost in our internal system - please see 

01/11/2012 17:24

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

attached.

Services, Landlord 

Service Failure)

Services)

Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

Anonymous customer is complaining about driving behaviour of

, van driver of KST145 - 

01/11/2012 17:43

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

please see attached.

Services, Kier)

officer)



[bookmark: 58]Had repair booked ref 110852 for front and rear door. Tradesman that attended informed her that he 

PIT (2012 People - Adults 

couldn't repair the doors as they are beyond repair. He said that he would feedback that they need 

Disagree with 

& Neighbourhoods, 

replacing. Customer has called in today to chase when her doors will be replaced. No feedback on 

decision 

05/11/2012 12:38 Housing Services, 

diagnosis. Highlighted to RC manager who called the tradesman. Tradesman fedback to her that, doors 

Not Upheld

No

(Corporate, 

Property & Investment 

do not need renewing, they already have draught excluders on and they lock fine. applied plan and doors 

Service Failure)

Team)

do not require renewal. I have informed the customer and she is very unhappy. Customer does not 
appreciate being made to feel like she is lying.

 is partially sighted and colour blind. All correspondence regarding a gas safety 

Gas & Electric (2012 

Other Service 

check and the gas safety certificate has been sent out in small print when 

 needs 

People - Adults & 

05/11/2012 14:21

Failure (Corporate,  this to be in large print, no bold, 18pt Arial, including headings, 200% photocopier, 

 can 

Not Upheld

No

Neighbourhoods, Housing  Service Failure)

only see the colours Blue, Black and White. There is also some rubbish/building materials which have left 

Services, Kier)

in the front garden by Housing Repairs (Kier) which needs moving as soon as possible.

Local Centre North (2012  Behaviour 

People - Adults & 

(Corporate, 

 is unhappy with the level of assistance provided by her housing officer in connectoin with 

05/11/2012 15:16 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

antisocial behaviour allegations - please see attached.

Services, Landlord 

officer)

Services, Local Centres)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

06/11/2012 14:14

(Corporate, 

 is complaining about the delay in repairing her gas fire - please see attached.

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

Services, Kier)

I recently found out that I was in credit on my rent account and went to my local office to request that this 
be refunded to me. I was informed that as my rent account was in joint names with my husband that a 
cheque had to be issued in joint names and could not be issued in my name alone nor was I given the 

Local Centre South (2012  Incorrect 

option of a bank transfer. I agreed to this as I was led to believe that as my husband and myself both 

People - Adults & 

Information Given  bank at the same bank we could deposit it into either one of our accounts if the other person gives their 

06/11/2012 14:55 Neighbourhoods, Housing  (Corporate, 

permission. When I received the cheque and tried to do this the bank would not allow it, leaving us in dire  Not Upheld

No

Services, Landlord 

Communication 

straits as money is extremely tight at the moment. We had no other option but to use a cheque cashing 

Services, Local Centres)

and Information)

service which cost us £13.65. We have since learned that a cheque could have been issued in either one 
of our names and we should also have been given the option of a bank transfer which would have been 
quicker all round. We are extremely angry and dismayed that we unnecessarily had to spend this money 
in order to get the money we were owed due to being given the wrong information by council staff.



[bookmark: 59]Local Centre South (2012 
People - Adults & 

Other Service 

 is complaining about the City Council having housed a problem family in a nearby council 

07/11/2012 14:32 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

bungalow - please see attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Local Centre North (2012  Disagree with 

People - Adults & 

decision 

 is complaining about 

 having overturned his agreement with 

 to pay 

07/11/2012 15:52 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

£300 per month towards his rent arrears.  He has now been served with a possession notice.

Services, Landlord 

Service Failure)

Services, Local Centres)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about the delays in repairing his ceiling and the conduct of one of the officers he 

Partially 

08/11/2012 13:12

(Corporate, 

No

Neighbourhoods, Housing 

spoke to - please see attached.

Upheld

Service Delay)

Services, Kier)

Local Centre South (2012  Lack of 
People - Adults & 

Consultation 

 is complaining about damage caused to his property by workers cutting down his trees 

08/11/2012 14:55 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

without his permission - please see attached.

Services, Landlord 

Communication 

Services, Local Centres)

and Information)

Decent homes 

Responsive Repairs (2012  kitchen and 

 is complaining about the City Council's decision not to replace the kitchen at his property - 

People - Adults & 

bathroom 

08/11/2012 17:22

please see attached.  The customer has complained about this previously but because it is so many 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy,  months ago, this is to be treated as a new stage 1 complaint rather than a stage 2.

Services, Kier)

Disagree with 
policy)



[bookmark: 60]PIT (2012 People - Adults 
& Neighbourhoods, 

Other service 

 is complaining about the condition of her bungalow which she claims is affecting her 

09/11/2012 10:21 Housing Services, 

delay (Corporate, 

Not Upheld

No

health - please see attached.

Property & Investment 

Service Delay)

Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

09/11/2012 10:31 Housing Services, 

 is complaining about the condition of his bungalow - please see attached.

Not Upheld

No

(Corporate, Policy)

Property & Investment 
Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

09/11/2012 10:40 Housing Services, 

Failure (Corporate, 

 is complaining about the condition of her bungalow - see attached.

Not Upheld

No

Property & Investment 

Service Failure)

Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

09/11/2012 10:46 Housing Services, 

Failure (Corporate, 

 is complaining about the condition of her bungalow - see attached.

Not Upheld

No

Property & Investment 

Service Failure)

Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

09/11/2012 10:51 Housing Services, 

Failure (Corporate, 

 is complaining about the condition of his bungalow - please see attached.

Not Upheld

No

Property & Investment 

Service Failure)

Team)

Customer leaving council property to move to private property has been advised of fee of £11.75 for 

Local Centre Central 

Incorrect 

references. Customer unhappy there is no indication on tenancy agreement and hasn't been advised 

(2012 People - Adults & 

Communication 

previously that there would be any charge. When housing officer gave details of their email address for 

09/11/2012 11:22 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

the estate agents never mentioned this charge. Spoke to 

 today and didn't like the attitude 

Services, Landlord 

Communication 

that she had towards customer and said that she had advised customer that there was a charge even 

Services, Local Centres)

and Information)

though on the previous occassion at that stage customer was not moving.-ip/ca



[bookmark: 61]My gas fire got condemed on the 8th May 2012 and still has NOT been fixed. I have been ringing every 
week about this and they just keep fobbing me off by saying somebody will ring back and they never do. I 

Responsive Repairs (2012  Delayed repair 

have a 5 month old daughter and a 4 yr old daughter so I feel this is not acceptable. My living room is 

People - Adults & 

09/11/2012 11:37

(Corporate, 

freezing in the morning as I can't have my heating on overnight because 1 I can't afford it and 2 I'm 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

asthmatic and I can't breath properly if its kept on. I am really angry about the situation and if this is not 

Services, Kier)

sorted soon I am going to the Sentinel about it because its not like its been a couple of weeks, its been 6 
months which especially takes the mick when I have 2 small children to think about.

 is complaining that the contractor who carried out his gas service on Monday did not have a 

Responsive Repairs (2012  Gas servicing 

vacuum cleaner with them.  They tried to clean up with a brush but inevitably some mess was left behind 

People - Adults & 

Partially 

09/11/2012 12:09

(Corporate, 

that 

 had to clean up himself.As a side issue and not really part of the complaint, 

 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

mentioned that no-one had been in touch with him yet with a date when the remedial work will be carried 

Services, Kier)

out.

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

 and 

 are complaining about the confusion in arranging a convenient date for their 

09/11/2012 13:14

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

gas service - please see attached.

Services, Kier)

Service Delay)

I have lived in my property for almost 15 years and have always paid by salary deduction. There have 
been numerous problems in recent years which I thought had now been resolved. It seems I was 
mistaken.I learned recently that the account is in arrears because the April 2012 rent increase was not 

Rent Arrears (2012 

Other 

passed on to payroll. I understand that this is because the officer responsible has moved to another job. 

People - Adults & 

communication 

This is no excuse, and is poor practice if only one person can do a particular job. Even so, the information 

09/11/2012 18:14 Neighbourhoods, Housing  (Corporate, 

should still have been passed on. Paying by salary deduction is supposed to avoid problems, not create 

Upheld

No

Services, Landlord 

Communication 

them. Council Tax have managed to take payments from salary without problems for 15 years, yet 

Services)

and Information)

housing seem incapable. So I am now in arrears through no fault of my own. It was only the diligence of 

 (who was very helpful) that this was spotted. It should never have reached this 

stage.Furthermore, I would like this to be dealt with as a normal complaint from a member of the public. I 
do not want to be approached at work (I work for the City) by managers as has happened in the past. 

 has raised a complaint re ASB that has been going on for 11 months. He complains that his 

Local Centre North (2012 

housing officer 

 and his previous housing officer are not taking any action and he says he 

People - Adults & 

Failure to enforce  cannot live his life in a peaceful manner because of number 

.  He says he has logged it with the police 

12/11/2012 09:30 Neighbourhoods, Housing  (Corporate, 

and also the council and he alleges that she is having unsavoury characters at the property and her 

Upheld

No

Services, Landlord 

Service Failure)

behaviour is unacceptable. He complains that the behaviour is affecting their quality of life and nothing 

Services, Local Centres)

appears to be happening. He wants this actioning as

 is in breach of her tenancy agreement on several 

issues.



[bookmark: 62]PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

 is complaining that her parents' request for a new bath was rejected in favour of their buying a 

12/11/2012 09:56 Housing Services, 

Not Upheld

No

(Corporate, Policy) bath mat - please see attached.

Property & Investment 
Team)

Responsive Repairs (2012  Delayed repair 

TENANT HAS BEEN WITHOUT HEATING OR HOT WATER SINCE FRIDAY 9.11.12.  PART WAS 

People - Adults & 

Partially 

12/11/2012 13:53

(Corporate, 

IDENTIFIED HOWEVER AFTER 2 OTHER VISITS THE PART WILL NOT BE AVALABLE UNTILL 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

TOMORROW TUESDAY 12.11.12. TENANT HAS 3 SMALL CHILDREN.

Services, Kier)

Responsive Repairs (2012  Standard of decent  Has moved in to the property recently. Before 

 moved in, Kier have fitted a new kitchen. 

People - Adults & 

homes work 

However some of the work done is to a poor standard. A hole around the waste pipe in the kitchen has 

12/11/2012 14:20

Withdrawn

No

Neighbourhoods, Housing  (Corporate, 

not been filled in, this has caused a pest getting in and white eggs being laid. The floors which have been 

Services, Kier)

Service Failure)

replaced are all uneven. Now needs to contact pest control for the pest to be treated MB/CA

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is complaining about his heating not working properly since it was repaired - please see 

13/11/2012 10:25

Upheld

No

Neighbourhoods, Housing  (Corporate, 

attached.

Services, Kier)

Service Failure)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

 is complaining that her request for central heating (as opposed to storage heaters) has not 

13/11/2012 10:46 Housing Services, 

Failure (Corporate, 

Not Upheld

No

been acted upon - please see attached.

Property & Investment 

Service Failure)

Team)

 reports the following issues as a result of the BISF Programme works, which he advises 

have been reported to 

 and site managers various times since the end of July.  He feels 

he has had to report it to me as despite his requests none of his problems have been resolved:-- Whilst 

Responsive Repairs (2012  Standard of decent  the property was being clad the felt and fascia on the outhouse was ripped, which has now caused an 
People - Adults & 

homes work 

internal leak.  There is expensive equipment in the outhouse that is being ruined.- The vent for the 

Partially 

13/11/2012 10:57

No

Neighbourhoods, Housing  (Corporate, 

extractor fan is still missing.- There is a big hole in the kitchen wall where something has been pushed 

Upheld

Services, Kier)

Service Failure)

through from the outside during the cladding works.- The front PIR light is not working and has water 
inside.- There are holes in the walls at ground level where rats are coming through.- The radiator was 
moved in the kitchen and holes have been left in the walls.  

 queries why the new radiator 

was put in a different place as the previous location was fine.



[bookmark: 63]Complaint about Kier van driver but it all happened too quickly for her to get any numbers from the 
van.We were crossing over pelican crossing outside St Saviours Church in Smallthorne on Sunday at 

Responsive Repairs (2012  Reckless Driving 

about 5.45pm and when we were 3/4 of the way across saw van driving up hill towards us at speed.  We 

People - Adults & 

(Corporate, 

13/11/2012 14:17

rushed across as he didn't seem to be slowing down.  As we got to the pavement he swung into the 

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

middle of the road, around the the back of us, and swerved back to his side of the road.  thankfully my 

Services, Kier)

officer)

daughter and I were able to avoid him but elderly people on their way to church would not have been able 
to react.

I have had my gas fire turned off by kier stoke on Trent after yearly service I would like to complain as the 

Delay in 

Gas & Electric (2012 

fault they say it has been disconnected for has been the same for the past 3 years when it has passed 

completing request 

People - Adults & 

the gas certificate and was fitted this way by kier gas engineer to start with I am looking at getting the 

14/11/2012 10:50

for service 

Not Upheld

No

Neighbourhoods, Housing 

press and tv involved because if they say my fire is now unsafe fitted wrongly how many other properties 

(Corporate, 

Services, Kier)

are also the same are kier gas engineers safe my name is 

. 1

 

Service Delay)

. Telephone

I look forward to your response

I am formally lodging a formal complain about  how your outfit (office) have dealt with my application for a 
garage and  your subsequent dealing with me . I surely believe that you have dealt with me  in an unfair 
manner and I am determined to  take this matter forward. There has been cross referencing and 
miscommunications and distortions from your office especially in relations to my dealing with 

 

.Before  I outline the basis for my grievance and complain against your  authority (Stoke-on-

Local Centre North (2012 

Trent City Council)  for the way and manner you and 

  have dealt with me, I am formally 

People - Adults & 

Other Policy 

requesting  all my records and  notes on how you dealt with my application for the Garage , leading to 

15/11/2012 11:00 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, Policy) your so called  eviction from the garage.( I make this request under the subject access under Data 

Services, Landlord 

protection Act. ) Please include all your court documentation relating to your claimed eviction as I have 

Services, Local Centres)

not received them.The last time I visited your office to talk to you about taking up the new garage in lieu 
of the dilapidated one you allocated to me you declined and as at now  my car is locked in the old garage.  
Please deal with this issue as a matter urgency .Kind regards 

 Outline and timeline of 

events  will be sent to you with the relevant underpinning evidence once I receive  a comprehensive 
response to my  request above .

Rent Arrears (2012 

Other 

People - Adults & 

communication 

 is complaining about the lack of contact she has received from the City Council in connection 

15/11/2012 12:01 Neighbourhoods, Housing  (Corporate, 

Upheld

No

with her son's rent situation - please see attached.

Services, Landlord 

Communication 

Services)

and Information)



[bookmark: 64]I moved into the address 2 months ago and was told that repairs reported prior to and at sign up have still 

Programmed Maintenance 

not been done I have an issue roof leaking water in which is stopping me from using the second bedroom 

Delayed repair 

(2012 People - Adults & 

Also the rear garden is in such a state it cannot be used I was told all the rubbish would be removed and 

16/11/2012

(Corporate, 

Withdrawn

No

Neighbourhoods, Housing 

there are broken concrete posts with bare metal wires exosed and also wires sticking up The housing 

Service Delay)

Services, Kier)

solutions people came out took pictures and still no work has been done I was told the broken tiles at 
front of property would be replaced this still has not been done

would like to complain about the service her daughter at 

 has received about the 

PIT (2012 People - Adults 

door replacements.

 is not happy with the time frame the door replacement is taking has been 

& Neighbourhoods, 

Delayed repair 

looked at on July 3rd first and still the doors have not been replaced. Customer received a letter early 

16/11/2012 09:42 Housing Services, 

(Corporate, 

October to say door can take upto 8 weeks to be fitted and customer is not happy as waited so long 

Upheld

No

Property & Investment 

Service Delay)

already. 

 is also unhappy that doors stayed how they were for all this time when not in good 

Team)

condition hence the replacement being agreed customer feels something temp should have happened 
with doors in mean time. bw/call handler

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

 is complaining about confusion about her gas safety inspection appointments - please see 

16/11/2012 10:04

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

attached.

Services, Kier)

Service Delay)

Local Centre North (2012 
People - Adults & 

Failure to enforce 

 is complaining about the way her complaint about noise nuisance is being handled - please 

Partially 

16/11/2012 10:53 Neighbourhoods, Housing  (Corporate, 

No

see attached.

Upheld

Services, Landlord 

Service Failure)

Services, Local Centres)

Back in September I reported that I had condensation between my double glazing on one of my windows.  
A reply from the repairs said you no longer attend to condensation between your panes.  I then contacted 

Windows 

my councillor Adrian Knapper who sent my request to 

.  The reply from 

 was 

Responsive Repairs (2012  (Corporate, Policy,  "with regard to windows which are suffering from condensation between glazing we do not undertake 
People - Adults & 

Disagree with 

works to reglaze the window unit, in line with PLAN. Condensation between panes does not indicate that 

19/11/2012 18:58

Not Upheld

yes

Neighbourhoods, Housing  policy, Scope of 

the window is in any way faulty and does not affect the integrity of the building."  I have contacted several 

Services, Kier)

Service (Repairs 

window companies who say that the condensation means that the window has broken down.  I forwarded 

Policy))

these emails to 

and to Adrian.  I have had no reply from 

.  All that Adrian has said is that he 

asked 

 to send me this form.  It is obvious that the double glazing is at fault and the glass should be 

replaced.  Can you please help.



[bookmark: 65] called in on the 8th to the housing solutions team, was called back by a lady (didn't get the name) 

who advised she was going to pass his case to a housing needs officer who can arrange a home visit due 
to medical issues. 

has a skin condition which makes it extremely difficult to walk. 

 was called 

back on the 10th by 

, housing needs officer, who advised that 

 needs to get a 

medical certificate from his GP/Specialist with regards to his condition before she would visit him. 

 

is extremely upset as the point of requesting the home visit is because he can't walk far, now he was 

Homeslessness & 

being asked to pay £30 for the certificate/letter (whole point of being on the council waiting list was 

Housing Advice (2012 

Attitude 

because he couldn't afford to live and needed help). 

was being asked to do things that he couldn't 

People - Adults & 

(Corporate, 

really do. He felt that

 wasn't interested in his situation at all. He says that he called on the 14th, 

Partially 

20/11/2012 12:30

No

Neighbourhoods, Housing  Conduct of an 

spoke to 

 who said he would get 

 to call him back as she had just walked in. 

Upheld

Services, Landlord 

officer)

 never called back. 

also mentioned that his landlord is terminally ill with cancer and has 

Services)

weeks to live.  

 mentioned this to 

 and she said that he hasn't given him 8 weeks notice so 

that's irrelevant to his situation.

 feels that this was not a fair remark as he can't approach his 

landlord at a time like this.  He says he can't approach a dying man asking what will happen with his 
tenancy when he dies. 

 mentioned to 

 about contacting housing associations, 

 says he 

can't afford this either, he says 

 just wasnt bothered. 

 feels like we have just shut the door on 

him, he has contacted CAB who have said its disgusting, they came out to him to discuss it and they 
have told him to push the complaint.

Gas & Electric (2012 

I wish to complaint about my gas boiler i have had your gas fitters out 5 times up to yet with the same 

Gas servicing 

People - Adults & 

complaint. The prssure goes up and doesn't come down and a leak. All the peopel that have come out 

Partially 

20/11/2012 13:31

(Corporate, 

No

Neighbourhoods, Housing 

have done everything they can but till can't find the fault. But i have old radiators and now i have got them  Upheld

Service Failure)

Services, Kier)

i dont think my boiler can cope with them. Can you please help to find the solution

is a council tenant who has a disabled daughter, her drive is extremely uneven making it unsafe for 

her daughter to gain access to the property. 

 reported the problem with her drive with Kier a few 

weeks ago. The drive is uneven, bumpy, there's cracks in the tarmac, there's dips in it, it's not safe for her 

Footpaths/drivewa disabled daughter who is in a wheelchair with severe autism. Today, 6 workmen came out to take a look 

PIT (2012 People - Adults  ys (Corporate, 

at the drive, 3 supervisors then came out and took photos and all of them said the drive is extremely bad 

& Neighbourhoods, 

Policy, Disagree 

and needs doing. 

 from Kier has said that he was going to push for this job to be done, he called the 

20/11/2012 15:18 Housing Services, 

Not Upheld

No

with policy, Scope  PIT team and they've said yes the drive is bad, but they aren't going to give permission for the job to be 

Property & Investment 

of Service (Repairs  done. 

has advised

 to log a complaint. 

 feels that it is extremely unfair to have people 

Team)

Policy))

come out and say yes it needs doing but then can't have it done. 

 says it is causing a lot of stress, 

she is already a single mum, full time carer and has a new born baby to provide for as well. 

 says 

this should be priority when there is a disabled child involved, its ridiculous. 

 is going to be contacting 

her local councillor and MP with regards to the situation.



[bookmark: 66]Gas & Electric (2012 

Gas servicing 

complaint regarding having no heating for 10 days and appointments not being kept by kier. As well as 

People - Adults & 

21/11/2012 09:01

(Corporate, 

having to spend money to have somebody in their home so that they could let kier operatives into take a  Upheld

No

Neighbourhoods, Housing  Service Failure)

look at their boiler.Please see attached complaint

Services, Kier)

Local Centre Central 

Delay in 

(2012 People - Adults & 

completing request 

Partially 

21/11/2012 09:47 Neighbourhoods, Housing  for service 

complaint regards ASB from neighbourssee attached

No

Upheld

Services, Landlord 

(Corporate, 

Services, Local Centres)

Service Delay)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

21/11/2012 09:58 Housing Services, 

Failure (Corporate,  Complaint issues regarding asbestous in property and fencing issues

Not Upheld

No

Property & Investment 

Service Failure)

Team)

 

 would like someone to assess her property for a radiator to go into the living room. The gas 

fire is not sufficient to heat the whole room and when the central heating is on, it’s not warming the living 
room as there is no radiator in there to do this. Her husband also has health issues and diabetes where 

PIT (2012 People - Adults 

the cold affects him desperately. The address is on the spreadsheet for upgrade of central heating 

& Neighbourhoods, 

Other Policy 

system but 

 

 would like someone to assess sooner as its concerning for health of her husband. 

21/11/2012 12:45 Housing Services, 

Not Upheld

No

(Corporate, Policy)

 has given the following response...this property is programmed for heating renewal in 2013 - 

Property & Investment 

2015 dependant on budget, we are focussing our budget on replacing the older less efficient boilers and 

Team)

systems first but not to fit additional radiators. If the tenant has health issues which are affected by the 
lack of the radiator in the lounge and their hospital specialist can confirm the additional radiator would 
improve the tenants health condition we will then look at the possibilities of the additional radiator.

 phoned the contact centre at 13.03 on tel 

he is the sole carer for his mother, 

he phoned today to say that they had put in a form so that he can become a joint tennant with her, 

 

 was put through to the local centre where he was asked why he wanted to become a joint 

Local Centre North (2012  Attitude 

tennant, when he explained he was asked futher questions, and was made to feel that the gentleman 

People - Adults & 

(Corporate, 

could not find anything on the system, 

 then said that if they cant find anything on the 

21/11/2012 13:29 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

system then who could he complain to about this at which point the gentleman  put the phone down on 

Services, Landlord 

officer)

him, 

 feels that this person was a very rude person and is not very happy at the way that he 

Services, Local Centres)

has been treated by him - 

 attended Tunstall lc personally then he took his mother and then 

he finally posted the forms through the letter box, His mother did fill in the application, and is perfectly 
happy for the tenancy to become joint



[bookmark: 67]Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

22/11/2012 11:50

 are complaining about their recent gas service appointments - please see attached.

Upheld

No

Neighbourhoods, Housing  (Corporate, 
Services, Kier)

Service Delay)

PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

22/11/2012 13:41 Housing Services, 

with policy, Scope 

 is complaining about the decision not to repair his back door - please see attached.

Not Upheld

No

Property & Investment 

of Service (Repairs 

Team)

Policy))

had a visit from Kier in April 2012 on job reference 83949. The repair was not able to be 

PIT (2012 People - Adults  Delay in 

carried out by kier, due to the damp on the walls in the kitchen and the state of the cupboards in the 

& Neighbourhoods, 

completing request  kitchen due to the damp. Also indentified was a issue with kitchen floor. 

 has confirmed that the 

22/11/2012 13:42 Housing Services, 

for service 

Not Upheld

No

kitchen floor is lifting and uneven. 

 had a visit from the PIT team in April, they advised 

 

Property & Investment 

(Corporate, 

that the walls would need taking down to the brick and treated for DPC. The kitchen and flooring 

Team)

Service Delay)

would need to be replaced and that the property would be placed onto planned works  This hasnt 

I would like to appeal against the desicion made that we can not install a log burner to the property we live 
in.  We feel that this would be more cost efficient to us as we are on benefits and find it really hard at the 
moment with the rising cost of gas to heat our home. We currently use a calor gas heater as there is no 
gas fire installed and hasnt been since we moved into the property 4yrs ago.  We undertand why the 
application as been refused due to the extra cost that would be incurred by yourselves to service the 
appliance but we are willing to pay for the service ourselves and provide you with proof twice a year, even 

Local Centre Central 

though if you installed a gas fire for us which has been offered, you would still have  to service that 

(2012 People - Adults & 

Other Policy 

anyway. We will get a qualified builder to carry out the necessary work needed and provide relevant proof. 

22/11/2012 14:03 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, Policy) We are also going to have carbon monoxide detectors installed to ensure the property is safe. There is 

Services, Landlord 

also currently no flue liner fitted in the chimney which we would have put in at a cost to ourselves. We 

Services, Local Centres)

already have issues with damp in the property which you are aware off and this would certainley help in 
drying the property out. We are also prepared to put the the fire back to normal if we were to leave the 
property (which we have no intentions of leaving as we are happy here).  We only intend to burn logs and 
smokeless coal. In the long run, what we what save on gas costs we could probably increase payments 
on our rent arrears which would also be a good thing for all of us. We are also willing to abide by any 
conditions the council set.



[bookmark: 68]Security Lights 

PIT (2012 People - Adults 

Customer is not happy that we cannot attend to the security light. The customer meets our support needs 

(Corporate, Policy, 

& Neighbourhoods, 

so on the 13th Nov 2012 details were sent to 

 at PIT to be looked into for a bulkhead light to 

Disagree with 

22/11/2012 14:12 Housing Services, 

be added at a later date. Unable to say the customer will be able to have this. Customer advised no 

Not Upheld

No

policy, Scope of 

Property & Investment 

repairs required to path though they are age 77 and struggle with the key to the door for approx 15-20 

Service (Repairs 

Team)

mins and over the steps in the dark.

Policy))

Incorrect 

Responsive Repairs (2012 

Repair ref-114294. An electrican, then drain clearance, then Dyno Rod, then Severn Trent have been 

Information Given 

People - Adults & 

required to attend to this repair. This has been very frustrating for the customer waiting to get the work 

Partially 

22/11/2012 15:27

(Corporate, 

No

Neighbourhoods, Housing 

done. 

 & the Dyno Rod operative advised that the Dyno Rod operative was not informed that he  Upheld

Communication 

Services, Kier)

was attending to the drain and did not have enough/clean information passed on to them.

and Information)

I am not happy with the descision to rub down and paint my radiators they have only been in the property 
for about 2 years and they were not painted when they were installed in the property.  I am a plumber 
myself and I know that radiators are powder coated.  There are 3 out of 7 radiators that are peeling their 

PIT (2012 People - Adults  Disagree with 

coating and it will look a mess for you to paint it. It feels like you are just covering up the problems with 

& Neighbourhoods, 

decision 

paint.  

 has photos of the radiators. There is also damage to the back kitchen window that 

22/11/2012 16:42 Housing Services, 

Not Upheld

No

(Corporate, 

was present before we moved in we were told to wait for the program to get the window changed that was 

Property & Investment 

Service Failure)

3 years ago now there is a piece missing out of the frame and the window sill is very badly damaged what 

Team)

looks like a fire before we moved in.  I am not happy with the decision that has being made that it is just 
cosmetic damage.  If these problems were in your house would you be happy about the decisons not to 
repair the problems correctly.  

 has photos of the window as well.

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

R105970/1 26 Sept 2012 - the tradesman attended to front & rear doors & did repairs. R114579 23 Nov 

decision 

23/11/2012 09:58 Housing Services, 

2012 - the tradesman's diagnosis was that customer wishes to have a new door but plan applied & not 

Not Upheld

No

(Corporate, 

Property & Investment 

required. Customer advised she will take photographs, that the water is leaking in through the door.

Service Failure)

Team)

Local Centre South (2012  Attitude 

 is complaining about what he considers to be aggressive behaviour on the part of '

' and a 

People - Adults & 

(Corporate, 

colleague towards his girlfriend in respect of 

 garden.  

 alleges that they refused to speak 

23/11/2012 10:50 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

to her inside the house, which caused embarrassment and that they kept talking 'over' 

 girlfriend 

Services, Landlord 

officer)

when she was trying to explain, saying that she was interrupting.

Services, Local Centres)



[bookmark: 69]Today 

 has had her boiler serviced as she does every 12 months. The tradesman that came out has 

noticed a hole in the tank room that has been there 8-9 years, ever since the central heating has been 
fitted. 

says that when she first had the heating fitted, she was advised that someone would come 

Responsive Repairs (2012 

back to fill in the hole, but no-one ever came to do it. The tradesman that has been today has pointed out 

Other Service 

People - Adults & 

that it's lucky that the boiler hasn't malfunctioned as the hole could have caused carbon monoxide 

23/11/2012 12:05

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

poisoning. He has said he'll call Kier and explain that he has had to turn the boiler off due to how 

Service Failure)

Services, Kier)

dangerous it is and someone needs to come out to 

 today to get the hole filled in. 

 wanted to 

log a complaint as she is disgusted that no-one has ever noticed this for 8-9 years the hole has been 
there for. She has her boiler serviced every year without fail and yet they have not once noticed it. 

 

doesn't want this to happen to anyone else hence the complaint.

Job originally logged for water coming down the chimney and tenant advised that the chimney had no 
cap.  This was then completed using the MEWP job reference R65075. Was then reported again under 

Responsive Repairs (2012  Standard of 

job reference R105698 and the chimney was rebuilt.  Tenant thought that the repair was complete.  

People - Adults & 

responsive repair 

Tenant has had to call back again following another downfall of rain and the same thing is happening, 

23/11/2012 12:44

Upheld

No

Neighbourhoods, Housing  (Corporate, 

water coming down the chimney from under the fire and ruined tenant's carpet as the water is black.  New 

Services, Kier)

Service Failure)

job reference is R114710.  Tenant has two small children and they cannot be put down to play as the 
carpet is covered in black water.  Tenant advised that this is not acceptable and the repair should have 
been completed on the first visit ca/call handler

Gas & Electric (2012 

Delayed repair 

Customer advised that they are not happy with the delay for the heating repair. Advised we should have 

People - Adults & 

Partially 

24/11/2012 12:13

(Corporate, 

more tradesman working. Customer advised they vulnerable due to age and heart diff. Customer feels 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

that our boses would not wait this long to have the heating back on.

Services, Kier)

PIT (2012 People - Adults 
& Neighbourhoods, 

Failure to inspect 

26/11/2012 10:04 Housing Services, 

(Corporate, 

complaint regarding the path leading to her daughters propertysee attached

Not Upheld

No

Property & Investment 

Service Failure)

Team)

Gas & Electric (2012 

Other service 

People - Adults & 

26/11/2012 12:01

delay (Corporate, 

complaint the gas check carried out at 

' propertysee attached

Withdrawn

No

Neighbourhoods, Housing  Service Delay)

Services, Kier)



[bookmark: 70]Repair ref 114716. When attended on the 26/11/2012 at 8.30am. The boiler was being repaired, a part 

Responsive Repairs (2012  Standard of 

was being fitted, hot water spurted into 

 face. It went all over the floor and table. Child age 2.5 

People - Adults & 

programmed work 

26/11/2012 13:27

was sat at the table it went onto. The tradesman had the hot water on his clothes. He apologised and 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

advised he should not have a part out. 

 is concerned that this happend. Customer has a tingle 

Services, Kier)

Service Failure)

to her face still and has been applying cold water.

Repairs Phone Team 

Delay in 

Tncy start date 26/11/12. Customer is not happy that she called one day last week and was advised that 

(2012 People - Adults & 

completing request  the first available apointment was 27/11/12. No temp heaters were offerd. Customer advised she spoke to 

26/11/2012 13:50 Neighbourhoods, Housing  for service 

a male, called from 

. Customer felt that the advisor was rude and said if he could offer anything 

Upheld

No

Services, Property & 

(Corporate, 

sooner he would have. Customer had not arranged anything for the 23/11/12 AM though a card was 

Investment Team)

Service Delay)

pushed through to advise of no access.

Programmed Maintenance  Missed 

R115053 is the repair the customer called about today 26/11/12. The service is getting worce not better. 

(2012 People - Adults & 

appointment 

26/11/2012 15:59

Several times when the customer has reported repairs the tradesman do not attend at the requested time.  Upheld

No

Neighbourhoods, Housing  (Corporate, 

Customer did not have a call back as advised.

Services, Kier)

Service Delay)

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is complaining about repairs that are needed to his property but which have not yet been 

27/11/2012 11:37 Housing Services, 

(Corporate, 

Not Upheld

No

actioned - please see attached.

Property & Investment 

Service Delay)

Team)

Local Centre South (2012  Disagree with 

People - Adults & 

decision 

 is disputing a charge made against her for a call out to unlock her front door - please see 

27/11/2012 11:57 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Local Centre Central 

Cleanliness of 

(2012 People - Adults & 

 is complaining about the condition of the front of 

 flats, where he lives - please 

facilities 

27/11/2012 12:39 Neighbourhoods, Housing 

see attached.  This was originally sent to us as a petition but has been rejected due to insufficient valid 

Not Upheld

No

(Corporate, 

Services, Landlord 

signatures.  It will therefore be treated as a stage 1 complaint.

Service Failure)

Services, Local Centres)



[bookmark: 71]Ref: R115116/1+2.  

 is not happy that she rang a repair through to OOH service early hours this 

morning as water was leaking into the front bedroom through the ceiling by the chimney. OOH attended 
and follow-up work was logged at 8.00am Tuesday morning (27/11/12). Appointment was on for 8.45am. 

 has had to arrange for her neighbour to sit in her property from 8.25am. Scaffolding inspector, 

 (Kier), attended at 11.10am and looked at the repair inside. After looking at the ceiling he told 

her neighbour "I think I know what it is and what is needed" and then he went outside to his van. 

Incorrect 

Responsive Repairs (2012 

Neighbour waited for a few moments thinking he was coming back into the house but when he checked 

Information Given 

People - Adults & 

outside the Kier van was driving off without saying any more to her neighbour. Her neighbour rang 

 

Partially 

27/11/2012 14:35

(Corporate, 

No

Neighbourhoods, Housing 

 at work and told 

 that he had to leave on urgent matter and he had already waited under 

Upheld

Communication 

Services, Kier)

the understaning that someone was coming back today. Because of this 

 left work and came 

and Information)

home expecting someone from Kier to come back. 

 rang into the repairs team to chase this up 

and was told by by a very shirty woman that 

 was not in and when you asked what time he will be 

back she told you she didn't know, when he comes back into the office I'll ring you back. 

 has 

rang today several times before finding out that no-one is coming back today and customer did not need 
to come home at all. 

 states she has lost a lot of money in wages and bonuses for this month 

because she had to leave work as her neighbour couldn't stay any longer.  atr/callhandler.

This is in connection with previous address, 

.A gas safety check 

was performed at my previous address, 

.  The gas engineer failed to seal the gas fire 

properly.  Luckily I had been staying at my mother's house for a few days and it wasn't until I went back 
home and put the fire on all day that the fumes were smelled by my mother, I immediatly switched off the 
gas fire.  The following morning the fumes could still be smelled and so I called the emergency gas 
services who came out within the hour. He found that the Kier engineer had, as I  previously stated, failed 
to seal around the fire, and carbon monoxide fumes were coming back into the house the emergency 

Responsive Repairs (2012  Gas servicing 

engineer disconnected the fire and said to get Kier back to make it safe and reconnect. However had I not 

People - Adults & 

27/11/2012 22:19

(Corporate, 

switched off the fire.  Well I dread to think of the outcome as I have a 10 week old baby who undoubtedly  Not Upheld

No

Neighbourhoods, Housing  Service Failure)

would have become gravely ill or even worse.  I contacted the doctors who advised us to get checked out 

Services, Kier)

by the hospital.  Me, my 12 year old son and 10 week old daughter were at the hospital for 5 hours 
undergoing checks for carbon monoxide poisoning.  I was found to have traces in my blood the doctor 
said that the baby was very lucky as with being so young and tiny and had the fire been left on it could 
have been a tragedy.  Obviously I was very distressed by this. I contacted Kier who said they would come 
out the following Monday to reconnect the fire.  No-one came.  I stayed at my mother's as it wasn't safe, 
no contact was made by Kier.  I have now moved address. I am considering taking this further but await 
your reply.



[bookmark: 72]Roof Repairs 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

 is complaining about the decision not to repair a missing roof vent as it is not included in the 

28/11/2012 14:58 Housing Services, 

Not Upheld

No

policy, Scope of 

scope of service - please see attached.

Property & Investment 

Service (Repairs 

Team)

Policy))

Decent homes 

Responsive Repairs (2012  kitchen and 
People - Adults & 

bathroom 

 is complaining that 2 of her kitchen cupboard, which she paid for herself, have not been 

Partially 

28/11/2012 17:15

yes

Neighbourhoods, Housing  (Corporate, Policy,  replaced in her newly fitted kitchen - please see attached.

Upheld

Services, Kier)

Disagree with 
policy)

Homeslessness & 

Incorrect 

States that at nvv were told would get help with decorating the house but at sign-up told do not give 

Housing Advice (2012 

Information Given  decorating vouchers any more. Advised would qualify for community grant but not entitled either. Feels 

People - Adults & 

29/11/2012 14:07

(Corporate, 

taken on a poor property under false pretence and cannot afford to decorate it. Have decorated living 

Not Upheld

No

Neighbourhoods, Housing  Communication 

room and kitchen but now need to complete daughther's who has exczema and ran out of money, so 

Services, Landlord 

and Information)

applied for community care grant and turned.

Services)

Local Centre North (2012 
People - Adults & 

Disability 

The attitude of the officer and discrimination against disability with regards to moving a fence to gain 

29/11/2012 16:26 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

access to the front door the officer was 

 tb/ca

Services, Landlord 

Discrimination)

Services, Local Centres)

Re: security light at front at mother's property, 

.  

 is complaining that 

Security Lights 

PIT (2012 People - Adults 

it is not part of the scope of service to change the bulb to the security light.  We have taken the details to 

(Corporate, Policy, 

& Neighbourhoods, 

add to the list for low level bulkhead lights as she is 76 years old but he feels that this is a health & safety 

Disagree with 

30/11/2012 09:18 Housing Services, 

issue that the Council should respond to immediately.  Himself and his brother are also partially sighted.   Not Upheld

No

policy, Scope of 

Property & Investment 

 states that the Council has a duty of care and he is not happy that he has been told by the 

Service (Repairs 

Team)

surveyor that his mum should change the bulb herself or pay someone else to do it.  He is reporting this 

Policy))

to the Sentinel PR/Callhandler 30/11/12 09:15



[bookmark: 73]Customer has back boiler system was advised when they moved in November 2011 

were advised that they were down for a renewal of the central heating system on the 2011/12 programme. 
They have now been told will not be done this year and it has been delayed further, the house is so cold 
that the tenants children are having to stop with grandparents , and mum is pregnant and suffering from 

PIT (2012 People - Adults  Delay in 

serious chest infection health worker is writing in to support there case. Inspector came out a month ago 

& Neighbourhoods, 

completing request  re roof problems he advised that this would eb an emergency job, also he advised that the steps front and 

03/12/2012 15:07 Housing Services, 

for service 

back were to high and a danger and also the retaining wall was falling. Workmen came out a couple of 

Not Upheld

No

Property & Investment 

(Corporate, 

days later said couldn't start work until scaffolding work done as they would be in each way. Now after 

Team)

Service Delay)

chasing customer has found both jobs are booked for 31 Dec, so they will get in each others way again, 
customer doesn't see they haven't done the other work that didn't need the scaffolding meanwhile and is 
not getting a satisfactory response from repairs explaining what is happening and why. These were 
marked urgent jobs and customer isn't getting anything done. New roof can't be cheap so can't see why 
heating can't be put in as priority over the roof -ip/ca

PIT (2012 People - Adults 

Continue to wait for appropriate corrective action for dampness in my child's bedroom. It is now so severe 

& Neighbourhoods, 

Delayed repair 

there is mold growing, and my 5 year old child is affected, especially with the cold weather. The walls are 

04/12/2012 08:08 Housing Services, 

(Corporate, 

soaked, it is damaging items within the room. This also affects the kitchen below, walls are soaked and 

Not Upheld

No

Property & Investment 

Service Delay)

recently the electrics went purely as a result of the wetness. Had a humidifier at one period, but this 

Team)

needs a full on corrective action, people keep coming out and nothing happens and not taken seriously.

Customer advised someone attended Feb 2012 & nothing was done. New pilot light & clean out only & 

Responsive Repairs (2012  Delayed repair 

this did not help. The customer  keeps having the same issue all the time. F28 keeps showing on the 

People - Adults & 

04/12/2012 08:48

(Corporate, 

boiler even when they have credit on the pre payment meter. Customer has brought two electric temp 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

heaters due to this issue. Customer advised they are not happy that they have to cope with no heating or 

Services, Kier)

hot water regular. Customer has proof that they have put credit on the meter.



[bookmark: 74]Customer says that a man from the council is climbing over the fence and taking pictures and not 
knocking on the door.  Customer says that he personnally thinks that this isn't right.  He has just been 
(literally as customer rang Customer Access approx 9:30).Customer has a chair and a mattress in the 
garden from when he moved in.  He hasn't got any money.  He has 3 kids and a partner and has to do it 
on his own.  He has done the garden without tools and can't afford any tools just that the weather is 

Local Centre Central 

Behaviour 

stopping him and this man is just not listening.  Customer has a skip that he has ordered but it is 

(2012 People - Adults & 

(Corporate, 

unfortunately too small to fit the chair and the mattress as he has put household items in it.  He didn't 

04/12/2012 09:49 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

know that it was too small.  He is not talking but just sending letters and popping up over the fence.  

Services, Landlord 

officer)

Customer rang yesterday and asked to ring 

 but they said that he wasn't in and that he would 

Services, Local Centres)

ring back but he never did.  He sent a letter the other day to say that customer is going to become 
homeless if he didn't move the mattress and the chair by the 3rd. Thats why customer rang yesterday to 
inform 

 he is was going to have a bulky collection tomorrow (Wednesday).Customer has not 

booked a bulky collection.  

, have informed him that he cannot ring on Wednesday morning to 

arrange on the actual day of collection.CA/GMJ

Roof Repairs 

PIT (2012 People - Adults 

 has returning mould in his property. He was told at the point of his initial repair in April 2012 that 

(Corporate, Policy, 

& Neighbourhoods, 

the roof needed work. This has never been actioned as yet and the mould has returned, therefore he 

Disagree with 

04/12/2012 10:49 Housing Services, 

would like some decoration vouchers to compensate. 

 has been advised that decoration 

Not Upheld

No

policy, Scope of 

Property & Investment 

vouchers are only now available for larger workstreams (ie full rewires, kitchen / bathroom renewal etc). 

Service (Repairs 

Team)

He is not happy about this.

Policy))

To whom it may concern,I have received yet another annoying telephone call from one of your 

Local Centre South (2012  Attitude 

departments, which quite frankly left me feeling extremely harassed.  

 from the Bentilee 

People - Adults & 

(Corporate, 

Neighbourhood Centre, has phoned me to remind me that my rent is due, if she bothered to check my 

05/12/2012 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

records she would see that when I pay my rent I always pay for the entire month in advance, so I am in 

Services, Landlord 

officer)

credit more often than I am in arrears.When I pointed out that I was in fact at work, and your offices are 

Services, Local Centres)

closed before I go to work and closed by the time I get in from work, she was not interested in what she 

Programmed Maintenance  Standard of 
(2012 People - Adults & 

responsive repair 

 is complaining about the service of one of our Kier colleagues, in van ref. KST079 - please see  Partially 

05/12/2012 14:13

No

Neighbourhoods, Housing  (Corporate, 

attached.

Upheld

Services, Kier)

Service Failure)

Responsive Repairs (2012  Standard of 

 is not happy with the service she has received recently when she reported water leaks in the 

People - Adults & 

responsive repair 

property. Leaks keep coming back and is causing damage to my personal property, ie: birthday cards and 

05/12/2012 14:18

Withdrawn

No

Neighbourhoods, Housing  (Corporate, 

electrical items. It is very distressing to wake up to another leak after one has been attended by Kier. 

Services, Kier)

Service Failure)

atr/callhandler.



[bookmark: 75]Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

The fencing at the property is falling down, I have been trying to get the repairs done for a while, the 

Disagree with 

06/12/2012 10:44 Housing Services, 

inspector came whilst in bed. One of my dogs has injured itself on the fencing, this has been going on for  Not Upheld

No

policy, Scope of 

Property & Investment 

7 years and Iwould like it sorted please.  DD CA

Service (Repairs 

Team)

Policy))

 complains that she was due for a gas safety inspection today and she was told that the cooker - 

which is her own appliance - was not checked and the tradesman told her that the cooker was not their 

Gas & Electric (2012 

Attitude 

responsibility  to check. She says that the only thing that was checked was the meter and she was asked 

People - Adults & 

(Corporate, 

if she had a chain on the cooker but she says he didn't check it he took her word for it.She called into 

Partially 

06/12/2012 13:04

No

Neighbourhoods, Housing  Conduct of an 

repairs and spoke to 

 and she was not happy at how 

 dealt with the call she said ' I am not an 

Upheld

Services, Kier)

officer)

engineer and I will have to end this conversation and I will have to get the supervisor to ring back'. 

 

 was not happy with 

 attitude as she was telling her how ill and faint she feels since the 

inspection. I have advised her to call her doctor about how feel.

Customer advised they are looseing 40% of heat through the door and they are cold. That they have had 
the heating on since 6am today and they are cold. We last attended R85226/1 30-APR-2012. The 

PIT (2012 People - Adults  Delay in 

feedback was "The front door was raining in, there is nothing that can be done to resolve the issue apart 

& Neighbourhoods, 

completing request  from renewing the door. This does not justify for a renewal as per PIT as the door is safe and secure." 

06/12/2012 15:46 Housing Services, 

for service 

Not Upheld

yes

Customer advised something should be done as they are vulnerable due to age and pay the rent. They 

Property & Investment 

(Corporate, 

advised that they are not asking for a new door, they just want a repair. There is a right to buy flag on the 

Team)

Service Delay)

umbrella system therefore we can book emergancys only. Customer feels that this an emergancy and we 
should attend.



[bookmark: 76]I would like to make a complaint in regards to the services or lack of services provided when a repair is 
reported. I have an ongoing problem with damp on the ceiling of the bathroom, mainly on the external 
wall.  In the past Kier have painted over the damp.  This I believe doesn't solve the issue. I have in the 
last few weeks reported a new area of damp and water running from the patches along the external wall 
but now on the landing, so high up it is impossible to investigate why this is happening without the correct 
equipment. One pleasant workman came and added insulation inside the loft above the affected area and 

Responsive Repairs (2012  Disagree with 

said he would request someone to check the guttering and other areas as he didn't have the correct 

People - Adults & 

decision 

07/12/2012 11:45

equipment for the height of the problem. Me and my partner called the repair line and informed them how  Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

high within the property the damage is and we were reassured the correct repairman with the correct 

Services, Kier)

Service Failure)

equipment would investigate. No.  Instead a workman arrived half 3 in the afternoon and looked up from 
ground level and said he couldn't see a problem and left. This is ridiculous. We being the tenant with no 
knowledge and expertise in regards to damp and water running down the walls reported this to the repair 
line, but from a guess and due to the fact the area is getting larger with the increased amount of rain we 
have had, I believe the water is getting through the external wall, god knows how as I am not a 
professional in these sorts of issues.

1) 

 advised he and his wife are disabled and have been in the property over ten years. They 

have had problems the system they have over the years. Sometimes several times a year at the least 
once a year. They have changed a lot of parts. When the customer moved in the rads were the old type. 
There is five rad to property. Old properties that have need been modernised have rads in 

PIT (2012 People - Adults 

passage/downstairs WC and the customer advised they do not have them. When the heating is on and 

& Neighbourhoods, 

you go through living room door and all the heat goes. I asked Kier if the customer was due a renewal 

Other Policy 

07/12/2012 11:59 Housing Services, 

and they advised "our records show a Halstead Finest boiler in this property which is approx 78- 80% 

Not Upheld

No

(Corporate, Policy)

Property & Investment 

efficient and as yet is not programmed for renewal as we are currently replacing older less efficient boilers 

Team)

and systems." Customer advised the front door is 4ft off the floor there are steps up to the property. This 
is the same upstairs if you open a door it is then very cold. 2) The tiles on the floor move though customer 
advised he does not wish for kier to go back and try and fix this again as it will still be cold. 3) Front 
wooden gate is rotten customer is not happy that we have attended and been unable to replace the gate. 
He feels this should be provided as they pay rent for it.

 would like to know why his combi boiler was fitted in the outhouse and not closer to the sink. 

He wants to know how the boiler is supposed to be energy efficient and environmentally friendly if it is 

Responsive Repairs (2012  Standard of 

using up so much water as he has to run 10 litres off before he gets hot water. He is getting high water 

People - Adults & 

programmed work 

07/12/2012 12:03

bills as he is on a meter. He wants to know how the council is supposed to be environmentally friendly 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

when he is wasting so much water. He feels it is in breech of his tenancy agreement for the council to 

Services, Kier)

Service Failure)

cost him money. He would like a device fitted that he has heard of that gives instant hot water but does 
turn the boiler on when it is not being used. mw ch



[bookmark: 77]PIT (2012 People - Adults 

A job was logged with Keir to attend for water pooling on front drive, slabs sinking and garage keeps 

& Neighbourhoods, 

flooding. Water pooling for a couple of days at a time. The tradesman never showed up and the 

Other Policy 

07/12/2012 12:41 Housing Services, 

appointment was rearranged. The tradesman advised that no work is required as its out of scope. Tnt not  Not Upheld

No

(Corporate, Policy)

Property & Investment 

happy about this as they can't park the car in the drive as when they get out of the car, they end up 

Team)

getting out into a puddle of water.

 has sent an email in about wanting to make this complaint details are over quite some time 

as follows: in 2010 customer was moved to temp accommodation due to medical condition customer has 
ME and nerve issues, while heating upgrade, re-wire and replacement kitchen were done. During this 
time before customer moved out she put some personal belongings into a cupboard under the stairs 
including a brand new hoover. When she was told to return as work was “done” she found that the kitchen 
wasn’t fitted right, floor was self-levelling style floor but units rather than being fitted on top of the floor 
were fitted first meaning floor was then uneven and didn’t sit right. Passing this issue in kitchen customer 
went upstairs to find mouldy food left in bedroom and her hoover that was stored in cupboard in corner of 
bedroom damaged and full of tradesman waste material. Customer then had to go through 6weeks of 
Kier at address to resolve kitchen issues which made customer unwell due to medical issues. Next issue 
at address is that we attended to the guttering blocked and overflowing and during this work wooden 

Responsive Repairs (2012  Standard of 

boarder to the garden was damaged and operatives used hose and brush without permission breaking 

People - Adults & 

programmed work 

Partially 

07/12/2012 13:48

brush.  Customer also has a self-made dog pen in back garden made of metal posts and chicken style 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

fencing operatives were bending that around also operative at site for this work knock on door and asked 

Services, Kier)

Service Failure)

customer to use toilet when he was covered in waste from gutters customer felt intimidated and felt like 
she couldn’t refuse. Lintel should have been reported by operatives and nothing has been fed back needs 
to be resolved also. Final issue is 

had annual gas check on 22nd Nov and during that the 

clock was broken customer didn’t realise at first as soon as noticed she chased 

 for attendance 

back to broken timer agreed yesterday that operative would go today am, at 10.30 customer rang back to 
be told no one was going out and was blamed for it being broken explained she resolved it with 

 

yesterday 

 then agreed to get someone there asap who confirmed that timer had been broken on 

service. 

 is very upset and unhappy at the treatment she has had from Kier operatives over 

her time at this address and it has been a lot of unneeded stress on her especially with her medical 
condition customer also states she gets physically sick at the thought of Kier attending due to treatment 
from operatives and nerves being bad. bw/call handler



[bookmark: 78] has reported radiator in his bedroom which is not working. Ref: R116980/i. Kier did not attend on 

Responsive Repairs (2012  Delayed repair 

Friday on the agreed appointment. When I rang repairs line at 6.15pm on Friday evening 07/12/12 I was 

People - Adults & 

Partially 

07/12/2012 18:28

(Corporate, 

advised that his job was not passed to Kier operatives working over-time and would not be attended till 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

Monday 10/12/12 as job is not classed as urgent. 

 is not happy as he states if it was my dad who 

Services, Kier)

was disabled I would not put up with it. atr/callhandler

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

 would like to make a complaint as he has slugs coming in through the back door. They are 

10/12/2012 09:39 Housing Services, 

Failure (Corporate,  getting into the fridge. Job attended by Kier under reference R115639 and the tradesman stated.Op 

Not Upheld

No

Property & Investment 

Service Failure)

couldnt see anything wrong with the door. The door has draught excluders. - jd/call handler

Team)

Feedback is regarding a repair for 

. 

 is the tenants mother and is 

Fencing and gates  concerned regarding mutiple issues. 1 - When daughter moved in she was advised by the housing officer 

PIT (2012 People - Adults  (Corporate, Policy,  that showed her the house, that she would be put on a fencing scheme to have gates installed. Thsi was 

& Neighbourhoods, 

Disagree with 

a concern when moving in as had two small children and accetped property on the understanding the 

10/12/2012 10:49 Housing Services, 

Not Upheld

No

policy, Scope of 

gate/fencing would be fixed. 2 - Reported faulty fancing/gate and Kier have attended on a number of 

Property & Investment 

Service (Repairs 

occasions the fix as not secure. Kier measure for the concrete posts to be installed and then nothing 

Team)

Policy))

happened. 3 - Fencing now blown down and been stolen. 

 is unhappy that the above three 

issues have happened and would like for this to be investigated

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

Workman attended today and did smoke bomb up chimney and fire was comdemned. Customer told 

10/12/2012 11:46 Housing Services, 

Failure (Corporate,  could have electric fire but council could not afford the scaffolding to do the repair. Customer doesn't want  Not Upheld

No

Property & Investment 

Service Failure)

an electric fire because of costs, but not being offered any other option. -ip/ca

Team)



[bookmark: 79]Problem with front and rear door of the property. Made Meir area office aware of the state of disrepair in 
early November. Workman visited.  Said both doors needed replacing as they were rotten, glass broken, 

PIT (2012 People - Adults  Delayed/late 

falling apart.  Said he would ask inspector to visit with a view to getting the doors replaced. Customer 

& Neighbourhoods, 

response 

asked about the doors a few days later at Meir area office but was told that the database showed no 

11/12/2012 11:18 Housing Services, 

Not Upheld

No

(Corporate, 

further action required.  Was also told that the city council have no longer have inspectors.  He was asked 

Property & Investment 

Service Delay)

to fill in a customer feedback form but has heard nothing since.  Today is 17 days since he handed in the 

Team)

form.  Customer Feedback Team has not received the form so logged this complaint for 

 over 

the phone.

 would like to lodge an official complaint against 

 on the repairs call handling 

Repairs Phone Team 

Attitude 

team on 10-DEC-2012 for job ref: R117246.  When 

 called she states that she had damp by 

(2012 People - Adults & 

(Corporate, 

the front door, 

 states that 

 instantly states "Well we won't put any additional radiators 

Partially 

11/12/2012 12:15 Neighbourhoods, Housing 

No

Conduct of an 

in, if that is what you are thinking".  

 states she did not mention radiators at all, she feels that  Upheld

Services, Property & 

officer)

 was extremely rude, and feels that this is not an acceptable service from a customer services 

Investment Team)

advisor.  RG/Call Handler

Local Centre South (2012  Attitude 

People - Adults & 

(Corporate, 

 

 is complaining about the recent conduct of 

 with regard to her housing rent arrears - 

11/12/2012 16:30 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

please see attached.

Services, Landlord 

officer)

Services, Local Centres)

Local Centre North (2012 
People - Adults & 

Delayed repair 

 is unhappy with the position of the shed at his property and also about the delay in carrying 

12/12/2012 12:59 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

out work that was agreed during his new tenancy visit - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

Local Centre North (2012  Attitude 

Would like to complain about 

s, he has been out to me several times and been very rude. He 

People - Adults & 

(Corporate, 

asked me to take a letter to the local office to prove 

 did not live at my address. I tried to 

13/12/2012 09:10 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

explain that social services are attending the property and I have a lot of things on. He did not listen to me 

Services, Landlord 

officer)

and carried on talking to me with an attitude, he also pointed at me. DM/CA

Services, Local Centres)



[bookmark: 80]Gas & Electric (2012 

Gas servicing 

Complaint regarding a gas safety check that took place in March, and the fire has a sign put on saying do 

People - Adults & 

13/12/2012 10:32

(Corporate, 

not use. 

 is unhappy as it is now winter and she still has no fire.Please see attached 

Not Upheld

No

Neighbourhoods, Housing  Service Failure)

complaint.

Services, Kier)

 

 booked a repair with Kier which was attended to on Tuesday 11th December for mould 

around the front bedroom window. The tradesman who attended on the Tuesday said that the window 
would need re-sealing, and a different tradesman who attended the property on Wednesday assessd that 

Responsive Repairs (2012 

the window did not need re-sealing. Today, Thursday 13th December, however, a third tradesman has 

Delayed repair 

People - Adults & 

attended the property and believes that the window DID need re-sealing, so he has completed this work 

13/12/2012 11:21

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

and also re-pained the area. The third tradesman who has attended today was originally meant to be 

Service Delay)

Services, Kier)

coming out to the property just to paint the area, but ended up sealing the window and also disclosed to 

 

 that it had been logged the previous day as being 'sealed.' She would like this ivestigated as 

this shows inconsistency amongst the tradesman's opinions and she conseqently thinks that the second 
tradesman has not done his job properly.

Local Centre North (2012 
People - Adults & 

Other Service 

This letter is a formal complaint for works not carried out on land behind 

 property and 

13/12/2012 11:36 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

has been continuously reported for 2.5 years.

Services, Landlord 

Service Failure)

Services, Local Centres)

 would like to log a formal complaint on behalf of her mother at flat, 

 

PIT (2012 People - Adults 

.  Has been reporting issues with the roof leaking in for 

& Neighbourhoods, 

Delayed repair 

several years and it is still not resolved, the water is now getting through the light fittings in the flat which 

14/12/2012 13:24 Housing Services, 

(Corporate, 

Not Upheld

No

is causing a risk.  But also the roof is leaking into the communal hallway and water is holding on the floor, 

Property & Investment 

Service Delay)

and actually turns to ice, 

 belives that this has gone on for an unacceptable amount of time 

Team)

and it is a major health and safety issue as the water ices over in cold weather.  RG/Call Handler

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

 is complaining about the repair of her wall being outside of the scope of service for repairs - 

14/12/2012 15:31 Housing Services, 

Not Upheld

No

policy, Scope of 

please see attached.

Property & Investment 

Service (Repairs 

Team)

Policy))



[bookmark: 81]Monday came to fix the boiler and we got hot water , then gas fire in the living room have a, thernostat 

PIT (2012 People - Adults 

this has been capped off and the radiator is not enough to warm the living room. I have had a number off 

& Neighbourhoods, 

Gas servicing 

strokes i only came out of hospital last monday this has caused loss of hearing facial paralysis, i need to 

17/12/2012 11:52 Housing Services, 

(Corporate, 

Not Upheld

No

be fed, lost the use of my right side , i hve a blood clot at the bottom of my lung , i thi nk that i fall in to a 

Property & Investment 

Service Failure)

priority catergory please fix my gas fire it will make me more comfortable and able to deal with my illness, 

Team)

as the house is very very cold Taken by Nishi  SOC

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

Partially 

17/12/2012 12:04

 is complaining about the confusion over her repair appointment - please see attached.

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Delay)

 requested a rail, (from Revival ?) for the front door as has fallen down twice on the steps. 

.

 lives in a Council property.  

says she has been sent a 13 page booklet 

Local Centre North (2012  Lack of 

which mentions garages, carports, hard standing for vehicles etc, when she only wanted a rail. 

People - Adults & 

Consultation 

 says her Brother has made the rail and she just wanted it fitting to the wall. 

 

17/12/2012 13:12 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

says there is no mention in the booklet of rails. 

 says she was told by someone that she 

Services, Landlord 

Communication 

had to have permission for the rail to be fitted.  

says she has spoken on the phone to that 

Services, Local Centres)

and Information)

many people as she does not know who gave her what information. However she is annoyed at the 13 
page booklet.

 is complaining about a young man sent out from Kier this morning who is a joiner and 

PIT (2012 People - Adults 

only changed a door fitting, 

 was not happy as the Bathroom still needs repairing and 

& Neighbourhoods, 

Other Service 

decorating. 

 advised by 

 at Kier that Kier are obliged to carry out certain repairs. 

17/12/2012 14:43 Housing Services, 

Failure (Corporate, 

Not Upheld

No

 has called up to say there will not be any Repairs carried out, 

 feels that he 

Property & Investment 

Service Failure)

has been talked down to by 

 and more or less called a liar. 

 has been referred 

Team)

to the Homeworks team regarding the Bathroom. SR/CC

Responsive Repairs (2012  Gas servicing 

People - Adults & 

complaint regarding a tank that has been put in her airing cupboard for her heating.Please see attached 

18/12/2012 10:13

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

complaint.

Service Failure)

Services, Kier)



[bookmark: 82]Housing Strategy (2012 

Other Service 

People - Adults & 

 is complaining about how the city council handled the compulsory purchase of his property - 

18/12/2012 11:53

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

please see attached.

Service Failure)

Services)

Responsive Repairs (2012 

I am very annoyed that I have to pay £3.00 for a call to repiars from my landline, that is so unfair and just 

People - Adults & 

Other Policy 

18/12/2012 12:15

not accepatable.  I feel sorry for the elderly people who will be paying this amount. £3.00 is a large 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) amount to pay, when they can use that for food etc .Taken By Nishi SOC

Services, Kier)

Responsive Repairs (2012  Reckless Driving 

I joined the A500 this morning at approximately 7.30AM, at the Porthill Junction heading towards Talke.  I 

People - Adults & 

(Corporate, 

thought the driver of van registration KY58 WVX was driving a bit too fast given the foggy conditions.  As I  Partially 

19/12/2012 12:54

No

Neighbourhoods, Housing  Conduct of an 

approached the exit for Reginal Mitchell way the Van driver over took me, which was fine but as I exited 

Upheld

Services, Kier)

officer)

he came from the right hand lane accross 3 lanes and narrowly cut infront of me on the exit slip road.

Repairs Phone Team 

Attitude 

(2012 People - Adults & 

(Corporate, 

19/12/2012 14:27 Neighbourhoods, Housing 

Unhappy with the service received from the Repairs Phone Team - please see attached

Not Upheld

No

Conduct of an 

Services, Property & 

officer)

Investment Team)

i am complaining about all the keir vans that seem to appear to fix a job, when we live in a cul de sac and 

Responsive Repairs (2012  Behaviour 

have had up to 5 vans in the street and it seems easier to me for them to van share when working on one 

People - Adults & 

(Corporate, 

property. to avoid congestion in the street. People are getting blocked in and are unable to gain access to  Partially 

19/12/2012 14:46

No

Neighbourhoods, Housing  Conduct of an 

their properties and have leave their cars at the bottom of the street. Lady at no 

 was arguing with them  Upheld

Services, Kier)

officer)

as they blocked her drive. I understand the fire dasmage needs sorting but this is causing chaos. I have 
taken photos.



[bookmark: 83]For 9 years we have had trouble with mold in the upstairs rooms.  We have had a number of workmen 
look at the fascia boards on our house which really do need replacing.  We had our last visit on Monday 
17th December in which we were told that there would be a person out on Tuesday 18th December to see 
what was the best way to put new boards up.  This person never turned up.  We rang at lunch time and 
were told he was definitely going to be round to look at the boards.  Nobody turned up.  Our upstairs 

PIT (2012 People - Adults 

rooms all have mold and damp the walls are also wet and have been running with water!  There are 2 

Delayed/late 

& Neighbourhoods, 

asthmatics in my household and I myself have lupus SLE with all of the health issues that can come with 

response 

19/12/2012 19:40 Housing Services, 

black mold.  You can understand that this mold problem needs to be dealt with and not continuously 

Not Upheld

No

(Corporate, 

Property & Investment 

overlooked.  Also regarding my own health I have had viral warts in my hands and feet now for at least 5 

Service Delay)

Team)

years with no reasonable cause.  I have discovered that this also could be a health concern caused 
through living with the mold.  We do everything we can to clean the mold from the walls and to keep it 
clear but as fast as we are cleaning it now it is coming back we have spent hundreds of pounds on paint, 
curtains, blinds etc.  Anything it has attacked and started to grow on we have had to get rid of.  This is a 
big problem that we feel is not being dealt with and I am now looking at taking this further as our healths 
are at risk.

 has phoned to complain about housing officer 

 

  She said that her daughter 

feels harrassed by 

 and 

 is concerned about her daugher and thinks that 

 is being 

too heavy handed with the way that he is acting towards her daughter.  

 is aware that her 

daughter owes rent and has said that she understands that its his job to get the account up to date but 
there are ways and means of doing these things.  

 has said that her daughter is paid 

Local Centre Central 

Behaviour 

monthly and has got no other access to any money during the month, 

 said that her 

(2012 People - Adults & 

(Corporate, 

daughter has said that she has tried to make a payment plan with 

 to bring the rent account back up 

21/12/2012 11:16 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

to date but he is giving 

 the impression that he will not accept it and he is giving her dates as 

Services, Landlord 

officer)

to when she needs to clear the rent by,  all of which are not do-able as she is not paid until the end of a 

Services, Local Centres)

month and as a lone parent she only has her wages coming into the property.  

 has said that 

her daughter is usually a very stong person, and the fact that her daughter is phoning her feeling 
frightened and intimidated by 

 is causing 

 to be extremely concerned for her daughter. 

 is at the moment looking extremely poorly and pale and is now frightened of opening the 

door and phone in case its 

 - this is really affecting her health.

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

programmed work 

 complaining about problems with the wet room that has been fitted for her husband - 

24/12/2012 09:31 Housing Services, 

Not Upheld

No

(Corporate, 

please see attached.

Property & Investment 

Service Failure)

Team)



[bookmark: 84]Incorrect 

Responsive Repairs (2012 

 is not happy that she was advised by numerous people that she was able to call up on 

Information Given 

People - Adults & 

christmas eve and have a gas uncapping carried out and when ringing was then advised that this could 

Partially 

24/12/2012 10:22

(Corporate, 

No

Neighbourhoods, Housing 

not be done. 

 was advised this by the gas plumber and then was not available to attend on 

Upheld

Communication 

Services, Kier)

the day that he stated. ca/call handler

and Information)

PIT (2012 People - Adults 

I live in a council house and it is very very damp and mouldy.  I am told every year that I need to paint it 

Disagree with 

& Neighbourhoods, 

with mould resistant paint but this doesn't work at all.  I am now fed up as it is in every room rather than 

decision 

24/12/2012 11:26 Housing Services, 

just the living room. I live in a 2 bedroom house.  I have a 3 year old daughter and this is affecting her 

Not Upheld

No

(Corporate, 

Property & Investment 

health and my health. It is costing me every year to change the curtains etc due to the mould.  The last 

Service Failure)

Team)

time I called them they asked me to do the same procedure it is not good enough. Taken by Nishi SOC

Gas & Electric (2012 

Disagree with 

People - Adults & 

decision 

24/12/2012 11:36

complaint regarding outcome of inspection by Kiersee attached

Withdrawn

No

Neighbourhoods, Housing  (Corporate, 
Services, Kier)

Service Failure)

Repairs Phone Team 

Delay in 

 is not happy with the repair service, she states her husband called housing repairs between 

(2012 People - Adults & 

completing request  9.30 and 10.00am friday 28-DEC-12.  To report a problem with the bathroom light, which is constantly 

29/12/2012 10:12 Neighbourhoods, Housing  for service 

Upheld

No

flickering, however there is no job on the system and noone turned up, 

 wasted an entire day 

Services, Property & 

(Corporate, 

waiting for them not to turn up.  RG/Call Handler

Investment Team)

Service Delay)

Local Centre South (2012  Failure to 

People - Adults & 

Investigate 

 is complaining about the lack of action regarding a neighbouring council tenant - please see 

02/01/2013 11:19 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Responsive Repairs (2012  Delayed/late 

 is complaining about various problems with the property she has been housed in - 

 

People - Adults & 

response 

02/01/2013 12:33

 - please see attached.  Also, please note that the PIT Team are dealing separately with 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

an MP enquiry regarding the electricity box and apparent supply to a third party.

Services, Kier)

Service Delay)



[bookmark: 85]I am not getting the repirs for the council house that i live in, i have lived here since july, i am really 

PIT (2012 People - Adults  Delay in 

unhappy and concerned that the property is not safe as it is affecting my son,s health, my son has a heart 

& Neighbourhoods, 

completing request  condition, the house is very damp and mouldy, there is a lot of fungie, the paint id peeling off and the wall 

02/01/2013 13:41 Housing Services, 

for service 

paper is falling off. My sons constantley got a bad chest on top of his herat condition, there are several 

Not Upheld

No

Property & Investment 

(Corporate, 

other structual problems in the property.I am not happy because the workers who came damp treated one 

Team)

Service Delay)

corner, which was a waset of money. I live here with my wife and 2 children my youngest son has had a 
heart operation he shouldnt be living here.

Customer has recently had a gas safety check approx August 2012. Fire was in use at the time. Nothing 
was condemned or switched off at this time everything was passed as fit to use.  She has since been 
suffering sleepiness as has her pet dog, who refused to go back in the house when he went out, and 
husband also sleeping. She phoned council repairs and reported a smell coming from the fire. National 

Responsive Repairs (2012 

Grid were called out as a result and they attended. They reported to tenant that this was carbon monoxide 

Gas servicing 

People - Adults & 

and shut down the fire. He said that it was all condemned. Tenant was advised to contact Kier who 

02/01/2013 16:31

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

attended the next day. Left temp heaters. Tenant was informed that the whole system needed changing 

Service Failure)

Services, Kier)

and a central heating upgrade was done by 15th December. She was told by operative that the whole 
system was bad and this would have happend over a longer period. She had tried to get things done 
quicker as her husband is diabetic and was extremely cold. Sitting in all his clothes with a dressing gown 
on. She feels that the fire should have been condemned at the gas safety check. As this was life 
threatening. VD BNC c/a

Customer does not like how he has been treated. Does not like that he was advised the bathroom would 
be renewed and now a supervisor has attended 2/JAN/2013 and advised that the bathroom would not be 
done. He advised that the suite was added just before 

 moved in which was FEB/2010. Though 

the customer knows the previous tnt and they advised it had been in since they had moved in a long time 
ago. The customer has had constant issues with the boiler. Parts keep being replaced instead of a new 
boiler. The customer is still having issues although repairs have done. When windy outside the pilot light 

Responsive Repairs (2012 

goes out. Takes approx one hour or more to get it to light. Customer advised they do not suspect a gas 

Other Service 

People - Adults & 

leak-no feeling of being unwell and no smell of gas. Did have issues with smell of gas & feeling unwell 

03/01/2013 10:22

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

before though this stopped after a repair was done. No issue with the pilot light or boiler in general at 

Service Failure)

Services, Kier)

present. Checked 

 PIT and was advised we do not need to attend at present. Customer advised 

we sent a contractor to the property who condemned the boiler though it was repaired not replaced as the 
contractor recommended. Customer advised the children are always ill. The front and back doors and all 
the windows cause a draft. The house is to cold. Customer advised kier attended re this though it is still 
an issue. Customer advised they are not happy regarding the kitchen units as new ones were added on 
floor level though not the wall mounted. A new repair has been booked for this. Customer is not happy 
that the neighbours has had new doors etc. Though he is being advised that SOTCC have no funds.



[bookmark: 86]PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is complaining at the lack of action re. his request for insulation to be installed at his property - 

03/01/2013 10:31 Housing Services, 

Not Upheld

No

(Corporate, 

please see attached.

Property & Investment 

Service Failure)

Team)

The property next door is empty and the Kier worker came today and parked opposite my drive, I have 

Responsive Repairs (2012  Attitude 

had my kerb dropped due to my disabilities.  I politely asked him to move his car, and his attitude was 

People - Adults & 

(Corporate, 

Partially 

03/01/2013 11:03

rude and unacceptable.  His car would restrict us from getting out of our drive.  He just said "I've got road 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

tax so what's the problem?"  I pointed out that there are parking bays there, he just reversed quite fast 

Services, Kier)

officer)

down the road. Taken by Nishi SOC

Doors (Corporate, 

Responsive Repairs (2012 

Tnt wants to complain about the fact that no further service is going to happen to the front hardwood door 

Policy, Disagree 

People - Adults & 

following Joiner 

 attendance. Customer says that the door is hard to close still and is very  Partially 

03/01/2013 14:50

with policy, Scope 

No

Neighbourhoods, Housing 

drafty, causing difficulties to heat address which is affecting the young child at address. it was stated that  Upheld

of Service (Repairs 

Services, Kier)

the door is twisted but functioning fine. bw/call handler

Policy))

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about the ongoing problem with the hot water tap in his kitchen - please see 

03/01/2013 15:48

(Corporate, 

Withdrawn

No

Neighbourhoods, Housing 

attached.

Service Delay)

Services, Kier)

 phoned last week to make an appointment today at 11am for a radiator and fire repair on ref 

r119530/1. She has phoned in 4 times today to chase the job and has been advised each time that 

Responsive Repairs (2012  Missed 

someone would be out as soon as possible today. The last call was to myself at approximately 4.30 and I 

People - Adults & 

appointment 

03/01/2013 17:05

was advised by Kier to rearrange the appointment for tomorrow as they were not able to pass it to the 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

OOH tradesman as the radiator was isolated and they were too busy. 

 is not at all happy that every 

Services, Kier)

Service Delay)

time she phoned she was told we would be out and was not told at any point that it would not be today 
mw ch

Local Centre North (2012  Delayed/late 

People - Adults & 

response 

 

 is complaining about the lack of response from Chell Heath local centre in connection with a 

04/01/2013 Neighbourhoods, Housing 

Upheld

No

(Corporate, 

blocked gulley near Fegg Hayes Sports & Social Club - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)



[bookmark: 87]Approximately 3 months ago 8

 in 

 became vacant, Kier attended the property 

to clear it. There was a garage in the garden which was dismantled by Kier voids team, the contents of 

Responsive Repairs (2012  Delayed/late 

the garage were placed into the domestic bins that belonged to the property and pushed out of the back 

People - Adults & 

response 

Partially 

04/01/2013 08:18

gate into the alleyway.  No-one has been to collect the waste that was placed into them. In one of the bins 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Kier had placed a load of paint tins. I have been trying to get these bins moved for the last 3 months. Last 

Services, Kier)

Service Delay)

night someone emptied the paint tins out of the bins and threw paint all over the play equipment on the 
play park at the bottom of Goms Mill Road. I feel this could have been avoided if the rubbish was cleared.

I have been having problems with my heating, plumbers have been coming out and I've had no problem 
with them.  A couple of weeks before christmas it was decided I needed a new flue so the mobile 
scaffolding unit was called out so that they could install the new flue.  There were 2 scaffolders and I was 

Responsive Repairs (2012  Attitude 

sitting in my lounge, I saw one of them walk past the window and expected him to knock and he didn't - 

People - Adults & 

(Corporate, 

04/01/2013 10:09

he went missing.  So I went to see where he was and he was up my stairs, he had never knocked on and  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

he had a pair of muddy boots on.  I asked him what he was doing and he started with an attitude and said 

Services, Kier)

officer)

what do you want me to do.  I told him to take his boots off or get out of my house.  So he walked out of 
my house.  He had no need to be in my house, he was an outside worker, and there was no need for him 
to give me attitude when I asked him what he was doing up my stairs with a big pair of muddy boots on.

Local Centre South (2012 

Customer called to complain about the state of her neighbour's garden - customer advised that she has 

People - Adults & 

Failure to enforce  made numerous complaints about her neighbour's garden and it has been a problem for over 5 years - 

Partially 

04/01/2013 12:35 Neighbourhoods, Housing  (Corporate, 

No

customer's neighbour lives at number 

 - customer is unhappy that nothing has been  Upheld

Services, Landlord 

Service Failure)

done and the neighbour's garden is still overgrown - ca/kp

Services, Local Centres)

PIT (2012 People - Adults  Disagree with 

Customer called to complain about the damp in her property. Customer has had numerous people go out 

& Neighbourhoods, 

decision 

to the property to assess the damp. The problem has been ongoing for at least 2 years. Customer 

04/01/2013 14:06 Housing Services, 

Not Upheld

No

(Corporate, 

advised that she has been promised numerous callbacks from Kier managers but does not get the 

Property & Investment 

Service Failure)

callbacks - ca/kp

Team)



[bookmark: 88]PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

04/01/2013 14:57 Housing Services, 

 is complaining about a continuing damp problem in her property - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

 has made a number of complaints with regards to the noise and loud music that is 

Local Centre Central 

continually going on for about 13 hours  from neighbour at no 

, the music is so 

(2012 People - Adults & 

Failure to enforce  loud that can be heard through the house have kept logs of all the incidents  has tried to put on head 

04/01/2013 14:58 Neighbourhoods, Housing  (Corporate, 

phones but can still hear the music through the head phones feels like this is taking over her life and 

Not Upheld

No

Services, Landlord 

Service Failure)

invading her private space this has been going on for about 2 years for music and a number of years for 

Services, Local Centres)

the noise which is logged the screen is on the wall so can be heard through the wall has logged a number 
of complaints to local centre but is at the stage where cannot take anymore was very upset on the phone 

PIT (2012 People - Adults  Incorrect 
& Neighbourhoods, 

Information Given 

 is complaining about the condition of her kitchen and that she was not made aware that it 

04/01/2013 15:16 Housing Services, 

(Corporate, 

Not Upheld

No

was installed by the previous tenants as a TPW - please see attached.

Property & Investment 

Communication 

Team)

and Information)

Responsive Repairs (2012  Gas servicing 

People - Adults & 

 is complaining that his gas was capped incorrectly and caused a gas leak at his property - 

04/01/2013 15:45

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

please see attached.

Service Failure)

Services, Kier)

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

programmed work 

07/01/2013 10:27 Housing Services, 

 is complaining about mold and damp in his downstairs toilet - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

In early 2012 an inspector told the customer that the boiler will be replaced and changed to a new combi 
boiler with new radiators after two weeks of the inspection. Tradesman was out Friday 04/01/13 and boiler 
was condemned so has no hot water, heating or cooking facilities over the weekend. Problems with the 

Responsive Repairs (2012  Delayed repair 

boiler have happened at least eight times throughout 2012. Customer was told by the inspector last year 

People - Adults & 

07/01/2013 14:26

(Corporate, 

not to decorate until the new boiler was fitted and is still waiting after the inspection in early 2012. 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

Customer has had the same boiler for 23 years and it has been an inconvenience of breaking in winter 

Services, Kier)

time and there is a vent that allows a draught into the property. There was a vent inspection just before 
Christmas and there has been no feedback but today (07/01/13) after the heating system was 
condemned on 04/01/13 customer was told a hood was needed over the vent. phca



[bookmark: 89]I have reported that my front gate is falling apart as it is rotten, its just hanging on by one hinge.  

PIT (2012 People - Adults 

Soemone came out to inspect and agreed that it was very rotten but said that they can't do anything 

Disagree with 

& Neighbourhoods, 

about it.  My husband has dementia and if the gate comes off then there is nothing to stop him from 

decision 

08/01/2013 09:06 Housing Services, 

runnning out into the road.  At the moment he knows if the gate is shut that he can't go through it.  It is 

Not Upheld

No

(Corporate, 

Property & Investment 

more of a health and safety issue.  I did explain this to them and the man that came rang the stores to 

Service Failure)

Team)

see if they had any spares that they could put on and they said that they hadn't got anything.  So I was 
advised to put in a complaint. wb/ca

Few Weeks Before Christmas customer reported Toilet not working. Worker came out and replaced 

Responsive Repairs (2012  Standard of 

Ballcock. After Further issues Carpet Soaked and Customer found Maggots on it. Toilet was Leaking. 

People - Adults & 

responsive repair 

Another operative came out and informed Customer that on the first job, on the ball cock was not done 

09/01/2013 11:46

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

right and a nut was not tightened properley, and a part had split, and that the first operative had cracked 

Services, Kier)

Service Failure)

the cistern as well. Customer had had to pull her carpet up because of this. It was not a noticable leak at 
first. Children had told customer that it was wet when using toilet. VD BNC

Local Centre South (2012  Delayed/late 

People - Adults & 

response 

 is complaining about the lack of action with regard to his neighbour at number 

, 

09/01/2013 15:52 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

.

Services, Landlord 

Service Delay)

Services, Local Centres)

They have black patches on the walls and ceiling of the 3 bedrooms.  

 has been out 3 times and 

each time says its condensation.  Kier have also been out to clear gutterings etc... and told 

 

 

that it is not condensation but is damp and that if any of his children touch the mould then put their hands 

PIT (2012 People - Adults  Disagree with 

in their mouth it will make them very ill.  He says he mentioned this to 

 who said theb workmen 

& Neighbourhoods, 

decision 

need retraining but when he said this to Kier workmen they said it is 

 that needs retraining.  He is 

10/01/2013 11:51 Housing Services, 

Cancelled

No

(Corporate, 

fed up of being told conflicting things and just wants the problem resolving.  he says the heating is on as 

Property & Investment 

Service Failure)

he has 3 children but it is not on through the night.  He does say it gets cold at night and they are sleeping 

Team)

in dressing gowns. TR/CFT  

 phoned back to advise he has since been advised that because 

he refused the wash down of the walls and painting that no furtehr jobs are down.  he feels he ahs been 
forgotton about.  He refused the repair because he has ben told by Kier it is damp and not condensation.

Relets and Voids (2012 

Disagree with 

Kier plaster came out to look at the flat which has dripping walls throughout - told it was due to 

People - Adults & 

decision 

condensation and I needed to leave my doors and windows open to stop the problem.  I keep having to 

10/01/2013 14:26

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

redecorate due to the wall paper coming off and the damp.  I now want to leave this flat beacuse it is 

Services, Kier)

Service Failure)

faulty.  It cannot be just condensation.



[bookmark: 90]Incorrect 

Responsive Repairs (2012  Information Given 

People - Adults & 

 is complaining about the lack of good communication re. the improvement work being 

11/01/2013 09:41

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

carried out on their property.

Communication 

Services, Kier)

and Information)

Responsive Repairs (2012  Attitude 

 is complaining about scaffolding being removed from his council property without his 

People - Adults & 

(Corporate, 

14/01/2013 10:12

permission, and about the attitude of 

 on visiting his property to discuss the problem - 

Upheld

No

Neighbourhoods, Housing  Conduct of an 

please see attached.

Services, Kier)

officer)

I had to have the boiler replaced at my home which was approximately 38 years old which meant that we 
had to have a full central heating installation. I am complaining because we have been told that we are 

PIT (2012 People - Adults 

not entitled to any decoration vouchers, despite the fact that the whole house has been affected, because 

& Neighbourhoods, 

Other Policy 

the installation was done following a boiler breakdown not as a heating upgrade. All of the new radiators 

14/01/2013 11:24 Housing Services, 

Not Upheld

No

(Corporate, Policy) are smaller than the old and have gaps around them all which will have to be decorated.  As the boiler 

Property & Investment 

was so old it was surely on a programme and due to be replaced sometime in the near future. I feel that 

Team)

we are being penalised because we were unlucky that the boiler broke down before it was replaced 
anyway -in which case we would have received £100 in vouchers – surely this is not right or fair?

 is not happy that he is a 69 year old man and is housebound and has been left for seven 

PIT (2012 People - Adults 

weeks without cooking facilities. 

 was advised by myself and by my manager 

 

& Neighbourhoods, 

Other Policy 

that we as the council and kier supply the connection pipe but are not responsible for the connection of 

14/01/2013 11:30 Housing Services, 

Not Upheld

No

(Corporate, Policy) the cooker. 

 advised that he cannot afford to have this connected himself. Towards the end of 

Property & Investment 

the conversation with 

 was given the telephone numbers to both his local councillor and 

Team)

local MP whom he is getting in contact with for further advise ca/call handler

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

 is complaining about the conduct of one of Kier drivers - please see attached customer 

14/01/2013 17:12

Withdrawn

No

Neighbourhoods, Housing  Conduct of an 

feedback form.

Services, Kier)

officer)



[bookmark: 91]Caller wishes to complain about repairs as he reported last week a storage heater not working in the main 
bedroom.  A tradesman went out and said it needed a part and that it would be there Friday or Monday or 

PIT (2012 People - Adults  Delayed/late 

Tues, but it still hasn't been repaired.  Its is -1 degree  outside and repairs have told him that they won't 

& Neighbourhoods, 

response 

provide him with alternative heating as the rest of the house is heated.  They have also just told him that 

15/01/2013 08:36 Housing Services, 

Not Upheld

No

(Corporate, 

the part won't be here until tomorrow or Thursday at the latest.  Caller says that he has heard that they 

Property & Investment 

Service Delay)

have heaters at their depot that they could use to replace his, but they won't.  The lady that he dealt with 

Team)

on the repairs line handled the call satisfactorily but it's not her fault she couldn't do anything about it. 
wb/ca

Tenant advised that there is damp in her living room and the walls are ringing wet with water. Kier went 

PIT (2012 People - Adults 

out and stripped the wall paper off and painted the walls with damp proof liquid.  Tenant was told that she 

Disagree with 

& Neighbourhoods, 

could redecorate after 2 weeks. There is damp coming through again and walls are ringing wet. A scottish 

decision 

15/01/2013 11:32 Housing Services, 

speaking gentleman from Kier went out on 14.01.13 and advised that the wooden floor, skirting boards 

Not Upheld

No

(Corporate, 

Property & Investment 

and plaster needs to come off and a new damp course needs to be placed in the cavity.  He suggested 

Service Failure)

Team)

that this would be better done during the summer months. Tenant is not happy with this property and 
feels it is too damp to live in at this time. Tenant is pregnant and also has two other young children.

Homeslessness & 
Housing Advice (2012 

Availability of 

People - Adults & 

facilities 

This complaint is being made by 

 on behalf of her brother and sister in law, 

 

Partially 

15/01/2013 11:33

No

Neighbourhoods, Housing  (Corporate, 

Lack of support from Housing Needs - please see attached.

Upheld

Services, Landlord 

Service Failure)

Services)

Responsive Repairs (2012  Gas servicing 

People - Adults & 

Partially 

16/01/2013 14:01

(Corporate, 

 is complaining about problems with her gas supply - please see attached.

No

Neighbourhoods, Housing 

Upheld

Service Failure)

Services, Kier)



[bookmark: 92]I am complaining today about the lack of progression regarding a serious problem affecting my property. 
In November 2011 we were told there was a hole in our roof that was letting in water which had/was 
ruining walls in our property and resulting in mould in our downstairs toilet, the wall next to our back door, 
our stair wall, around the front door, in our bathroom and in our master bedroom where our 6 month old 
baby sleeps.  This job that was booked in November 2011 promised that a scaffolding team would be in 
touch to arrange to come out and complete the repair to the roof. It is now January 2013 and my children 
are getting increasingly poorly because of these conditions they are living in. My son has asthma and 
needs inhalers, he suffers from a low immune system and the mould has caused him rashes, eye 
infections, coughs, colds and even headaches. I suffer from migraines which are made worse due to 
sleeping in a room with mould. My little girl who is barely 6 months old suffers from severe colds and 
coughs which leads to a very bad wheezy chest and this I feel is down to this mould. I would happily seek 
advice and gain evidence from my gp regarding this. My partner also suffers eye infections and colds and 

PIT (2012 People - Adults 

coughs (as i do too) and this is down to the mould to. The house never seems to get warm, especially 

Delayed/late 

& Neighbourhoods, 

since we were told previously that to help with the mould we were to open windows as much as possible 

response 

17/01/2013 13:11 Housing Services, 

and put the heating on as much as we can, which we have done. Even in recent weather which has been  Not Upheld

No

(Corporate, 

Property & Investment 

below freezing point. This mould means that nothing can be against the walls, there is no room now in our 

Service Delay)

Team)

bedroom for our baby daughters cot and shes rapidly getting too big for her crib. In my opinion this mould 
is being dangerous to our health and needs to be addressed. Leaving us for this long is absolutely 
absurd!Another major issue is that of vandalism to my property, damage to my car. All have been 
reported to the police.  The police have said they know who it was who has done the damage but they 
have no proof so nothing can be done. This person is our next door neighbour, we have had numerous 
complaints that we have sent in about them. They wake us up at night, they cause arguments, they have 
threatened both me and my children, they have damaged my property, they have caused so much stress 
and are still causing agrovation and un-called for stress leading to me being diagnosed with depression 
which is causing hair loss (can be proved by a doctor).We also have a pest control problem and have had 
over 30 visits about rats under our floorboards that are running from our neighbours property. I hope you 
can appreciate that I can't possibly write down everything in this little box but I wanted to get the main 
points across. This house is making all my family ill, not just physically but it is also affecting me mentally. 
The stress and depression that its causing me is horrendous.

Ref: R122577/1 & R122753/1 - Air vent in living room - customer's daughter, 

, is not 

happy that the above job does not come under the SOTCC scope of service for repair. She adds that her 

Responsive Repairs (2012 

mother is very cold and is concerned for her wellbeing. The heating is on full but is going to waste 

People - Adults & 

Other Policy 

17/01/2013 16:50

because of draught coming from this air vent. Within the 53 years that her mother, 

, has rented  Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) property from the council she has never asked for much from the council and just recently everything we 

Services, Kier)

are asking to be done is outside scope of service from the council. I feel further action will be taken if 
some sort of repair is not carried out for this issue. atr/callhandler



[bookmark: 93]Local Centre North (2012  Behaviour 

People - Adults & 

(Corporate, 

 is complaining about the conduct of housing officer 

 - please see 

17/01/2013 17:54 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

attached.

Services, Landlord 

officer)

Services, Local Centres)

 had a tradesman attend to the property yesterday from 

, under job reference 

122420. He attended to the property due to the vaillant boiler keeps cutting out when the hot water is run 

Incorrect 

for the bath. 

 come into the property not bringing any tools. He went upstairs to the boiler and 

Responsive Repairs (2012  Information Given  checked and said there is nothing wrong with the boiler. His comment to previous tradesman attending to 

People - Adults & 

18/01/2013 09:28

(Corporate, 

fix the boiler, is they have been attending and pulling the wool over 

 eyes as there is nothing  Not Upheld

No

Neighbourhoods, Housing  Communication 

wrong with the boiler.

 isnt happy as the boiler cuts off when one bath is filled with water the 

Services, Kier)

and Information)

temp drops on the boiler and the radiators go cold. 

 had a diverter valve fitted on previous job 

and that worked for a while. 

 isnt happy as the boiler is still not working correctly turns off 

when the hot water is run for the bath - This has been a ongoing issue for three years - jd/call handler

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

Complaint regarding letters that have been previously sent with regards to the damp in her home, and has 

21/01/2013 11:07 Housing Services, 

Failure (Corporate,  received nothing back and has then been informed that no previous information has been received by the  Not Upheld

No

Property & Investment 

Service Failure)

LA.Please see attached.

Team)

The Property Investment Team have logged damp/water coming through all the windows of the property 

PIT (2012 People - Adults 

apart from the kitchen as a major repair. This has been an ongoing issue for over 6 years and Housing 

& Neighbourhoods, 

Delayed repair 

Repairs have said that they will refuse to carry out any work until they receive enough complaints. The 

21/01/2013 11:51 Housing Services, 

(Corporate, 

Not Upheld

No

property has been decorated 3 times in the last 6 months and the carpet has been stretched to its limit to 

Property & Investment 

Service Delay)

cope with the damage to the property. 

 has health issues which are being made worse by the 

Team)

condition of the property. 

 is cold all the time and feels that the property is not habitable.

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 disagrees with the decision not to replace the metal framed windows in her property with upvc 

21/01/2013 12:21 Housing Services, 

Not Upheld

No

(Corporate, 

frames - please see attached.

Property & Investment 

Service Failure)

Team)



[bookmark: 94] thinks it is disgusting that she has been waiting for 2 years for the repair to be carried out 

correctly. 

 believes it has been a total waste of tax payers money. Tradesman keeping 

PIT (2012 People - Adults 

attending to the property and putting a fungal wash on the walls. Reference number for last repair is 

& Neighbourhoods, 

Delayed repair 

R112316. There is a sap that is running from the loft space down the walls. Mould has started to grow 

22/01/2013 11:03 Housing Services, 

(Corporate, 

due to the damp being caused from the loft/roof. 

 attended and advised there is no leak and that  Not Upheld

No

Property & Investment 

Service Delay)

the wood in the loft space is releasing sap.

 has had to re-paint the walls upstairs everytime the 

Team)

fungal paint has been applied to the walls.

 wants the repair sorted as fungal paint is never 

going to sort sap pouring down the walls. 

 was promised an extractor fan when the bathroom 

was replaced. This has never been actioned.- jd/call handler

First complaint I have is in regards to the email I sent you several weeks ago about "HOUSING".I am still 
waiting for the paperwork I was promised on the phone several weeks ago.  After hearing nothing I then 

Homeslessness & 

sent you an email in regards to this.  You had advised me that you would chase this up and get the paper 

Housing Advice (2012 

Delayed/late 

work sent out to us.  This clearly did not happen, as I have NOT received anything from the Council.2nd 

People - Adults & 

response 

Partially 

22/01/2013 17:25

issue/complaint is in regards to the GRIT buckets on both Linda Road & Greenfield Road in Tunstall are 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

empty.  How does the council expect tenants to help with the gritting on both the roads and the 

Services, Landlord 

Service Delay)

footpaths.This is totally disgusting after all the council tax people pay each year and we are restricted to 

Services)

the GRIT as the council have not bothered to refill them.I now have a 3rd complaint which is, YOU 
(council) have not bothered collecting the bins today? WHY was this?? And when will they be emptied??

I am on happy about the standard of work been carried out. They are carried out at a very low standard. 
They cant do the job right first time. I after keep phoning them out. Example 1 I reported the roof on bay 
window in summer they came out and it still looked the same after they had gone AND now I have water 
dripping in to my living room and now they wont come out to fix it because of the weather. That is why i 

Programmed Maintenance  Standard of 

reported it in summer. Example 2, I reported my sons bedroom window as it was loose in the wall they 

(2012 People - Adults & 

programmed work  came out but the next day I found out they had removed the window restraints so at to come back out. 

22/01/2013 18:39

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

Example 3 they came out to my boiler 40 mins later it was like a water fall underneath so at to come back 

Services, Kier)

Service Failure)

out. But i must say if a work turns up and they firsts worked for the council before Kier took over they do 
the job right and they are very pleasant, but if they are a Kier worker you can tell by their attitude to you 
and the work that needs to be done. Feels like they got NO time to do the job right. We keep hearing 
about cuts but how can this help with the cut if they after keep coming out to the same property to the 
same jobs over and over again.

Housing Strategy (2012 

Delayed/late 

 is complaining about the lack of response to:-- her enquiry into the availability of £1 houses- 

People - Adults & 

response 

Partially 

23/01/2013 10:05

the poor pothole repair on Spring Garden- the lack of response to her concerns about possible illegal 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

trading of a nearby snackbar

Services)

Service Delay)



[bookmark: 95]PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

23/01/2013 10:46 Housing Services, 

 is complaining about not being allowed a radiator in his outhouse - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012  Standard of 

 is complaining on behalf of his elderly mother, 

, 

People - Adults & 

responsive repair 

23/01/2013 12:16

Longton, about her central heating boiler which continues to break down despite having been repaired - 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

please see attached.

Services, Kier)

Service Failure)

Tenant would like to complain that she has an ongoing issue with back boiler faults ongoing from late last 
year. Customer has had a number of issues with the back boiler responded to due to pilot light cutting out 

Responsive Repairs (2012 

intermittently.  She has had normal tradesman on responsive out then annual service and then more 

Delayed repair 

People - Adults & 

responsive operatives all of which didn’t resolve pilot light issues. Customer had to wait 2 days last week 

23/01/2013 14:36

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

for another operative to come out when had no heating or hot water and he told customer he thoroughly 

Service Delay)

Services, Kier)

cleaned system out but still this didn’t resolve the issue. Operative attended again today and boiler 
needed part.  Could not get part on 23rd Jan available 24th Jan.  Customer also had no hot water as 
immersion heater is also not connected/wired up customer unhappy this also never picked up.

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

 is complaining about poor communication from 

 and that her door still has not 

24/01/2013 09:33

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

been replaced - please see attached.

Services, Kier)

Service Delay)

Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

following on from complaint ref sot20118, grass is still the same vehicles are still driving over it , I am 

Partially 

24/01/2013 10:10

No

Neighbourhoods, Housing  Conduct of an 

requesting bollards or posts be put up to stop vehicles using it as a turning point and ruining the grass.

Upheld

Services, Kier)

officer)



[bookmark: 96]Responsive Repairs (2012  Delayed repair 

People - Adults & 

28/01/2013 10:49

(Corporate, 

Complaint re water leaks - please see attached

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

Services, Kier)

Feedback Details:  Basically I want to know why there isn't an out of hours service to repair tv aerials that 

PIT (2012 People - Adults 

are communal and serve a lot of people, some of whom like myself can't get out all the time, and to whom 

& Neighbourhoods, 

the tv is very important.  I think it's disgusting that you can't get anybody out after hours or at weekends.  

Other Policy 

28/01/2013 12:20 Housing Services, 

To me the tv is very important, it's my lifeline.  I wasn't happy with 

 attitude, he said that even if 

Not Upheld

No

(Corporate, Policy)

Property & Investment 

they could do it it was unlikely they would get anbody around today.  I don't think it's right that it won't be 

Team)

looked at until Monday.   Can somebody get in touch with me to explain how this has come to be, and 
why the contract is like that.  Surely an emergency response should have been  built into the contract.

 would like to make a complaint about repairs. She rang through to the repair team today to 

Delay in 

Responsive Repairs (2012 

report her gas fire not working. As there was an orange flame from coming from the gas fire the repairs 

completing request 

People - Adults & 

team said they would have to send out Transco because the flame could be giving off toxic fumes. When 

28/01/2013 12:32

for service 

Not Upheld

No

Neighbourhoods, Housing 

Transco attended they immediately turned off the gas to the fire as Transco said if this is left any longer it 

(Corporate, 

Services, Kier)

could kill the tenant. The tenant also stated repairs would not come out to repair the gas fire until Monday. 

Service Delay)

The tenant also stated the fire is old and needs replacing

My heating broke on Thursday evening, you rang Kier straight away to organise the repair and then two 
gentlemen arrived and when they saw the boiler they said it was a gas leak. So they cut off the gas from 

Responsive Repairs (2012  Delayed repair 

the mains all together so I had no gas cooker. Someone came out Friday to cap off the cooker so I could 

People - Adults & 

28/01/2013 17:11

(Corporate, 

use the cooker.  Since Thursday you have been waiting for the boiler to be fixed. Because they couldn't 

Upheld

No

Neighbourhoods, Housing  Service Delay)

get the spare part until Monday, they promised that someone would be down at approx 9.30am this 

Services, Kier)

morning and when I called up a gentleman said that they are catching up from the weekend, however 
since this has been going on since Thursday.  I am not happy.

Empty Homes (2012 
People - Adults & 

Other Policy 

 has raised several issues that she is not happy about - housing standards, waste management 

28/01/2013 17:12 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, Policy) policy, landlord registration and lack of planning re. private accommodation - please see attached.

Services, Housing 
Standards)



[bookmark: 97]Customer states that 

 call handler for the repairs team spoke to me in a patronising manner made 

me out to be thick and would not let me get a word in edge ways. Call handler did not listen to what I had 
to say as I have had builders in and been advised that my DPC was missing. Went on to explain more 

Repairs Phone Team 

Attitude 

and advisor still jumped in and would not send anyone out. I also explained that my roof was in need of 

(2012 People - Adults & 

(Corporate, 

repair as my belongings in there were all wet.  Call handler checked the system and because there were 

29/01/2013 10:45 Neighbourhoods, Housing 

Upheld

No

Conduct of an 

no jobs she stated that we could not send anyone. The advisor made me feel very angry and also 

Services, Property & 

officer)

laughed at me at one point during the conversation and was very uncalled for and not appropriate was 

Investment Team)

argumentative and very rude and sarcastic and towards the end of the conversation repeated same 
question is there anything else and cutting in. In my opinion she needs to improve her  customer service 
advisor and should not speak to anyone in that way ca/call handler

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

Complaint regarding work that was carried out at 

 home in December 2012 and then again 

responsive repair 

29/01/2013 11:24 Housing Services, 

somebody came to his hom on 23 January 2013 to do some damp proofing but didn't do anything, and 

Not Upheld

No

(Corporate, 

Property & Investment 

who would like them to come back and finish the room.Please see attached

Service Failure)

Team)

Rent Arrears (2012 

Complaint regarding a letter that she has received saying that she needs to pay £256.59 by the 23 

People - Adults & 

Other Service 

January 2013 or she will be taken to court, the letter was dated 22 January 2013.Also 

-

29/01/2013 11:50 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

 has currently got a payment plan in motion, and pays everything 4 weekly.Please see attached 

Services, Landlord 

Service Failure)

documents.

Services)

Local Centre South (2012  Delayed/late 

People - Adults & 

response 

 is complaining about a lack of response to her enquiries re. family succession to her 

29/01/2013 12:49 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

mother's council property at 

 - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

Complaint regarding damp in the Bedroom of 

 Ground floor flat. Her and her husband are 

responsive repair 

29/01/2013 14:27 Housing Services, 

living in the centre of the bedroom and there is furniture everywhre. Kier have previously been out.Please  Not Upheld

No

(Corporate, 

Property & Investment 

see attached

Service Failure)

Team)



[bookmark: 98]On Friday my heating went down and I suffer badly with the cold and so I reported it to repairs at 3pm. 
They came out quite quickly as I was told I was a priority, they told me I needed to get a new pump and 

Responsive Repairs (2012 

they were going to come back tomorrow. They never came back on Saturday - however I understand that 

Delayed repair 

People - Adults & 

due to the weather. I could not get through on Sunday and so I went to the office on Monday. They told 

Partially 

29/01/2013 16:32

(Corporate, 

No

Neighbourhoods, Housing 

me I was not on the system and then told I was priority. They came out yesterday at 3.15pm and left at 

Upheld

Service Delay)

Services, Kier)

3.30pm and they said it was fixed but 15 minutes later the booiler broke again and leaked all over the 
floor and walls again. Due to the fact that I am significantly affected by the cold and my niece is 3 months 
pregnant I am not happy with this service and want it fixed. AC/CA

 is not happy that no-one turned up on Monday for job ref: 124041/1.  He received a call 

Responsive Repairs (2012  Missed 

Monday evening 28-JAN-13 from Kier resource control, apologising that no-one had attended on Monday 

People - Adults & 

appointment 

30/01/2013 10:28

and asked if they could re-arrange.  It was arranged for 9.30am this morning, and now no-one has turned  Upheld

No

Neighbourhoods, Housing  (Corporate, 

up. 

 

 has just been informed that the operative who normally attends this kind of job is on 

Services, Kier)

Service Delay)

annual leave and is unsure why they would arrange a job for whilst he was on leave.  RG/Call Handler

I rang the council highways on Monday 28th January to complain about litter that was scattered over 
Wellington Court, St Luke's Court and Westwood Court as some of this was human waste and tin cans 
plus furniture in the area also. Tuesday 29th reported this in person to three gentleman who were litter 
picking, 2 were smoking and 1 was eating his lunch, they said they would clean this in a moment.  They 
have a tea room inside Wellington Court so are onsite permanently.  Wednesday chased up again that 

Local Centre Central 

Attitude 

this has still not been cleaned up, spoke to 

 who said that they would get someone on to it as 

(2012 People - Adults & 

(Corporate, 

soon as possible. A gentleman named Pete spoke to me saying that they have 3 - 5 working days with 

30/01/2013 17:00 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

which to respond, I explained that human waste needs to be removed within two hours of being reported, 

Services, Landlord 

officer)

he talked over me and kept saying 5 working days, I raised my voice to get him to listen to me and he 

Services, Local Centres)

accused me of shouting at him and disconnected the call and my complaint is about his attitude I found 
him to be very dergatory also today at approximately 11.00 a.m. as I walked outside Wellington Court I 
heard the men in the tea room swearing.  I have reported this previously in October 2012 and was 
assured that measures would be taken so that this would not happen again and was assured they were 
perfectly friendly gentleman and would be happy to do what was asked of them.  bg/ca



[bookmark: 99]Programmed Maintenance  Disagree with 
(2012 People - Adults & 

decision 

Complaint regarding, damp and mould in 

 home. She has been told that it is 

31/01/2013 09:26

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

condensation, but says that it isn't as it smells and has ruined decoration, shoes and coats.

Services, Kier)

Service Failure)

Complaint relates to 'Private sector housing team - disabled facilities grant section'. 

 has 

Grants & Private Sector 

Webpage Quality 

visited our website this morning, and searched for 'disabled facilities grant'. Nothing comes up on the 

Renewal (2012 People - 

(Corporate, 

search. So he spoke to the disabled facilities grant section to ask why there is no search result on the 

Partially 

31/01/2013 09:29 Adults & Neighbourhoods, 

No

Communication 

website. The staff member offered the information, but 

 stated that he didnt need the 

Upheld

Housing Services, 

and Information)

information, but wanted to know why the information isnt freely available on the website. The staff 

Housing Standards)

member said customers would need to speak to social services first  to be assessed  but 

 

Local Centre Central 
(2012 People - Adults & 

Other Service 

Complaint regarding reporting repairs that need to be carried out at Mr's home to both Abbey Hulton and  Partially 

31/01/2013 11:00 Neighbourhoods, Housing  Failure (Corporate, 

No

Hanley Local Centres.Please see attached

Upheld

Services, Landlord 

Service Failure)

Services, Local Centres)

Delay in 

Responsive Repairs (2012  completing request  Complaint regarding damp in Miss' ground floor flat. She has had a lot of workmen round who keep telling 

People - Adults & 

31/01/2013 11:21

for service 

her differentthings, she ahs a 13 week old baby and is not happy with their current living 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

arrangements.Please see attached.

Services, Kier)

Service Delay)

Gas & Electric (2012 

Gas servicing 

People - Adults & 

Complaint regarding themoul and damp that is in Ms' home, as well as the gas fire that is in the property  Partially 

31/01/2013 12:32

(Corporate, 

No

Neighbourhoods, Housing 

that does not work.Please see attached

Upheld

Service Failure)

Services, Kier)



[bookmark: 100]Homeslessness & 
Housing Advice (2012 

Standard of relet 

Complaint regarding being told before she signed for the house that she had to move in before any 

People - Adults & 

Partially 

31/01/2013 13:35

(Corporate, 

repairs could be done, and due to 

 having disabities she needs her bathroom facilitating to 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

her needs.Please see attached

Services, Landlord 
Services)

Decent homes 

PIT (2012 People - Adults  kitchen and 

& Neighbourhoods, 

bathroom 

 is complaining about the decision to repair his kitchen units rather than replace them - 

31/01/2013 14:41 Housing Services, 

Not Upheld

No

(Corporate, Policy,  please see attached.

Property & Investment 

Disagree with 

Team)

policy)

I have such a bad time with Kier as a whole as every time I log a repair it never happens. I have been in 
this property for 5 years and nothing has ever been satifactory. I have requested various jobs and none 

PIT (2012 People - Adults 

have been done and if they have been it has been a rediculous waiting time. It took 3 years for my drains 

& Neighbourhoods, 

Delayed repair 

to be cleared. I was told that I would be getting new radiators and then I have had a phonecall recently 

31/01/2013 17:09 Housing Services, 

(Corporate, 

Not Upheld

No

which is the first time I have been contacted about the radiators and then I was told that I was no longer 

Property & Investment 

Service Delay)

allowed to have my radiators changed. Also I am not happy due to the fact that my kitchen was arranged 

Team)

to be redecorated but It has never been done, and now they expect me to pull up all my carpets to allow 
them to do the work, when they should have done this 5 years ago.

Local Centre South (2012  Delayed/late 

People - Adults & 

response 

 is complaining about the lack of action re. a fence panel that was damaged by a member of 

01/02/2013 11:06 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

one of our gardening teams - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

Responsive Repairs (2012  Standard of 

That contractor which was Brendan ferns has been out to a repair on Tuesday 29th January 2013 and 

People - Adults & 

responsive repair 

01/02/2013 15:26

following the repair to a leaking pipe in the airing cupboard we had a leak from the repair he had put in in  Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

the bathroom and has caused damage to carpet tb/ca

Services, Kier)

Service Failure)



[bookmark: 101] has called to complain about the repairs section, in relation to a central heating installation 

that was due to be started today, 4-Feb. Holdcroft Heating have attended the property, and unable to 
carry out any work due to carpets being stuck down. 

 has spoken to the repairs section, and 

Incorrect 

found that when details were sent for the work to get the go ahead, she should have been informed by a 

Responsive Repairs (2012  Information Given  liaison officer to have the carpets and other items moved. The message stated heating needs replacing, 

People - Adults & 

Partially 

04/02/2013 13:54

(Corporate, 

rather than a full upgrade, so the message never got to the liaison team. Kier are now saying that they 

No

Neighbourhoods, Housing 

Upheld

Communication 

are waiting for a quote from a floor fitter, to get the carpet up. In the meantime the electrics had already 

Services, Kier)

and Information)

been cut to the exisiting boiler this morning, before Holdcroft attended, meaning she has no heating, and 
has a young child. The electrician has reattended and managed to connect one wire to get hot water 
working, but can't get the heating working. 

 and her child are now having to move in to a 

relation's property. MB/CA

Originally called to report "Tnt reporting that there is a damp patch on the ceiling in the bedroom water 
running down walls tnt thinks could be a pipe in loft" job ref 111822/1 attended on the 8th Nov diagnosis 
stated "no pipe work in the loft, roof needs looking at tb/rc" Kier attended again on the 9th Nov job ref 
111822/2 - diagnosis stated "loft insulation to eaves required" 

 called back to chase loft 

insulation install on the 23 Nov - note was added to above job ref stating "Email sent to PIT mail box 
about feed back from 

 attendance asking PIT to investigate and then call customer to update 

and raise attendance time and date. bw/call handler" Called back no the 3rd Dec as he hadn't had any 
call back informing him what is happening with the loft insulation, note on the 3rd Dec states "new email 
sent to PIT to get them to ring customer asap to resolve these ongoing issues with damp and mould 
growth. Insulation not done that was diagnosed as needed. bw/call handler. 

 still didn't recieve 

any calls back in regards to this and in the meantime the problem got much worse. Job ref 117691 logged 

PIT (2012 People - Adults 

by Paddy in PIT job description states, "Must attend Cllr Enquiry*.Check again for water ingress in 

& Neighbourhoods, 

Delayed repair 

loft,Tenant states roof leaking during heavy rain. Ring 

 when onsite. As agreed 

Partially 

04/02/2013 13:57 Housing Services, 

(Corporate, 

No

Paddy PIT team. Diagnosis from this states, "FIXED SCAFFOLD FOR REROOF". Various notes on this 

Upheld

Property & Investment 

Service Delay)

job asking for updates but noone has been in touch with 

. He is very unhappy now as he has a 

Team)

1 week old baby and his young son has had to take antibiotics twice due to the severe damp and mould 
in the property. They are living down stairs and he is stating that the property is unhabitable. His familys 
belongings are being damaged due to the mould. New pushchair for baby cannot be used due to it being 
covered in mould. 

 is not happy that this has been going on since the begining of November 

and he states that it was mis-diagnosed by 

 as condensation in the property. The loft insulation 

was never installed and now the whole roof needs renewing. If it would have been diagnosed correctly in 
the begining and a repair to the roof carried out it would be nowhere near as bad as it now. He is also 
unhappy that he has had to keep calling up to chase and the repairs call handling team have sent 
repeated emails to PIT but he hasn't had any calls back. Councillor Knapper has been involved in this but 
nothing has been done since his involvement. He is contacting CllR Knapper to advise of the situation 
and of this corporate complaint ks/ repairs team leader



[bookmark: 102]I am really disgusted with the service you provide. The fire place in my house has been broken for 
months and Kier employees did not do anything to fix it apart from disconnecting it and taking off the wall 

Responsive Repairs (2012  Missed 

and leaving it on the floor in pieces. Today they were meant to fix the fire place, I have been told that you 

People - Adults & 

appointment 

04/02/2013 18:56

would come between 8am-12pm because you knew that the house would be empty past 12pm. the Kier 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

employees were parked up outside my house since 8am till 9am doing nothing apart from sitting in the 

Services, Kier)

Service Delay)

car, didn't even knock on. Then left. Then came back again at 5 to 12pm and left a note that they came 
but no one was present, even though they been told that no one would be in at that time.

 was given the keys to a bungalow at above address (giving up a three bedroom house) on 31st 

January 2013 and was to give her keys up by the 4th February, which only gave us less than a week to 
move her.  The problem we are having is that the central heating was yet to be uncapped so I rang the 
Blurton office to ask when this could be done.  After telling them my mother was elderly they arranged for 
it to be done Friday 1st and yes an engineer came out but I was told that he could not do it as the system 
needed filling! I rang the office again and told them and they said that a plumber would be out the same 
day.  I waited at the property and no-one came. Saturday 2nd I rang the emergency number and told 
them what had happened and could they get it sorted out but I was told it wasn't an emergency but they 

Responsive Repairs (2012  Delayed repair 

offered her 2 electric heaters.So 

 

 had to wait with no central heating or hot water all over the 

People - Adults & 

Partially 

04/02/2013 20:58

(Corporate, 

weekend.  First thing Monday 4th she rang the office again to get the problem resolved and was told a 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

plumber would be there by 10am.  10am came and went still no-one came so she had to hand the keys to 

Services, Kier)

the old property back in at Blurton council office and reported it again!!!!!  By around 1.30pm finally a 
plumber did come out to her and told her that there was water in the system and now she would have to 
wait until 7th February until the gas could be uncapped and also he found the the toilet wasn't flushing 
correctly and the radiator in the bathroom was leaking and needed a new one (this is brand new central 
heating and radiators that have been put into the bungalow) I just find it quite disgusting that she can be 
let in a property with no hot water and heating for over a week and other jobs that they have done like 
putting 3 new interior doors with big gaps under them are just shoddy workmanship, it seems to me now 
they have got her out of a three bedroomed house that they don't care.

Daughter is calling for her Mum. The bay window felting is rotting, the house is 60 yrs old the felt has not 

PIT (2012 People - Adults  Disagree with 

been done since then. I called Kier to come and see to the felting over the door.  The man who came for 

& Neighbourhoods, 

decision 

the door said no way you will get your felt seen to because it has to be damaged from the inside.  They 

05/02/2013 14:10 Housing Services, 

Not Upheld

No

(Corporate, 

stood on the floor and looked up and he hadn't got anything with him. The Kier men have stated that 

Property & Investment 

Service Failure)

nothing will be done until the damage comes through into the house. The comments made by the 

Team)

workmen from Kier were unacceptable.



[bookmark: 103]A Kier man was in the Ford transit van and he deliberately splashed me with the puddle. I was on the kerb 

Responsive Repairs (2012  Reckless Driving 

at the corner of Bowman Grove and Comberbach Road (ST6 6TL) it was an unprovoked attack on me as 

People - Adults & 

(Corporate, 

05/02/2013 16:26

I was kneeling on the ground. I could not see the guys face as he drove down the road waving his hand 

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

out of the window which shows me it was deliberate. This happened on the 05/02/2013 at 16.15. It is not 

Services, Kier)

officer)

accpetable for council workers to do this especially as it was so blatent. AC/CC

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

 are complaining that they have been charged for the replacement of the front door block 

decision 

06/02/2013 13:11 Housing Services, 

at their property, and they are also querying why it needed to be replaced at all if there was nothing wrong  Not Upheld

No

(Corporate, 

Property & Investment 

with it - please see attached.

Service Failure)

Team)

Local Centre North (2012  Attitude 

People - Adults & 

(Corporate, 

 is complaining about telephone calls from housing officer 

 - please see 

06/02/2013 16:45 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

attached.

Services, Landlord 

officer)

Services, Local Centres)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

06/02/2013 17:53

 is complaining about a note left on her door by Kier workmen - please see attached.

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 
Services, Kier)

officer)

PIT (2012 People - Adults  Attitude 

& Neighbourhoods, 

(Corporate, 

 is complaining about the lack of action regarding damp in her property and about the 

07/02/2013 09:38 Housing Services, 

Not Upheld

No

Conduct of an 

conduct of repair line operator, 

 - please see attached.

Property & Investment 

officer)

Team)



[bookmark: 104]Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

07/02/2013 09:58 Housing Services, 

shared boundary fence between

Not Upheld

No

policy, Scope of 

Property & Investment 

Service (Repairs 

Team)

Policy))

Windows 

PIT (2012 People - Adults 

Reference R125517/1 + 2.  Joiner has checked window to my daughters bedroom as the side opener has 

(Corporate, Policy, 

& Neighbourhoods, 

condensation between panes and is steaming up inside. Rest of window is ok. Joiner reports that that 

Disagree with 

07/02/2013 10:01 Housing Services, 

window is outside scope of service and will not be repaired which i deem to be unacceptable considering  Upheld

No

policy, Scope of 

Property & Investment 

the amount of damp in upstairs of property. I am concerned that there is a failure to this window in my 

Service (Repairs 

Team)

babies bedroom and could be wasting a lot of heat.  atr/callhandler.

Policy))

At the rear of my mum's property there is an original concrete dividing fence, its made up of individual 
pillars and over 60% of the pillars have become rotten at the base and have fallen forward to where my 
mum would walk or where she has access to.  There's a path that is adjacent to the dividing fence and 
the path itself is not only uneven it is also out of line.  Thats also the same for the circulation area where 
my mum's bin is or where she would gain access to the outhouse, things like that.  As a result mum was 
moving the bin on Thursday last week and she has tripped over a concrete pillar which had fallen onto the 
path, lost control of the bin and as a result fractured her skull.  She was unconcsious outside for about 

PIT (2012 People - Adults 

half an hour, and that was an assessment made by the paramedics who arrived on site, based on the 

Disagree with 

& Neighbourhoods, 

blood loss.  In their view, the back way, including the view of the social worker, 

, and also 

decision 

07/02/2013 12:00 Housing Services, 

 who is from 

.  Their view is that the whole episode could have been  Not Upheld

No

(Corporate, 

Property & Investment 

avoided.  And they have actually placed a safeguarding complaint in with Stoke on Trent City Council.  

Service Failure)

Team)

Having spoken to Kier they are saying that they are under instruction from the council to spend no money 
for items such as this.  From my point of view it is essential that this work is carried out before my mum 
returns home, with regards to the paving area and the steps.  The problem was reported on 3 prior 
separate occasions - an inspector came out and agreed that the work needed to be done but couldn't tell 
us when.  It was an accident waiting to happen and now its happened.  My mum is 83 and is now in 
intensive care at UHNS and will be moved to a high dependency unit today and will probably for the next 
3 or 4 weeks.  This has affected my mum's state of mind now as she has been so shocked by the fall, 
she feels that it could have been avoided and so do I.    wb/ca



[bookmark: 105]Job reference - 125475 - 

 isn't happy as she has been waiting 2 days for a tradesman to 

Responsive Repairs (2012  Delayed repair 

attend to the property. No one has still attended. 

 isn't happy with the service as she was 

People - Adults & 

07/02/2013 14:41

(Corporate, 

told that all the tiles would not be replaced and this has been changed to all the tiles and this still hasn't 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

been attended to. 

 has been without tiles on the kitchen wall since September 2012. jd/call 

Services, Kier)

handler

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is complaining about Kier's decision not to install a shower at her property (even if she 

08/02/2013 10:08 Housing Services, 

Not Upheld

No

(Corporate, 

purchases it herself) - please see attached.  The other issues are being dealt with separately.

Property & Investment 

Service Failure)

Team)

I wanted to have Sky installed at my property on the 22/01/13.  When the workmen from Sky came to the 

PIT (2012 People - Adults 

property he could not install the internet as the Sky feed that has been put into each property (square plug 

& Neighbourhoods, 

Delayed repair 

on the wall) was not working. I then rang the Tunstall office that day to ask what the problem was and for 

08/02/2013 13:27 Housing Services, 

(Corporate, 

this to be resolved. 

 said that he would find out who was resposible for this and get back to me. I 

Not Upheld

No

Property & Investment 

Service Delay)

had no reply so I rang him 5 times over the space of the next week. I still haven't recieved a reply or the 

Team)

problem has not been repaired. I have now lost the installation fee with Sky and also had to invest in a 
dongle as I need to use the internet. DM/CA

Responsive Repairs (2012  Delayed repair 

In connection with 

 Newstead.  Mother and Father in their 70's left for a week with 

People - Adults & 

10/02/2013 11:39

(Corporate, 

no heating and only left 1 temp heater, advises we will send 2 more heaters and on screen advises 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

heating renewal will take place 11.02.2013

Services, Kier)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is complaining about the damp and mould in his father's (

) council property -  Partially 

11/02/2013 Housing Services, 

No

(Corporate, 

.Please see attached letter.

Upheld

Property & Investment 

Service Failure)

Team)

Since I have brought my property I have paid to have a private drive put in to allow my children to play 

Responsive Repairs (2012  Swearing 

safely away from cars. The Kier man who lives 2 doors down from me decides that he wants to use my 

People - Adults & 

(Corporate, 

11/02/2013 10:04

drive as a turning point for his Kier van. On Friday I was behind his van whilst he was on my drive. He 

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

then gestured to me to go around 

 and swore at me.  I wouldn't mind but I had all of my children 

Services, Kier)

officer)

in the car, and they all heard the swear word and now they are trying to copy what he is saying.



[bookmark: 106]PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

Complaint regarding receiving a new wall in 

 front garden and the possibility of having a radiator 

11/02/2013 10:07 Housing Services, 

Not Upheld

No

(Corporate, Policy) in her downstairs toilet.Please see attached

Property & Investment 
Team)

Programmed Maintenance  Other Service 

Complaint regarding scaffolding being put up at neigbouring property 

, blocking 

 

(2012 People - Adults & 

Partially 

11/02/2013 10:21

Failure (Corporate, 

 digital SKY dish as well as the job of not being able to get through to council staff easily.Please 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

see attached

Services, Kier)

Gas & Electric (2012 

Gas servicing 

People - Adults & 

11/02/2013 11:05

(Corporate, 

 is not happy due to her Bungalow being cold and repairs are refusing to help.

Upheld

No

Neighbourhoods, Housing  Service Failure)

Services, Kier)

Front and back doors installed approx 4 months ago the lock installed means that a key is not needed 
from inside to open the rear door.Customer has young child and was concerned about safety when his 

Responsive Repairs (2012 

wife queried with the workman he was told this was the only door lock that they could have. Since then 

People - Adults & 

Other Policy 

friend in a council property has had door installed where the lock does have a key inside to secure the 

11/02/2013 13:34

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) door.Customer has queried with repairs and was told he cannot have a different door lock.Was told he 
Services, Kier)

had to have what had been offered though he feels that clearly there is another type of lock available. His 
friends do not have young children and have not got the same security issue. He was advised when he 
rang repairs that he had to look after his own children -ip/ca

Fencing and gates 

Responsive Repairs (2012  (Corporate, Policy,  Removed old fence and replaced, they have not put concrete posts or concrete bottom  in have just put 
People - Adults & 

Disagree with 

fence up about 4 weeks ago and already fence having  local centre said that it was not done correctly and  Partially 

11/02/2013 14:37

No

Neighbourhoods, Housing  policy, Scope of 

advised to put corporate complaint in as not up to standard. Also they cut wire leading to lights customer  Upheld

Services, Kier)

Service (Repairs 

put in and have just sellotaped it up they work but customer feels it is unsafe.-ip/ca

Policy))

Incorrect 

Responsive Repairs (2012  Information Input 

People - Adults & 

 is complaining about an incorrect report made by one of our Kier operatives - please see 

12/02/2013 10:35

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

attached.

Communication 

Services, Kier)

and Information)



[bookmark: 107]PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

 is raising several issues - the damp problem in his property which he believes is affecting his 

decision 

12/02/2013 11:22 Housing Services, 

son's health, the refusal of the council to rehouse him into a more suitable property and the lack of 

Not Upheld

No

(Corporate, 

Property & Investment 

heating in his property.

Service Failure)

Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

Complaint regarding a cavity wall in 

 home, and it leaves the property really cold.Please see 

14/02/2013 10:19 Housing Services, 

Failure (Corporate, 

Not Upheld

No

attached:

Property & Investment 

Service Failure)

Team)

I tried to explain my situation to 

 and she was very rude to me, she kept interupting me and would 

not let me explain myself about the fact that I do not have the money to pauy ofr the 0845 number and 
she suggested that I did I just didnt want to spend it. I need to speak to reapirs about my heating and I 
have no other way of contacting them and so i  tried to speak to 

 to get her to put me through that 

way so I can not get out the house to go to local centre and I dont have access to the internet to email 
them. I am currently suffering from a severe chest infection and I so I can not get out of the house I tried 
to explain the fact that the act;  trading standards 1979 local goverment act 2003 disability discrimination 
act 2010 relate to my case and I believe that the council staff are not aware of these acts and it is by law 
a neccesary for the council to allow a free service to everybody but this is not the case as people without 
the ability to get out of the house and people who do not have internet are excluded. I have asked on 
numerous occasions for someone to call the repairs on my behalf asking them to call me so I can relay 
my repair. This has not happened and so this is restricting me of basic rights as I have no heating. 

Repairs Phone Team 

Attitude 

Unfortunately I had to go up the chain to speak to people to try and articulate my understanding and 

(2012 People - Adults & 

(Corporate, 

request when trying to speak to 

 I was informed by her subordinate 

 I will be expecting a call 

14/02/2013 13:35 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

within 30 minutes, this did not happen. Wehn I finally got through to 

 she said that she did call, when 

Services, Property & 

officer)

reminded she didnt she can very aggressive and dimissive. As a consumer of the service form stoke on 

Investment Team)

trent city council I am allowed to have a repair. when I attempted to tell her I was a vunerable adult and 
that i needed heating. I was accused of saving money, this is not the case as I have contacted the repairs 
team befopre over numerous occasions and so I normally m capable of contacting them. I am also fully 
aware that on previous occasions when I have not had mioney they have put me through. So clearly there 
is some kind of failure within the operation service with this situation, i find this gravely offensive that 
someone can speculate what my intentions could, I find it offensive thart someone can accuse me of 
saving money when I have non e at all and under the latest the legal battle that is going through the 
supreme court of great britain and northen island in 2014 the whole legality to whole of the 0845 numbers 
to be used in local council. I have not done anything unreasonable to this person. I have no other way 
expect this legal right that i am trying to exercise. When I tried to speak to 

 supervisor she tried 

everything to keep me from speaking to him, pretending he was not at work today and that I could nto 
speak to him.



[bookmark: 108]Delay in 

Responsive Repairs (2012 

 called to report mould in all his property, job logged ref 126989. A tradesman has been out 

completing request 

People - Adults & 

today and said there is nothing he can do and the cavity insulation needs removing. He went to the local 

14/02/2013 16:46

for service 

Not Upheld

No

Neighbourhoods, Housing 

cebtre and arranged for a supervisor to come out this afternoon. No one has been out and he is not 

(Corporate, 

Services, Kier)

happy as this is an ongoing issue which has been reported 4 or 5 times over the past 2 years mw ch

Service Delay)

Complaint reference job 126730, 

 the reason I am putting this complaint in as the tradesman 

attended to my property today 15/02/13. Attended at 11am, when the appointment should have been 
attended to at 10am. The tradesmans knocked on the door and asked me if this is the wall, I have logged 

Delay in 

the repair for. 

 confirmed that it was the front wall and the rear and front steps.

 

Responsive Repairs (2012  completing request  was getting ready to go to the civic centre, during this time the tradesman knocked the wall down. 

People - Adults & 

Partially 

15/02/2013 16:27

for service 

Tradesman knocked on and asked if they could leave the bricks on the front lawn, which is what has been 

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

done.

 left the property at 13.15, tradesman had already left. I assumed that the tradesman 

Services, Kier)

Service Delay)

had left for dinner. I come back to my property at 3.50pm and there was no tradesman at the property. 
There has been no work carried out since I left the property at 13.15pm. Not happy as to what the 
tradesman have been doing at my property since 13.15pm to 15.30pm. 

 doesn't believe this 

repair should take 2 kier tradesman, nearly 2 days to carry out the repair  - jd/call handler

 is 

 father who has taken on a tenancy at 

 

Local Centre Central 

Delay in 

 08/02/2013. 

 went and looked at the property and there were a few jobs but nothing 

(2012 People - Adults & 

completing request  stopping from living in the property and was advised that these would be done if  

 rang and reported 

15/02/2013 16:31 Neighbourhoods, Housing  for service 

them. British Gas came out 13/02/2013 and they turned the gas on and then the City Council came out 

Upheld

No

Services, Landlord 

(Corporate, 

on 14/02/2013 but the boiler was not safe and then they are due to come out on the 18/02/2013 to do the 

Services, Local Centres)

Service Delay)

job on the boiler, but with 

 having 2 children under 2 unable to move in the property and now will 

need to pay full rent until benefit is in place nllowe soc ext 2647.



[bookmark: 109]This feedback is in the form of a formal complaint, action is requested to resolve situation. 

 

.There was an exchange of property, from a 2 

Relets and Voids (2012 

Standard of 

bed house, to a bungalow. Requested was a boiler to be situated in a place of safety inside premises, 

People - Adults & 

programmed work 

17/02/2013 12:03

which was not adhered to, tenant has had a brain haemmorage, so obstacles need to be as few as 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

possible, boiler has been put in a place that is extremely inconvenient to tenant, as to cause harm, this 

Services, Kier)

Service Failure)

needs to be resolved as request was made before tenancy commenced, but request not adhered to, 
boiler needs to be re-located to a safer place.

Local Centre South (2012  Attitude 

People - Adults & 

(Corporate, 

 is complaining about the conduct of one of our housing officers, 

 - please see 

18/02/2013 17:10 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

attached.

Services, Landlord 

officer)

Services, Local Centres)

Fencing and gates 

Local Centre Central 

(Corporate, Policy, 

(2012 People - Adults & 

Disagree with 

regarding when it rains next doors garden floors into 

, 

 believes this is since they 

19/02/2013 Neighbourhoods, Housing 

Not Upheld

No

policy, Scope of 

have changed their fence.Please see attached

Services, Landlord 

Service (Repairs 

Services, Local Centres)

Policy))

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

19/02/2013 Housing Services, 

Failure (Corporate,  complaint regarding the condition of 

 home.Please see attached

Not Upheld

No

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012 

On Tuesday 12/02/13 a scaffold was erected around the four pack flats that we live in.  This was to effect 

Delayed repair 

People - Adults & 

a repair to the roof of my above neighbour at no 

, this scaffold has interrupted my Sky TV signal, I 

19/02/2013 10:29

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

have been unable to watch my TV service, this has cost me £2.41 per day for a service I am unable to 

Service Delay)

Services, Kier)

receive.  This matter is still ongoing as the repair has not been completed.

Local Centre North (2012 
People - Adults & 

Other service 

Complaint regarding rent that has been paid to the housing office for renting a garage, and Miss is 

19/02/2013 19:57 Neighbourhoods, Housing  delay (Corporate, 

unhappy that she has been unable t use her garage since August 2012 and would like a refund.Please 

Not Upheld

No

Services, Landlord 

Service Delay)

see attached

Services, Local Centres)



[bookmark: 110]Local Centre South (2012  Behaviour 

People - Adults & 

(Corporate, 

 is complaining about the conduct of two of our NIOs, 

 

20/02/2013 14:52 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

 - please see attached.

Services, Landlord 

officer)

Services, Local Centres)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is complaining about the lack of action about the coldness of his flat.  He is also requesting a 

20/02/2013 15:12 Housing Services, 

Not Upheld

No

(Corporate, 

house move to a bungalow - please see attached.

Property & Investment 

Service Failure)

Team)

Local Centre Central 

Attitude 

(2012 People - Adults & 

(Corporate, 

 is complaining about the behaviour of one of our housing officers, 

 - please see 

Partially 

21/02/2013 08:47 Neighbourhoods, Housing 

No

Conduct of an 

attached.

Upheld

Services, Landlord 

officer)

Services, Local Centres)

Programmed Maintenance  Standard of 

Kier came out and didnt complete the work that was requested. Kier didnt provide paperwork to show 

(2012 People - Adults & 

programmed work 

21/02/2013 11:00

they had attended and for me to sign. Forms have been seen that Kier hold, and my signature has been 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

forged.

Services, Kier)

Service Failure)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

Screed damaged to kitchen floor (4 sq m), told will patch repair. Is requesting re-screed to whole floor as 

21/02/2013 14:44 Housing Services, 

Not Upheld

No

(Corporate, 

has brain tumour, unsteady on feet and is concerned re differing floor levels (allbeit very slight)

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

 complaining about missed appointments in connection with the damp and mould problem in 

22/02/2013 09:56

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

his property - please see attached.

Services, Kier)

Service Delay)



[bookmark: 111]Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

 is not happy about the repair that has been done to the fencing to the property,they have not 

22/02/2013 14:25 Housing Services, 

Not Upheld

No

policy, Scope of 

done all the fencing that needs doing, fencing does not stop his dogs getting out

Property & Investment 

Service (Repairs 

Team)

Policy))

 

 call up on Friday the 15th between 1 -2PM about the problem with the boiler. The plumber 

Responsive Repairs (2012  Delayed repair 

came out but could not fix the fault that day and logged a job for Monday morning. He didn’t say that he 

People - Adults & 

25/02/2013 08:43

(Corporate, 

didn’t have the part or gave a reason to why he couldn’t fix it that day. He logged a job for someone else 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

to return on Monday morning after 9.30 but there was no explanation to why he couldn’t fix it that day.  

Services, Kier)

This is an on-going issue with the boiler.

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is complaining about damage caused to his step, gate and fence during work carried out recently  Partially 

25/02/2013 11:59

No

Neighbourhoods, Housing  (Corporate, 

at their property - please see attached.

Upheld

Services, Kier)

Service Failure)

Homeslessness & 

Has been sent letter regarding bond guarantee scheme from the housing solution team, from name 

 

Housing Advice (2012 

Waiting time on 

. Was struggling with the info on the letter so phoned the number stated which is 

People - Adults & 

the telephone 

25/02/2013 16:30

233402 - and it was for a school or college. In addition to this he has phoned the council switchboard 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

number today, after waiting for approx 10 mins he got through to someone, but the line was hung up. He 

Services, Landlord 

Service Delay)

then had to wait a further 10 min to speak to someone again to log this complaint. MB/CA

Services)

I am making a complaint due to the issue I was moved in to my new house in September, and I had 
condensation between my windows which I have been informed its a broken seal and need to be replace 

PIT (2012 People - Adults 

as it lets heat out, I have asked for if to be fixed as I have a 1 year old son and have to keep warm as of 

Disagree with 

& Neighbourhoods, 

the cold weather. I was told that you do not fix windows even though it is down to you as you are classed 

decision 

26/02/2013 11:15 Housing Services, 

as my land lord.  I myself cannot afford to replace the window or keep putting gas and electric in to keep 

Not Upheld

No

(Corporate, 

Property & Investment 

my living room warm for my son. my reason for this is I have just recently lost my job and finding it hard to 

Service Failure)

Team)

get one. Even if I had a job I don't see why it should be down to me to fix a window that I didn't not break 
and I moved in with the window like this, if the seal was broken I assume it should have been sorted when 
I moved in for my son more than me as I do not wish for him to get ill because of being cold. Thank you.



[bookmark: 112]Customer contacted the repairs line on Monday morning as his chimney stack had fallen off the property . 

PIT (2012 People - Adults  Delay in 

An operative went out on Monday afternoon and switched off his gas fire.

 was advised that 

& Neighbourhoods, 

completing request  scaffolding would need to erected and this could take up to 45 days.He states that he can not afford to 

26/02/2013 12:10 Housing Services, 

for service 

put his heating on and his gas fire is the only source of heating he can affordHe stated that it had cost 

Not Upheld

No

Property & Investment 

(Corporate, 

him £7 in phone calls to report the issue.He requires an update as to what is happening with the chimney 

Team)

Service Delay)

and requests that the repair is carried out immediatleyHe states that tyhere was no need to switch the fire 
off why has this been condemned ?

I am complaing about a Kier operartive who attended last friday to carry out a repair.  He wanted to 
silicone the toilet cistern lid, I said no don't want you to do that.  He went to his van and never returned to 
complete the job.  I then kept ringing to see what has happened, I think it was very rude of him just to 
drive off without letting me know what he is going to do. The job still hasn't been done, and I don't know if 

Responsive Repairs (2012  Delayed repair 

or when they will repair the cistern, he has offered to silicone seal the cistern to the wall, I dont want him 

People - Adults & 

26/02/2013 12:42

(Corporate, 

to do that because it will ruin my wallpaper, costing me more money. I have spoken to the supplier and 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

they don't have the screw to fix it properly.  Responsive repairs have infomed me that because the toilet is 

Services, Kier)

working properly they wont fix it at all.If I can do simple jobs myself, then why can't your tradesmen from 
Kier use their initiative   and make a decision to repair.  The way the cistern is at the moment my children 
can get into it.  I was told on Friday that a supervisor will call me, but today I've been told that a manager 
has not authorised the visit by the supervisor.

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

Tenant has major problems with mould and damp in the property and despite several inspection no 

26/02/2013 15:03 Housing Services, 

(Corporate, 

Not Upheld

No

solution has been found. Two missed appointments for bricklayer to complete work at the property.

Property & Investment 

Service Delay)

Team)

The properties in Caroline Street are having kitchen replacements done at the moment and the 
contractors are parking in the residents only parking bays causing the residents to have nowhere to park.  
He approached an inspector yesterday to ask them to move and he said that they were there because it 

Inconsiderate 

was difficult for them to unload if they parked further away.  The inspector said he would ask them to 

Responsive Repairs (2012  parking 

move but he didn't.  

 is registered disabled and yesterday he had to wait 20 minutes for a 

People - Adults & 

Partially 

26/02/2013 15:09

(Corporate, 

space to come free to park his car because 3 Vans were blocking spaces.  He says if this continues he 

No

Neighbourhoods, Housing 

Upheld

Conduct of an 

will park his car behind the vans and refuse to move.  He says he knows the area has double yellow lines 

Services, Kier)

officer)

but the gas board park there to do work so must have a contract with the council not to get tickets so why 
cant the councils own contractors have the same arrangement.  Currently there are 2 Broadoak Vans 
present reg FJ07 FRP & MT07 HFX.  He says he suffers a personality disorder and the way he feels at 
the moment he could get violent with them.



[bookmark: 113]PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is unhappy with the decision not to allow him a multi-fueld/wood burner under a tenant's private 

26/02/2013 17:08 Housing Services, 

Not Upheld

yes

(Corporate, 

works application - please see attached.

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about the length of time it is taking to get her bathroom replaced - please see 

27/02/2013 13:47

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

attached.

Service Delay)

Services, Kier)

Kier men came to fix my chimney, they came Tuesday morning and when I came home from work at 7pm 

Responsive Repairs (2012  Behaviour 

slabs were broken, rubbish all over the garden and it is digusting. Called repairs last night to complain 

People - Adults & 

(Corporate, 

Partially 

27/02/2013 16:36

and they said that someone would ring me back but no-one has. Since I have come home from work 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

today and seen it in daylight it is actually much worse than I first thought. I am a self employed builder 

Services, Kier)

officer)

and if I left any job in this state I would be sacked. AC/CA

The customer has advised that she has a job ‘planned’ for her garden as it gets waterlogged all the time. 

PIT (2012 People - Adults 

The customer advised that ditches are supposed to be dug to help prevent the waterlogging and also her 

& Neighbourhoods, 

Delayed repair 

drive should be done too. The customer advised that she has been told by Kier that this would be done.I 

01/03/2013 11:55 Housing Services, 

(Corporate, 

Not Upheld

No

have been unable to find any repair on the system or on any planned job spreadsheets and I have also 

Property & Investment 

Service Delay)

contacted the Property Investment Team and they have advised that the job will not now be done as it is 

Team)

not in the scope of service - ca/kp



[bookmark: 114]This morning there was an inspection on a property that I own in Northwood.  An enforcement notice has 
been served on it and we have appealed the enforcement notice.  So today the tribunal wanted to inspect 
the property and I met with the members of the tribunal and 2 officers from the council, 

 

and 

, from the Housing Standards team.  The inspection couldn't go ahead as we couldn't 

get access to the property.  There was an informal meeting in the back yard of the property, which was far 
from ideal, and the members of the tribunal said 'how is this going to be resolved - perhaps you should 
have a discussion'  They said that they couldn't add any more as they couldn't get into the property and 
they left.  So myself and 

 and 

 stood at the end of the entry and had a discussion about it.  I 

will admit that we are not on good terms and I was coming at it from a negative point of view because of a 
previous conversation with 

 - he had been very dismissive.  Also in the appeal he had put 

things like a character assassination and said some things that weren't true, so I did have a negative 

Environmental Health 

Attitude 

point of view.  During the conversation I felt very intimidated and threatened.  They didn't say threatening 

(2012 People - Adults & 

(Corporate, 

things but being on my own I did feel threatened.  

 in particular was quite intimidating and I couldn't 

01/03/2013 13:33 Neighbourhoods, Housing 

Not Upheld

yes

Conduct of an 

believe the way that I was being spoken to, in the street, on my own, by a council employee.  I was saying 

Services, Housing 

officer)

that it was unfair as we have addressed the issues in the notice and he was shouting 'No you haven't'.  I 

Standards)

felt I was being ganged up on and bullied.  In the end 

 said you can always ring me but I 

said that I would not speak to him again and it would be dealt with through correspondence.  I felt that it 
was very unprofessional and that they seemed like they weren't representing an official body. 

 was 

scruffily dressed and quite yob like, he looked like a builder, and didn't speak like a council official.  He 
had a very different attitude towards me once the tribunal members left, and became very aggressive, 
and his whole body language was intimidating.  I feel that the reason I was dealt with like this was 
because I have appealed and that it's a bit of a vendetta.  I feel that they have tried to hide behind 
legislation and haven't used any common sense in their attitude towards me.  

 was rolling his eyes 

at me and saying if you don't do what we have said in the enforcement then we will fine you and take you 
to court.  We've never said that we wouldn't do anything, and they are just hiding behind the rules and not 
using any common sense.wb/ca

 finds it unacceptable to have spent the whole of winter, without a gas fire in place. 

This was isolated on Annual Gas safety check around the 10/10/12. 

 first contacted repairs on 

the 25/10/12. 

 was told that the email she had sent had been passed to 

 to 

deal with. The email contained a mobile number and house telephone number for 

 to 

Responsive Repairs (2012  Delayed repair 

call

. No Call was ever received.19/02/13 - Email was sent again chasing for a call from the 

People - Adults & 

01/03/2013 14:53

(Corporate, 

annual gas safety team. This was a formal request to be contacted in 7 days. In failure to do so a formal 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

complaint would be lodged. A email was send back to 

 from the repairs team, stating that they 

Services, Kier)

had contacted 

. If nothing was heard by friday 22/02/13 to contact us back. 

 

has answering services on both contact numbers and no messages were ever left. 

 isn't happy 

as no one seems to be getting back in contact and so this formal complaint has had to be processed. If 
the matter isnt resolved it will be taken further  jd/call handler



[bookmark: 115]Local Centre Central 
(2012 People - Adults & 

Grass and hedge 

 is complaining on behalf of her mother, 

, of 

 

04/03/2013 12:02 Neighbourhoods, Housing  cutting (Corporate, 

.The complaint is in connection with the poor condition that 

 garden has 

Not Upheld

No

Services, Landlord 

Service Failure)

been left in following work carried out by P M Training - please see attached email.

Services, Local Centres)

I moved out of my council home on January 14th 2012.  I had met with the council tenancy team and 
arranged for the termination.  At these meetings as it happened quite quickly, I signed the tenancy 
termination agreement but never received my copy in the post which I have been told states to have the 
remaining keys in by 12pm on the Monday. I spoke to the various members of the team and was under 
the impression I had until the end of the day. If I had received my termination agreement I would have 

Local Centre South (2012  Other 

seen that the time was 12pm latest and not arranged to have all my rubbish etc collected before I 

People - Adults & 

communication 

dropped the keys off. I have spoken with the recovery team and they are suprised I am being billed for the 

04/03/2013 12:47 Neighbourhoods, Housing  (Corporate, 

full week when housing were and did have access to the house from the Tuesday morning.  I understand  Not Upheld

No

Services, Landlord 

Communication 

that this is frustrating but I am a single mum living in a privately rented home now which is very expensive 

Services, Local Centres)

and Information)

and I am struggling to make ends meet and this extra outgoing amount is going to be difficult.  I also 
understand that there was a time on the tenancy termination agreement.  However as I did not receive 
this through the post I was unable to check all details and I was just wrong to think the key had to be in at 
the end of the day.  I am very willing to pay for the Monday as the house was not accessible but as the 
key had been returned that evening I would appreciate a little help as I was, as I stated, confused about 
the times.

Local Centre North (2012  Delayed/late 

People - Adults & 

response 

 is complaining about the lack of action regarding reports of dog urine leaking into his flat from 

05/03/2013 09:37 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

the flat above - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)



[bookmark: 116]Made a complaint on Wednesday 27th February 2013, and then I had to phone you again explain it all 
over again, on Thursday and then on Friday 1st March I was given  reference number 204241.To date we 
have received no feedback or been told what is happening, a separate complaint is being dealt with by 
the environmental crime unit reference number 4639072, and this department seem to be doing 
something as we have already received a letter from this small department. I am now very fed up with the 
service I am receiving from this council. I now require a written reply as to your action plan regarding the 
poorly maintained caravan parked in Pinfold Avenue, with a vehicle registration that does not belong to 
any vehicle in the street. Your tenants we think have park this caravan to cause anti social behaviour and 
a nuisance to neighbours, other road users and us. The parking area is only lined with dotted white lines 
so normal road rules apply, e.g. vehicles must be insured and not being lived in, as it appears to be, as 
the curtains and top vent are opened and closed regularly, a bottle of soap/gel on what appears to be the 
sink, waste water under the caravan. Your tenants’ behaviour is in direct contravention to the tenant’s 
handbook, which is available for all to see on the internet. Since you have moved this tenant in, we have 
been subjected to anti social behaviour and when we phone to complain you do nothing, and you never 
give us feedback in writing. When we phone, we are given the runabout, being passed from department 
to department. This is our last attempt to get you to do something about this tenant before we put in a 
formal complaint, and take all steps to see this through to the local government complaint. We have 

Local Centre North (2012  Delayed/late 

informed you on more than one occasion that there appears to be a scrap metal business running from 

People - Adults & 

response 

the property. In January, your tenants threatened my partners’ mother in front of our young child. We are 

05/03/2013 21:40 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

still waiting for feedback and what action you have taken against your tenants. Your tenants and their 

Services, Landlord 

Service Delay)

visitor/relations have abused us verbally on more than one occasion, which you have been made aware 

Services, Local Centres)

of, but still you do nothing. It seems to us that your tenants tell you what to do and you do it, with no 
thought to other people. My partner is registered disabled and we need to be able to park close to our 
home, as this latest incident has caused a health problem for her, her underlined condition has taken a 
turn for the worse, and she is very stressed and not sleeping well. Our son is still upset regarding the 
January problems. We understand that your tenants get a nice little chat in the home, while we were 
requested to attend the local office concerning a barking dog in December 2012, when our much-loved 
dog had to be put to sleep in August 2012, and could not have been barking, as he was dead. Even this 
we had to keep repeating ourselves to get this sorted out. It seems to us that you do nothing to help 
private people. We will now be making a formal complaint in writing regarding your handling of our 
complaint in January. I still reserve my rights to make additional formal complaint regarding this latest 
incident should it not be dealt with speedily and the caravan removed ASAP. We have asked and have 
still not received all bylaws and convents for our street. To be kept informed in writing of who, what and 
when all our previous complaints are being dealt with and the outcomes.Bylaws and Convents for Pinfold 
Avenue

Responsive Repairs (2012  Missed 

During central heating upgrade 

 has twice needed to speak with Phoenix but they have 

People - Adults & 

appointment 

Partially 

06/03/2013 10:59

not returned the calls.  Two appointments missed after taking time off work. Work not finished but 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

furniture stored away and unable to restore to order.

Services, Kier)

Service Delay)



[bookmark: 117]PIT (2012 People - Adults 

 has been reporting a damp problem to Kier since September 2011 when she moved in. 

Standard of 

& Neighbourhoods, 

They have been out several times but only painted over the damp and the problem continues. 

 

responsive repair 

06/03/2013 11:29 Housing Services, 

 has a son who is 17 months old who suffers with chest/breathing problems. 

 thought  Not Upheld

No

(Corporate, 

Property & Investment 

the problem was down to her cat, so she got rid of her cat, but now finds it is due to the damp at the 

Service Failure)

Team)

property. The house is not very warm and always cold.

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is complaining about the lack of ventilation at her property and a refusal of a damage claim - 

06/03/2013 13:34 Housing Services, 

Not Upheld

No

(Corporate, 

please see attached.

Property & Investment 

Service Failure)

Team)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

06/03/2013 14:49 Housing Services, 

 is complaining about the decision not to re-point his exterior wall - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

PIT (2012 People - Adults  Delay in 
& Neighbourhoods, 

completing request 

07/03/2013 14:01 Housing Services, 

for service 

Customer is complaining about issues not being resolved with her heating system.Please see attached

Not Upheld

No

Property & Investment 

(Corporate, 

Team)

Service Delay)

 finds it unacceptable that because there was a potential carbon monoxide leak in the 

property, that he will only be provided with 2x temporary heaters for the night as no-one can attend to 
locate and repair the leak until tomorrow 08-MAR-13.  He finds it unacceptable that only 2 heaters would 
be provided to heat an 8 room house.  Both of the children are ill, the front and back doors are very 

Incorrect 

Responsive Repairs (2012 

draughty leaving the property quite cold, also he has large plaster vents in each room that are causing 

Information Given 

People - Adults & 

even more draught.  This also means that there is no hot water and has been advised to boil the kettle 

Partially 

07/03/2013 17:57

(Corporate, 

No

Neighbourhoods, Housing 

and add the hot water to cold water.  

 feels this is a completely unacceptable situation.  

Upheld

Communication 

Services, Kier)

When 

 partner initially called, she was advised that the issue would be resolved tonight, but 

and Information)

when called back was advised it is illegal to check the flue at night, when 

 called back he 

was advised that it is not illegal but our out of hours technicians do not have the equipment to do the work 
in the dark.  He feels that his partner was misled into thinking that we would sort the issue today.  RG/Call 
Handler



[bookmark: 118] isn't happy as the communal line repair still hasn't been completed, job reference R130401. 

Responsive Repairs (2012  Delayed repair 

 has made 6 calls chasing the repair and no-one has still attended. 

 feels the 

People - Adults & 

08/03/2013 10:40

(Corporate, 

buck is being passed. No one from Kier has called to apologise for the missed appointment. Manager 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

from Kier has advised 

 that someone would be at the property at 9am this morning - jd/call 

Services, Kier)

handler

Local Centre South (2012 
People - Adults & 

Failure to enforce 

 is complaining about the service he has recently received from the local centre - please see 

08/03/2013 11:51 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Repairs Phone Team 

Delayed/late 

(2012 People - Adults & 

response 

 is unhappy that a previous repair to his heating is still causing problems - please see 

08/03/2013 12:31 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

attached.

Services, Property & 

Service Delay)

Investment Team)

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

Partially 

08/03/2013 16:29

 is complaining about the delay in replacing her kitchen - please see attached.

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Delay)

 was dropping his children to school, and one of our Kier Drivers just shot stariaght across a 

junction, and if there had been a car coming across faster than i was then there could have been a fatal 

Programmed Maintenance  Reckless Driving 

accident, he was driving carlessly, no consoderation that he was driving in an area where children are 

(2012 People - Adults & 

(Corporate, 

11/03/2013 09:14

crossing all the time , i drove after him and questioned him and he stated that he didnt have to stop, and  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

he has the right of way. This is totally incorrect, i told him i was going to put a complaint in and he then 

Services, Kier)

officer)

follwed me and asked me to wind my window down ans siad i am going to check if there is a junction thee 
opr not and then he drove off.Nishi SOC

Programmed Maintenance  Waiting time for an 
(2012 People - Adults & 

appointment 

Partially 

11/03/2013 13:15

Complaint regarding the waiting time for a new door to be fitted to jhis home.Please see attached

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Delay)



[bookmark: 119]Tenant did not appreciate that a sticker was left on his door advertising the fact that He was not in.  

 

Responsive Repairs (2012 

 believes this practise is totally out of order as the police say not to advertise that you are not in 

People - Adults & 

Other Policy 

11/03/2013 15:56

and suggests that we look at our procedures. He also complained that he had not received a letter, had 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy) not had a ‘missed appointment’ card and said the engineer did not introduce themselves properly or turn 

Services, Kier)

up when arranged.

In January we rang Kier to report several things which we believed needed repair/maintenance.Our front 
door or the doorframe is warped forcing seals away from where they are meant to be creating a nasty 
draught.  We know this because it is visible and the Kier workmen have told us this but they refuse to do 

PIT (2012 People - Adults 

anything with it??  I requested that a supervisor come out to the property while I am there as no-one has 

& Neighbourhoods, 

Delayed repair 

checked the door while I have been there (maybe externally), once again they refused.  This will all be 

11/03/2013 16:19 Housing Services, 

(Corporate, 

Not Upheld

No

recorded on my last phone call to them.There is other work I reported in January which still has not been 

Property & Investment 

Service Delay)

done because they say its fine but the workers that visit say it needs doing,the jobs are - poorly fitting loft 

Team)

hatch, pointing.       They also told us they had referred us to Warmzone but when I rang to find out about 
this I found out no referral had been made.It would appear there's a massive breakdown in 
communication at Kier and we the family and the house are suffering!

PIT (2012 People - Adults  Delay in 

The repairs team have not completed the repairs i have had since november. They came to put scaffold 

& Neighbourhoods, 

completing request  up last monday and then they took it down yesterday 11/03/13 without completing any of the work. I have 

12/03/2013 08:54 Housing Services, 

for service 

a hole in the roof, wet patch on the ceiling, damp in the kitchen, no heating in the kitchen, and doors will 

Not Upheld

No

Property & Investment 

(Corporate, 

not close properly because of damp, they have been out 3 times regarding this but nothing has been 

Team)

Service Delay)

done. They should also be pointing the hole bungalow,this was since november too. DM/CA

Responsive Repairs (2012  Gas servicing 

People - Adults & 

 is complaining about the poor standard of work carried out on her gas central heating recently 

12/03/2013 14:04

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

- please see attached.

Service Failure)

Services, Kier)

Local Centre North (2012  Attitude 

Spoke to 

 at local centre. Customer has learning disability which means that she has to 

People - Adults & 

(Corporate, 

express everything in one go.  

 said that customer was talking over her when she was just trying to 

12/03/2013 15:55 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

explain herself.  

 ended up terminating the call, when customer trying to get resolution to her problem 

Services, Landlord 

officer)

ip/ca

Services, Local Centres)

Local Centre South (2012  Delay in 
People - Adults & 

completing request 

13/03/2013 09:49 Neighbourhoods, Housing  for service 

complaint regarding issues with the tree outside of

 propertyplease see attached

No

Services, Landlord 

(Corporate, 

Services, Local Centres)

Service Delay)



[bookmark: 120]PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is unhappy at the lack of action regarding damp and leaks in her current council property - 

13/03/2013 10:34 Housing Services, 

(Corporate, 

Not Upheld

No

please see attached.

Property & Investment 

Service Delay)

Team)

A few years ago I had the kitchen floor and downstairs toilet dug out and ever since then there is eggy 

Delay in 

Programmed Maintenance 

smell that comes through the bottom toilet. I have reported this many times to try and fix the problem. 

completing request 

(2012 People - Adults & 

They have come the conclusion that they do not know what is causing the smell and so they have 

13/03/2013 14:35

for service 

Not Upheld

No

Neighbourhoods, Housing 

decided there is nothing else they can do. I have also asked if I can have the toilet taken out and resealed 

(Corporate, 

Services, Kier)

and they have refused to do this. I do not feel that it is fair that I still have to pay my rent with this smell 

Service Delay)

and that they are not attempting to fix this at all now. AC/CA

Today at 12:45, 

 went outside to her car to find that it was blocked in by a repairs van. She 

says that her neighbour across the road at 

 was having some work done, so she knocked 

on her neighbours door to see if they could move the van. 

 says that the repair workman came 

out of the house and said "Joking arent you duck" 

 says she replied with "If you think you can 

Programmed Maintenance  Behaviour 

get it out, try it" 

 says he took her keys off her, got into her car and tried to move her car for 

(2012 People - Adults & 

(Corporate, 

13/03/2013 14:47

her. 

 says he couldnt so got out of her car and started swearing at her, telling her to F off. 

  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

 says at that point she told him she was going to report him to the council, he backed off a bit, 

Services, Kier)

officer)

moved his van and said Oh just F off and went back inside her neighbours house. 

 says she 

doesnt know his name, but he was a bald man. 

 says he was very aggressive towards her, 

right in her face, she thought he was going to hit her. She says that she just cant believe what has 
happened.

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about the poor clearance of asbestos from her property - please see 

13/03/2013 17:08

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

attached.

Service Delay)

Services, Kier)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about delayed repairs and the lack of action re. damp and condensation in her  Partially 

13/03/2013 17:18

(Corporate, 

yes

Neighbourhoods, Housing 

property - please see attached.

Upheld

Service Delay)

Services, Kier)



[bookmark: 121]PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

14/03/2013 08:35 Housing Services, 

Complaint about ceondensation and a draft in

 home.Please see attached.

Not Upheld

No

(Corporate, Policy)

Property & Investment 
Team)

RECEIVED £40.00 FOR DECORATION IN AUGUST 2012  CUSTOMER NOT HAPPY WITH AMOUNT  

Local Centre Central 

Delayed/late 

CAME INTO THE LOCAL CENTRE AND REFUSED THE AMOUNT SO NEVER COLLECTED THE 

(2012 People - Adults & 

response 

VOUCHERS  STILL NOT HEARD ANYTHING FROM THE LOCAL CENTRE TO SAY IF THE DECISON 

14/03/2013 10:37 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

TO OFFER MORE HAS BEEN DECIDED  CUSTOMER WOULD LIKE A VISIT TO DISCUSS FURTHER 

Services, Landlord 

Service Delay)

AS HE THINKS THIS AMOUNT IS NOT ENOUGH.  FULL GAS CENTRAL HEATING WAS INSTALLED 

Services, Local Centres)

IN THE PROPERTY  AS YET CUSTOMER HAS NOT DECORATED .

PIT (2012 People - Adults  Disagree with 

Front door has been inspected today. It is made of wooden panels which have split.  You can see day 

& Neighbourhoods, 

decision 

light through the panels and rain, wind and snow come through.  The inspector said it was did not need 

14/03/2013 12:27 Housing Services, 

Not Upheld

No

(Corporate, 

replacing.  The tenant believes it needs to be replaced.  They also have a disabled child who is prone to 

Property & Investment 

Service Failure)

catching colds and the draught from this door is not helping.

Team)

Responsive Repairs (2012  Standard of 

Ref:R130784/2 - Working At Heights attended on Wednesday 13/03/13 and renewed section of guttering 

People - Adults & 

responsive repair 

to outbuilding. 

 states - her daughter went outside to play on the grass at rear and stepped 

Partially 

14/03/2013 16:50

No

Neighbourhoods, Housing  (Corporate, 

on an old rusty gutter bracket that was lying on the grass. She has damaged her shoe and hurt her foot. 

Upheld

Services, Kier)

Service Failure)

All other old items from the repair were removed but this bracket was forgotten.  atr/callhandler.



[bookmark: 122]My sister 

 is currently on the waiting list for a house, she has got to have a hip 

replacement.  However she can walk but she was born with hip problems. We have got a housing officer 
and she has been really good.  

 was meant to be moving in with her partner however she is not now. 

I am worried about her living on her own as she has learning difficulties. It was arranged  through the 
housing officer to look at a sheltered accommodation at 

. We went to have 

a look and she was offered a flat but it didn't have a bathroom in it, there was a lady in the court that 
wanted to move from a property with a bathroom to one without, now the warden at 

 

was lovely and did not see any problems with 

 moving in. She said that we could have a wet room 

put in the flat as she has mobility problems. The only problem was 

 paying for a television license, 

she said she was going to look into it so that 

 wouldn't have to pay. She told  

 where she could 

put mobility scooter to charge up and everything seemed great. 3 weeks later I got a call from the officer 
saying that 

 wasn't suitable for the accommodation, I asked what the problem was and she just said 

that it was 

 medical problem, and she would not elaborate.  I asked if it was the tv licence or her 

Homeslessness & 

learning disabilities and she said no to both. I said I wasn't happy as to me I didn't  feel as though she 

Housing Advice (2012 

Behaviour 

would be safe on her own. The house she was offered in Longton was too far for me to travel to ensure 

People - Adults & 

(Corporate, 

15/03/2013 10:44

that 

 would be safe and the flat in 

 was only down the road. I rang 3 times and  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

I have not been able to speak to the housing officer, I left a message with someone to get the housing 

Services, Landlord 

officer)

officer to send it in writing explaining what the medical condition was, I have been blanked. Yesterday I 

Services)

rang the housing officer and I asked again what medical condition it was that stopped 

 moving, she 

did not explain. She has said that she has referred me to DRT and I have already reffered 

 to them 

last November. I spoke to a lady at the DRT called 

 she was concerned that 

 was reffered 

again. She agreed that 

 was being discriminated aginst as they would not elaborate. I spoke to 

 the social worker and she has advised to make a formal complaint. I have been told to 

make a complaint.  Yesterday at 12.45 the DRT lady has said that my housing officer should not have 
reffered me to the DRT.  I was told that I should have had a phone call from a senior housing officer to 
explain the reason that 

 is not allowed the house at 

. I feel as though they are 

keeping the reason away from me as they are discriminating 

 I was told that there was not going to 

be a problem for 

 to live and now 3 weeks later there is, so I do believe this is discrimination. The 

housing officer is called 

. The Senior housing officer is called 

. I am still 

waiting for a phone call from 

 and this has annoyed me more than anything, I am not going 

to go away and let this drop and the fact that I am being blanked is frustrating. AC/CA

I have renewed the door bell the rain rotted, now the paper behind my radiator is begining to come away 
becuase of all of the rain coming through the door. The rain and heat is beginning to act like a paper 

PIT (2012 People - Adults 

stripper. Had you put the door in 11 months ago this would not have happened. Please send someone to 

& Neighbourhoods, 

Delayed repair 

my home as I cannot find a glue strong enough to hold it. Also I want someone out to put a bulb in the 

15/03/2013 10:58 Housing Services, 

(Corporate, 

Not Upheld

No

outside back light what the council put up. I reported this a while ago. Someone was in my garden in the 

Property & Investment 

Service Delay)

early hours of sunday mornring next door (

 told me. If you wnat me to keep my garden tidy I can't do it 

Team)

is I have a brake in can I? Thought we were reducing crime not increasing it! I have wrote to the house of 
lords about this matter ks/callhandler



[bookmark: 123]ReF: R131826 - Joiner repair.  I am extremely annoyed that the joiner, 

 who attended my repair 

Programmed Maintenance  Standard of 

has left a couple of black stains from his boots on the carpet in hallway by front door. He was not wearing 

(2012 People - Adults & 

programmed work 

Partially 

15/03/2013 12:29

any shoe covers, i also have external and internal door mats to wipe feet on but he did not use these. I 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

also felt he was slightly abrupt when speaking to me as if he was telling me off. He was not abusive to 

Services, Kier)

Service Failure)

me. This is not an isolated incident during my 18 years as a council tenant.  atr/calhandler.

When I had the Gas Safety check they told me my gas fire is in full working order. I am not happy 

Responsive Repairs (2012  Disagree with 

because it is falling apart. There is dents in it and bits missing part of it is flaking off. The There is beading 

People - Adults & 

decision 

missing around the fire place. On the nominal visit to the property there was no broken tiles then when I 

15/03/2013 13:36

Withdrawn

No

Neighbourhoods, Housing  (Corporate, 

signed for the property there was a tile broken on the kitchen wall. They said it was cosmetic. The 

Services, Kier)

Service Failure)

downstairs toilet the plaster is flaking off. There is part of the worktop is flaking off. She is not happy 
because they said it was cosmetic.

Local Centre North (2012  Disagree with 

People - Adults & 

decision 

 is unhappy that the City Council have taken action against his use of CCTV in and around his 

15/03/2013 15:16 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

property - please see attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Programmed Maintenance  Standard of 

Workmen from Kier fitted a new front and back door.  They laid a cloth over the carpet which is quite new 

(2012 People - Adults & 

programmed work 

18/03/2013 13:34

but as the cloth moved the carpet became exposed and the carpet is now very muddy & Dirty,  Housing 

Upheld

No

Neighbourhoods, Housing  (Corporate, 

Officer advised to cover the arear with a mat until it has been inspected if there is a need.

Services, Kier)

Service Failure)

Ref: R131769 - Repair logged for water stains to kitchen ceiling following a leak. I am not happy with the 
way i have been treated regarding this repair. Kier plumber attended on Tuesday 12/03/13 to repair the 
leak, he stated several times whilst here that he would ring through to Keir to get the water stains on the 
ceiling painted over. He told me the job was logged and someone would attend same afternoon but no 

Responsive Repairs (2012 

one came. I rang the repairs line on Wednesday and spoke to 

 (callhandler), he advised me i was 

People - Adults & 

Other Policy 

next job on the system. Again no one attended. I went into the Tunstall local centre  on Thursday 

Partially 

18/03/2013 14:03

No

Neighbourhoods, Housing  (Corporate, Policy) 14/03/13 and booked job again under ref: R131769. Again job booked was not attended. I rang repairs 

Upheld

Services, Kier)

line and spoke to 

 (callhandler) who was looking into this and was going to call me back. No 

one rang and no one attended. I rang the repairs line again today Monday 18/03/13 and spoke to 

 

only to be advised that job is outside scope of service and has been canelled without any one telling me. 
The initial problem which caused the leak was block of cemeny falling into the external hopper box 
blocking it.  atr/callhandler.



[bookmark: 124]Your tenants from 

, 

 where at approx 15.00 on Monday 18th March 2013, 

were observed making rude and offensive gesture towards my house. It was, in my opinion, they were 
discussing the CCTV camera and its location as they could be clearly viewed from our lounge window 
looking up and gesturing. Had you not informed us that we could not have 2 cameras outside the front of 
our property it would have been caught on CCTV camera, and this complaint would not have happened. 
We have a young child and your tenants’ behaviour I find offensive. The anti social behaviour we are 
being subjected to is increasing on a daily basis, as the cosy little chats at home by the local housing 
officer are just increasing and inflaming the situation as in my opinion this chats have given your tenants 
the green light to subject us to their unacceptable behaviour. This is a stage one complaint, and not too 
be amalgamated with any other previous complaints that 

 has made recently. I have been  

subjected over the last 4 years to an increased anti social behaviour with being shouted out of the 

Local Centre North (2012 

windows, rude signs and banging on the joining wall when my child is playing during the daytime and 

People - Adults & 

Failure to enforce  yelling that baby is trying to sleep. In my opinion baby should be living with her mother at 

, 

18/03/2013 17:10 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

and not with her grandmother at 

.  Stoke on Trent council handling of my previous 

Services, Landlord 

Service Failure)

complaints over the past 4 years left me feeling that I had no rights a quality of life and should just put up 

Services, Local Centres)

and shut up.  Due to this, I had until now given up complaining as you have in the past always agreed and 
encouraged your tenants anti social behaviour. Having been informed by a member of your staff that this 
page was for employees of the Stoke on Trent Council, I have since found out that this was not correct, 
but this seems to be the only way to make official complaints that in my opinion does not end up in the 
waste bin. Had you informed your tenants at 

, at the beginning, their anti social behaviour 

of any sort would not, be tolerated and we would not be in this situation where I am considering legal 
action against Stoke on Trent City Council for actively allowing this anti social behaviour and its policy of 
actively discriminating against private householder. When the previous couple live at 

 who 

we had a good relationship with them. Since your new probationer, tenants at 

 have in my 

opinion been an easy target for your tenants from 

, would not have been knocking on their 

door, badmouthing us and actively encouraging the anti social behaviour we are now experiencing.

Wishes to complain about the tradesman who attended to the toilet on Saturday 16th March in the 
morning who could not repair the toilet.  He left the property to go to his van to make some phone calls 

Responsive Repairs (2012  Standard of 

and then re-entered without being invited and went straight upstairs, dismantled all the pipes to the toilet 

People - Adults & 

responsive repair 

and then left. 

 asked him what he was doing and he said he had to take it off and 

 

19/03/2013 11:26

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

states that he barged out of the house into his van but the toilet was already made safe and needed 

Services, Kier)

Service Failure)

replacing.  

 states the children were upset. It was the pipe that Kier changed a few months 

ago that was leaking.  The toilet had been safe on Friday evening and the tenant was just able to switch it 
on when she needed it  PR/Callhandler 190313

I live in a private rented property next to a council house 

 

 

Responsive Repairs (2012  Other Service 

Scaffolding has been put up at number 

 to do roof work but it is on the shared drive between me and 

People - Adults & 

Partially 

19/03/2013 14:58

Failure (Corporate, 

.  I cannot get my car onto the drive and I need to because my MOT is due to end and I need to park 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

my car off road. The private landlord says he was not asked permission for the scaffolding to come over 

Services, Kier)

his boundary.



[bookmark: 125]Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about the delay in carrying out work on property at 

 

19/03/2013 16:39

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

 which she is due to move into.  Baby due this week.  Please see attached email.

Service Delay)

Services, Kier)

Local Centre North (2012  Attitude 

People - Adults & 

re 

 . Officer gave customer her number to contact her. 

 rang today 

(Corporate, 

19/03/2013 17:08 Neighbourhoods, Housing 

after officer said to customer why do you feel the need to keep contacting me in a bolshy way, and had an  Withdrawn

No

Conduct of an 

Services, Landlord 

attitude. Felt that 

 should have been more polite in her approach- ip/ca

officer)

Services, Local Centres)

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is complaining about the inability of Kier trademen to repair a bulb in her electric fire - please 

20/03/2013 10:40 Housing Services, 

(Corporate, 

Not Upheld

No

see attached.

Property & Investment 

Service Delay)

Team)

I have tried to transfer from my council house (which is 3 beds) to a bungalow due to my disability. I am 

Homeslessness & 

currently sleeping downstairs on the settee and have visited Housing Solutions to report my problems. I 

Housing Advice (2012 

Disability 

have been put forward for an assessment but I strongly feel that I am being discriminated against 

People - Adults & 

20/03/2013 13:01

(Corporate, 

because it feels as if everyone is closing ranks and not supporting me at this time. I would like to speak to  Not Upheld

No

Neighbourhoods, Housing  Discrimination)

someone about my issues and why I have been on the waiting list for over 12 months now and yet 

Services, Landlord 

sleeping on the couch. I have also involved my MP but still nothing happens I would now like an 

Services)

explanation please. I am not a demanding person and would just like to understand things and the 

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

 has said she has kept calling Housing Repairs (Kier) over the last 3 weeks but that doors, 

20/03/2013 13:20

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

buckets and bags of cement left by Kier have still not been removed from the front yard. SR/CA

Services, Kier)

Service Delay)

The engineer logged a no access on His PDA at 18:19 on 20/03/13. The tenant requested we attended 

Responsive Repairs (2012  Missed 

after 6pm. 

 says that she got back to the property around 5pm and there was no sticker on her 

People - Adults & 

appointment 

door, she did not hear the engineer knock and neither did her dog who usually barks when there is 

21/03/2013 11:12

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

someone at the door. When she went outside the next time there was a 'no access sticker' on her door. 

Services, Kier)

Service Delay)

She is very unhappy that the engineer (in her opinion) did not knock very loud and she waited in for 
nothing.



[bookmark: 126]Homeslessness & 

Incorrect 

Housing Advice (2012 

Information Given 

People - Adults & 

 and 

 are unhappy with the incorrect and confusing advice they have received from  Partially 

21/03/2013 14:37

(Corporate, 

No

Neighbourhoods, Housing 

our housing department - please see attached.

Upheld

Communication 

Services, Landlord 

and Information)

Services)

 would like to complain about the fact that an appointment was made for the fitting of his new 

Responsive Repairs (2012  Missed 

door for today 22nd March 8am. 

 is unhappy at only being called on the day of appointment 15 

People - Adults & 

appointment 

mins before job was due to be told that the door was not delivered to us and ultimatly not in stock. 

 

Partially 

22/03/2013 08:22

No

Neighbourhoods, Housing  (Corporate, 

 feels this is bad management and that this should have been dealt with at least yesterday.  

 

Upheld

Services, Kier)

Service Delay)

 feels that the management of the deliveries needs to be better so this doesn't continue to happen. 

bw/call handler

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

22.03.13 - was told by admin assist they couldn't log my repair, as emergencies only, she didn't give me 

22/03/2013 19:52 Housing Services, 

Failure (Corporate,  chance to explain I didn't want it until next week, was told by neighbour other offices e.g local centres 

Upheld

No

Property & Investment 

Service Failure)

were logging general repairs - double standards ?

Team)

I am now sitting in my living room freezing cold as my back door will not close. I have rang the emergency 
repair team who have explained to me that they can not give a time because it is out of hours emergency 

Programmed Maintenance  Delayed repair 

system. Alright I understand this, but my main concern is its snowing outside and 0c outside are they 

(2012 People - Adults & 

23/03/2013 14:01

(Corporate, 

going to come to the repair before it gets colder and darker.  I am affraid because i cannot close my back  Not Upheld

No

Neighbourhoods, Housing  Service Delay)

door it will not go in the doorframe will i get intruders.  I have reported this complaint three times at least 

Services, Kier)

now. You have come out and repaired it twice before. It is obvious that the door is obsorbing moisture 
and their is a split in the bottom panel   The last repair man that came said he had put it down for a new 

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is complaining about the standard of work carried out at her property by Kier - please see 

25/03/2013 10:40

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

attached.

Services, Kier)

Service Failure)

I was sent here from Twitter.. I moved into a property on saturday 23rd march .. the gas had been capped 

Repairs Phone Team 

my husband had phoned on the wednesday night to set a date for kier to uncap the gas for when we 

(2012 People - Adults & 

Gas servicing 

move in...they told my husband they would come out on Monday 25th to do it.. I phoned them on the 

Partially 

25/03/2013 15:47 Neighbourhoods, Housing  (Corporate, 

Thursday asking if it could be done sooner as we are moving in on the saturday 23rd and I explained that 

No

Upheld

Services, Property & 

Service Failure)

I have 4 children under the age of 5 in the house and 1 of them is a newborn baby.. and kier response 

Investment Team)

was I'm not a priority even though I have young children & a newborn I had to wait till the Monday for it to 
be done ... As there are other people before me who need it done to.. at this point I'm in tears because 



[bookmark: 127]Just to inform you that I'm not happy with the service provided, on the 23th of march I rang the 
emergency help line as my boiler broke leaving me with no hot water or central heating, I spoke to 
someone called 

 to arrange a call out, she said it was upto 24hrs for a gas engineer to arrive,but a 

possibility they be out that night.. When I got up the next day and still no engineer had arrived I rang just 

Responsive Repairs (2012 

before 10 she then told me they would defo be out today but couldn't give me a time... But by half 4 still 

Other Service 

People - Adults & 

no engineer,so I rang them again I spoke to someone called 

 and told her that this was the third 

25/03/2013 16:54

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

call made and I had been without heating for nearly 24h and no engineer had called,she then said she 

Service Failure)

Services, Kier)

would contact the engineer and ring me back, when she rang back she told me that the engineer will get 
to me as soon as he could.. Within 20mins of the last call the engineer turned up, he then said that he 
had only just been given this job and had even worked till 4 that morning... So I am not happy that it took 
3 attempt to allocate the job and also to be told twice that the job was on the system when it obviously 
wasn't....

PIT (2012 People - Adults 

 is complaining about the diagnosis given by the Kier tradesman as she does not agree that it 

& Neighbourhoods, 

Delayed repair 

is right.  Also she is not agreeing to the supervisor and PIT backing the tradesman's diagnosis without 

26/03/2013 11:55 Housing Services, 

(Corporate, 

Not Upheld

No

even attending property. 

 says was told needed going back to brick and fully re-plastering but 

Property & Investment 

Service Delay)

now is being told only skimming needed.

Team)

Homeslessness & 

Clear info not 

Housing Advice (2012 

Would like to complain that has had 2 viewings, first one was wrong size property & had organised time 

provided 

People - Adults & 

off work for this. Second time today (26/03/13) to view property but had telephone call 15 mins before 

26/03/2013 13:45

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

appointment at 1.30pm to cancel as property unsafe to view. Wasted another day's annual leave. 

Communication 

Services, Landlord 

Customer not very happy

and Information)

Services)



[bookmark: 128]Tenant has had no heat and hot water for a week and a half, the contractors Phoenix said they were 

Responsive Repairs (2012  Standard of 

starting yesterday and just turned up to drop the boiler off. She has had time off work yesterday and did 

People - Adults & 

responsive repair 

not need to as nothing has been done.  Tenant is very unhappy as she has 2 young children too. Now the 

26/03/2013 16:44

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

work has started the rooms that have been done have been left in an unsatisfactory state and the new 

Services, Kier)

Service Failure)

carpets have not been put down properly. She has recently decorated and is not happy at the state that 
the decorating has been left in mw ch

PIT (2012 People - Adults  Disagree with 

 isn't happy with the feedback from the tradesman who attended on the 25/03/2013 under job 

& Neighbourhoods, 

decision 

reference R132934. 

 isn't able to live in the property due to the noise that comes from the walls in 

26/03/2013 17:58 Housing Services, 

Not Upheld

No

(Corporate, 

the property. 

 says when its windy the property seems to be moving and banging really loudly - 

Property & Investment 

Service Failure)

jd/call handler

Team)

PIT (2012 People - Adults 

 would like to raise a complaint with regards to the central heating upgrade, that has been 

& Neighbourhoods, 

Gas servicing 

completed at the flat. 

 has advised since the cold weather has come along it is noticeable, 

27/03/2013 14:34 Housing Services, 

(Corporate, 

that the radiators are to small in the property. All the radiators have been upgraded to single radiators in 

Not Upheld

No

Property & Investment 

Service Failure)

the flat. No radiators have been placed in the hallway and the stairs. 

 is having her heating 

Team)

on full and it isnt heating the rooms. - jd/call handler

 is complaining about the delay in his repairs appointment.  It should have been 11am and by 

Responsive Repairs (2012  Delayed repair 

1pm no-one had arrived and Kier were unable, at the time he he called them, to advise when the repair 

People - Adults & 

27/03/2013 16:11

(Corporate, 

would be carried out.  

 does not believe the 'convenient time' scheme is working and feels 

Not Upheld

No

Neighbourhoods, Housing  Service Delay)

Kier do not have enough staff to manage it.

 is also unhappy at the cost of the premium rate 

Services, Kier)

telephone line for repairs.

 would like to complain about the periodic test, he had the test on the 26/03/2013 and that since 

then the outside light would not switch off and as he can not afford to power that light he has turned it all 

Responsive Repairs (2012  Waiting time for an  off at the consumer unit. He called aprrox 10.20 this morning and spoke to myself 

 but said he 

People - Adults & 

appointment 

27/03/2013 16:38

was only avaiable before 11am and after 2pm. I called the electrician and asked he if could return today 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

(27th) he said he would try. I called 

 back and said he would try to return today but due to the 

Services, Kier)

Service Delay)

limited hours available I could not gurantee this.  He has called at 4.20pm to complain that no one has 
been back out to him

Windows 

Customer says she moved into the property on the 23rd February this year and the windows have had 

PIT (2012 People - Adults  (Corporate, Policy,  condensation in between the panes ever since she moved in. Whenever other repairs need doing, 

& Neighbourhoods, 

Disagree with 

tradesmen are noticing the windows and saying they need doing, but that repair is "out of scope" so kier 

28/03/2013 09:58 Housing Services, 

Not Upheld

No

policy, Scope of 

wont come out to sort it. She says her neighbours are getting stuff done and housing are having it done 

Property & Investment 

Service (Repairs 

ready for new tenants, but they wont do it for people already living in them. Customer says that if nothing 

Team)

Policy))

is done, she will keep on until it is sorted. She says she is not happy at all.



[bookmark: 129]2 missed joinery appointments - to repair drafts to composite door and inner door by thermostat - no 

Programmed Maintenance  Missed 

cantact from anyone at repairs to say why thay are not coming and when to expect a visit - First 

(2012 People - Adults & 

appointment 

Partially 

28/03/2013 15:48

appointment was for Monday at 10.30am, they turned up on Wednesday at 1.52pm and left a card.  I rang 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

up at 9am Thursday morning and requested a new apppointment for 11.30am. no phione call and did not 

Services, Kier)

Service Delay)

attend.

Programmed Maintenance  Missed 
(2012 People - Adults & 

appointment 

The job was booked in for 10am and the tnt is still waiting for the job to be done at 6.45pm. Tnt suffers 

Partially 

28/03/2013 18:45

No

Neighbourhoods, Housing  (Corporate, 

from COPD and is very cold.

Upheld

Services, Kier)

Service Delay)

I contacted the Stoke On Trent repair line on Wednesday 27th March to report a number of problems in 

PIT (2012 People - Adults  Delay in 

my downstairs toilet. I currently have artex coming away from the wall and a leak from the toilet which has 

& Neighbourhoods, 

completing request  cause a serious damp and black mould problem. I arranged for a workman to come for Thursday 28th 

Partially 

29/03/2013 12:10 Housing Services, 

for service 

March at 10.00am. The workman arrived at 12.30 and after brushing peeling paint and plaster of the wall 

No

Upheld

Property & Investment 

(Corporate, 

he decide there was nothing that could be done and I was told to brush the wall down and repaint it even 

Team)

Service Delay)

though it was painted two weeks ago. I was also told by the workman that a plumber would come out the 
same afternoon to repair the toilet after waiting in all day and cancelling appointment a plumber never 

Clear info not 

Programmed Maintenance  provided 

(2012 People - Adults & 

scaffolding has been put at 32 a council property, she cannot get out of her back garden as scaffolding on 

29/03/2013 17:19

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

her propertyscaffolding is re sited

Communication 

Services, Kier)

and Information)

PIT (2012 People - Adults 

I have reported a repair for my kitchen and rear bedroom windows which have damp / condensation 

& Neighbourhoods, 

Other Policy 

between the panbes. I was advised that this repairs is outside the scope of service and will not be 

02/04/2013 10:29 Housing Services, 

Not Upheld

No

(Corporate, Policy) attended. I am not happy as I pay my rent and would I would like these repairs done as I cannot see 

Property & Investment 

through the windows

Team)

Some 4 weeks ago Keir began work on a neighbour s house at 

, a skip was used and 

this was placed on the the Green outside my house, 

.The skip was filled with rubble and 

Responsive Repairs (2012  Reckless Driving 

the work completed about 2.5 weeks ago. Since then we have had rain and snow making the whole green 

People - Adults & 

(Corporate, 

waterlogged.Yesterday the contractors, Browns Recycling, arrived to remove the skip. The lorry backed 

02/04/2013 11:20

Upheld

No

Neighbourhoods, Housing  Conduct of an 

over my drive to get to the skip (this is a constant annoyance as council vehicles appear to view my drive 

Services, Kier)

officer)

as being there for their convenience) and attempted to remove the skip. It failed and got stuck in the soft 
ground. The driver called for assistance and a second lorry arrived and attempted to pull the first lorry out 
using a chain  This broke  A 3rd lorry then arrived and pulled the lorry out  This has left the green badly 



[bookmark: 130]Repairs Phone Team 

Attitude 

(2012 People - Adults & 

Customer not happy with the way she was spoken to by 

 on 22nd March regarding her gas uncap  

(Corporate, 

Partially 

02/04/2013 12:37 Neighbourhoods, Housing 

and today 2nd April when she rang regarding her door locks and having a lower spyhole fitted, she thinks 

No

Conduct of an 

Upheld

Services, Property & 

his attitude stinks  

officer)

Investment Team)

BISF (Upgrade of pre fab  Standard of 

Disatisfied with standard of work during BISF works.  Windows not sealed properly.  The rendering has 

homes) (2012 People - 

programmed work 

Partially 

03/04/2013 09:05

not been taken right up to the windows. Front and back doors are not plumb. Trim put on upside down.  

No

Adults & Neighbourhoods,  (Corporate, 

Upheld

Rendering uneven.

Housing Services, Kier)

Service Failure)

 spoke to the repairs team yesterday 2/04/13 regarding his gates to the front of the property, 

Fencing and gates 

PIT (2012 People - Adults 

there was gates to the property and these rotted, repairs have said that because they are not wooden 

(Corporate, Policy, 

& Neighbourhoods, 

they cannot repair them. This is worrying to customer due to it being an open access to the property and 

Disagree with 

03/04/2013 10:40 Housing Services, 

has been attacked by a dog that had wondered in due to being open. The car is unsafe. Not spoken to 

Not Upheld

No

policy, Scope of 

Property & Investment 

housing officer lately regarding this. Kier came out this morning and they said they cannot do it due to the 

Service (Repairs 

Team)

gates not being there so it is not a repair and they are not prepared to replace it. They need to maintain 

Policy))

the property. I am left with a unsafe boundary now. RB/SOC

New kitchen fitted before christmas 2012 wasn't completed so needed to come back in new year to 
complete snagging, i'm not happy with the sink unit as its not fitted correctly and looks terrible as its out of 

Delay in 

square about an inch i have rang and mentioned this a few times and was told someone would come out 

Programmed Maintenance  completing request  to sort this, a gentleman called 

 from kier came out and asked me to sign a form to say i was happy 

(2012 People - Adults & 

Partially 

03/04/2013 14:19

for service 

with the work i explained i wasn't due to the unit and said i would only sign it if this was mentioned and 

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

fixed when 

 spoke to broadoak they said they weren't going to sort this and had never said they 

Services, Kier)

Service Delay)

would, 

 advised me to make the complaint as i want this sorting and am not happy with finished job, 

when friends and family come round they are disgusted with the finished job and i am ashamed of it. 
CM/CA



[bookmark: 131]Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Complaint regarding information received from 

.  He stated that the renewal of the fencing 

Disagree with 

03/04/2013 14:57 Housing Services, 

and gates was not a legal requirement.  He wants to know if this is accurate as he has also been told that  Not Upheld

No

policy, Scope of 

Property & Investment 

this work is not within scope.

Service (Repairs 

Team)

Policy))

I was wondering if you could help me, i have had a problem with my kitchen,i have had the council out on 

PIT (2012 People - Adults 

numerous occasions, to come out and repair my kitchen, i have also had the inspector out to as in march 

Standard of 

& Neighbourhoods, 

the cupboard door fell off and missed my sons head, my little boy is two and very small , this morning i 

responsive repair 

04/04/2013 11:41 Housing Services, 

was in the kitchen with my little boy and the door fell off again literally just missing his head i am 

Not Upheld

No

(Corporate, 

Property & Investment 

absolutely appalled that no one is listening to what i am saying as if this had hit my boy which thank god it 

Service Failure)

Team)

didn't could have caused serious harm to him,and it shouldn't have to go this far to have it repaired 
properly i am really angry as this keeps happening with the kitchen doors and its ruining my flooring as its 

Please see attached for the full complaint.Complaint regarding 

 and her Neighbour who 

Local Centre Central 

lives at 

.

 is unhappy with the way that 

 has dealt with her issues with the 

(2012 People - Adults & 

Other Service 

antisocial behaviour from he neighbour 

.The neighbour has given abuse to 

 in her local chip 

04/04/2013 13:58 Neighbourhoods, Housing  Failure (Corporate, 

Upheld

No

shop as well as putting rubbish in 

 back garden

, is unhappy and has contacted the police who 

Services, Landlord 

Service Failure)

have spoken to the neighbour, after he had a violent episode with 

 after she had explained to him 

Services, Local Centres)

that she had has enough of abuse

Leaseholder Engagement  Information not 

 was provided with a useful booklet when he became a tenant with us that gave him contact 

(2012 People - Adults & 

available 

numbers for numerous department. This was approximately 9 years ago and has no discovered that the 

04/04/2013 14:10 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

numbers in this booklet are obselete. He has not been provided with an alternative booklet with numbers 

Services, Landlord 

Communication 

in and is concerned for elderly/single tenants who might not know either

Services)

and Information)

PIT (2012 People - Adults  Missed 

The property investment team where due to call Tuesday 19th march at 1pm but they did not attend and 

& Neighbourhoods, 

appointment 

they have not contacted to rearrange the appointment for another day  the issue is  with the front 

04/04/2013 16:05 Housing Services, 

Not Upheld

No

(Corporate, 

bedroom and been advised that another radiator is required in the children’s bedroom as is very cold and 

Property & Investment 

Service Delay)

children are always being ill tb/ca

Team)



[bookmark: 132]my name is 

 I live at 

  about for weeks ago I 

had kier out about my kitchen floor as it has moved and blowing the man that come out said that they had 

PIT (2012 People - Adults 

sent him out to just put a tile over the patches when he looked at it he said that is was not possible to do 

& Neighbourhoods, 

Other Service 

that the floor needs sorting out when he rang his office they said no just put the tiles over it at that point I 

05/04/2013 08:14 Housing Services, 

Failure (Corporate, 

Not Upheld

No

said no I will put a complaint in as that has been done before the next day I sore john randels from the 

Property & Investment 

Service Failure)

council he come in and had a look and said yes it need sorting bad he gave us a complaint form and sent 

Team)

an email of himself about it I did the form and sent it of I have still not herd of the at all and iam not happy 
as we cannot let are baby in the kitchen as he may cut his feet can someone pls sort this problem for me 

brendan fern attended yesterday to do the annual test. there is silver tape around the fire back panel 
which the tnt has papered over slightly, the tradesman advised the tnt he may damage the paper if he 
removed the panel , which he'd have to do, so didn't want to do it. The tnt advised him if it needed doing it 

Gas & Electric (2012 

Gas servicing 

was ok if it got damaged but he still refused to do anything. He then said that the opening was wrong and 

People - Adults & 

Partially 

05/04/2013 09:20

(Corporate, 

the fire shouldn't be left on and who ever had left it in the past was wrong to do so and he didn't care who 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

he got in trouble saying that. The fire has been in for approximately 7 years and this has never been 

Services, Kier)

picked up in all the annual tests. The tnt is very unhappy at the tradesmans attitude and says he was very 
rude with her. She is not happy that the fire has been left for 7 years and then this has only just been 
picked up as unsafe mw ch

tradesman has been out today to repair the rear fence by the back door on ref 134677. The post is 
snapped off and the fence is leaning over. Tradesman said it is beyond repair and not within the scope of 

Fencing and gates 

PIT (2012 People - Adults 

service for renewal, he said it is unsafe but the tnt is refusing to have the panel removed as she has dogs 

(Corporate, Policy, 

& Neighbourhoods, 

and children who use the back yard. The fence was originally put up by the old neighbour about 16 years 

Disagree with 

05/04/2013 10:01 Housing Services, 

ago without consulting the tnt. Tnt is very unhappy that the fence will not be replaced. there was a support  Not Upheld

No

policy, Scope of 

Property & Investment 

for the post on the neighbouring property. The neighbouring property is now void and the support has 

Service (Repairs 

Team)

been taken away in the void works, there was also a high hedge which was supporting the fence but the 

Policy))

garden services cut this down for the neighbour as he was unable to tend the garden himself. 

 

feels it is repairable as there was a support for it before which was working supporting the fence mw ch

 is extremely unhappy that the draughty front door was assessed on Wednesday 27-MAR-

13.  Job ref: 133108.  He was advised that that someone would call within a couple of days to arrange a 
follow up appointment,  The operative informed the customer that the first engineer who fitted the draught 
excluders advised he wasnt allowed to fit a new front door, unless the door had been kicked off.  However 

Programmed Maintenance 

following the customer did not get a call back and 

 called 04-APR-13 chasing progress, to 

Other Service 

(2012 People - Adults & 

be advised the appointment was booked for 05-APR at 8:00am.  Customer rang in at 9.30am chasing 

05/04/2013 11:55

Failure (Corporate, 

Upheld

No

Neighbourhoods, Housing 

progress, he was advised the operatives 

 and 

 had the job but is was not booked for 8.00am, it 

Service Failure)

Services, Kier)

was booked for today at whatever time they are able to arrive.  An email was sent to Kier Resource 
control chasing up the job, and was advised someone would get back to him within 1 -2 hours.  As yet 
noone has turned up, 

 has called chasing progress again at roughly 11:30am as not heard 

anything yet, I (RG/Call Handler) spoke to 

 to chase progress and found that one of the operatives 

given the job was not in today.  

 phoned an operative who advised could attend today at roughtly 



[bookmark: 133]I attempted to log a repair which took me 2 days and a costing of £7.00 in calls, the information is never 
carried out to the full meaning that separate departments never interlink.  Upon finally being able to log 
the repair with 

, she then informed me over the phone that the fence would not be replaced and 

the door would not be replaced.  Upon the engineer arriving he looked at the door, the lock was sticking 
and asked what all the tape on the door and the draught excluder was and I told him that any car that 

Programmed Maintenance 

goes past the door rattles horrendously which he heard, he then advised me that the door was ill-fitted 

Other Service 

(2012 People - Adults & 

and he was unable to do anything with it as the Council have got no money.  He then proceeded to the 

05/04/2013 14:55

Failure (Corporate, 

Upheld

No

Neighbourhoods, Housing 

fence panels that were broken 3 in total overhanging my property and the neighbours property, he then 

Service Failure)

Services, Kier)

said they were irrepairable and I asked him what I was supposed to do as it is a risk, he then advised me 
they wont be replaced the Council's got no money. He then left and I have fencing overhanging and an ill-
fitting door.  Can I point out that Environmental Health Officers are in the area posting letters through to 
people regarding the environment and the surroundings they are living in so if they say to me that this 
fencing needs replacing what direction do I take?  I feel totally let down by the City Council and I feel they 
are wasting money in different areas 050413 

Grants & Private Sector 

Standard of 

Renewal (2012 People - 

new ramp for wheelchair access has been construsted nexy door at number 

.  Very 

programmed work 

Partially 

08/04/2013 10:22 Adults & Neighbourhoods, 

poorley done.  Installed two weeks ago but snow covered everything only just gone. Caused cavity 

No

(Corporate, 

Upheld

Housing Services, 

between his and next doors where leaves can collect.

Service Failure)

Housing Standards)

T/C from 

 who has received a statutory complaint response in relation to some issues raised 

regarding DRT.

 informed that his issue isn't really with DRT, but with Kier Stoke, and trying to 

Clear info not 

Responsive Repairs (2012 

contact them.He informed that he had arranged some private work with Kier (in relation to the storing of a 

provided 

People - Adults & 

mobility scooter) - but when he tried to contact them it was like "trying to get hold of MI5". He stated that 

09/04/2013 09:11

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

all he wanted was to speak to the person who was due to do the work, but he couldn't. He stated that in 

Communication 

Services, Kier)

the end he spoke to 

, and told her that he did not wish to pursue with the works.He did mention 

and Information)

that the works have now been done privately, and he has notified the housing office of this.

 was 

mainly raising the issue about not being able to contact Kier directly as his complaint



[bookmark: 134]Whilst I accept that most building projects don't go exactly to plan, I was concerned at some of the 
problems mum has had during the ongoing refurbishment.   Conscious she is not in the best of health, 
and is currently convalescing following a spell in hospital, I was particularly disappointed to learn the 
following:1.    We had cleared the kitchen in preparation of the agreed start date which at the last minute 

Programmed Maintenance 

was delayed by approximately 2 weeks, meaning that  she has effectively used the living room as a 

Other Service 

(2012 People - Adults & 

kitchen (eg kettle, microwave to light snacks, and fridge) for nearly a month now.2.  When the 

09/04/2013 11:28

Failure (Corporate, 

Upheld

No

Neighbourhoods, Housing 

refurbishment did start, she had no sink facilities for over a week, and I understand that this should have 

Service Failure)

Services, Kier)

been prioritised.   Additionally, to date, she still has no ability to use her hashing machine since the work 
started.3.  On Friday evening last week, your contractor left her cooker on it's side on the newly installed 
worktop, and her chest freezer ledged on the sink.    Surely, as an elderly unwell women, it would not 
have been unreasonable to expect that these are placed back in situ over the weekend, as she of course 
could not move them herself.4.  Following a visit on Friday evening last week by 

, Housing 

Local Centre North (2012 
People - Adults & 

Other Service 

10/04/2013 10:34 Neighbourhoods, Housing  Failure (Corporate,  complaint regarding anti social behaviour that is occuring at a neighbours home.Please see attached

Upheld

No

Services, Landlord 

Service Failure)

Services, Local Centres)



[bookmark: 135] has received a seeking of possession order. Had a letter from the court on 25th March, 

dated 22nd March, the Housing Officer 

 had done the possession on 21st March. Had letter on 

4th April dated 21st March basically sying county court application for possession. She spoke to 

 

 

on 10th April and he said he didn't understand why it had taken 2.5wks and he had been off sick. She had 
spoken to 

  at Longton LO on 4th April she was baffled when she looked at the account 

she explained that 

 was off and she spoke to the Line Manager 

 and said she or her Line 

Manager 

 would call back later that day or thursday. They didn't call back so 

 rang again on 

Local Centre Central 

monday 

 said 

 was in at 2pm and her line manager had said it was best for 

 to deal with it 

(2012 People - Adults & 

Call not returned 

as he didn't understand it either. (The arrears are only £45.06 which she paid on 27th March after getting 

10/04/2013 11:28 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

the letter). 

 spoke to both 

 & 

 in the office yesterday 9th April after seeing a benefits 

Services, Landlord 

Service Failure)

advisor at Longton and being told that she was in credit. The benefits advisor had passed this information 

Services, Local Centres)

onto 

& he was not now goingfor possession

 has to pay the court costs but said she was 

in credit and he said she can pay the costs out of the credit. 

 is disgusted with the way she was 

spoken to by 

 she says she has always spoken to him politely and is disgusted at the way she 

is being treated. 

 says her complaint is really about 

 and the way he is dealing with 

this as 

 has been helpful and she ended in tears at 

 action. 

 has spoken to a solicitor 

and made an appointment with CAB and she really doesn't see why she is being taken to court for costs 
as she is actually in credit but whatever  the situation she thinks her treatment has been disgusting.



[bookmark: 136]This address had a gas leak, 

 and mother 

 lives here. Both vulnerable and mother 

elderly 

 

aged 59 years suffering verious illness's. Gas company came out at midnight after 

 

 had found a leak on a pipe and had been sufering headaches. Dog was also unwell.  They saw 

the leak and disconected gas meter due to the smell of gas. It was bitter cold at the time. He could do no 
more at that time and referred 

 to Kier. He tried in the early hours he was not able to get 

through for a long time, and left message. The following morning he got through to repairs team and  an 

Delay in 

appointment was made. for 09.30 am the gas person didnt turn up till 11.30 am. He was told by the 

Gas & Electric (2012 

completing request  person who attended said he could not do anything as this was a leak. However he stayed at the address 

People - Adults & 

10/04/2013 12:47

for service 

until 15.00 waiting foir someone else to attend, when he left he told 

 to contact repairs again to  Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

chase up and waited with

 whilst this was done. some one eventually came at 17.15 pm. 

 

Services, Kier)

Service Delay)

 and his mother had only small electric heater during this time. No other heating or hot water. The 

operatives who came got the central heating back on but the fire was isolated.  They left as they said that 
they were working overtime.  No one else came agin until the next day. They didnt arrive to finish the job 
until the afternoon.  They said that they had not found a leak even though 

 saw this. Even 

though 

 showed them where it had been. He is still unsure if this was rectified or not - but has 

not smelled gas since. The gas pipe was not replaced though. 

 said that the leaking pipe, had 

been hard when it had been originally fitted before christmas.  VD Norton OSS

Ref: R135424 - AppologyKier repair man, 

, came to this address to look at the gas boiler 

upstairs because the radiators downstairs were not working but he did not do that. He came in and he 

Delay in 

Gas & Electric (2012 

noticed tissue paper in the air vent in living room. Customer told him she would remove them in a minute. 

completing request 

People - Adults & 

Tradesman told customers son, 

, over the phone that he was going to turn the heating off. 

10/04/2013 15:42

for service 

Not Upheld

No

Neighbourhoods, Housing 

He did not go upstairs to boiler but isolated gas fire instead. Then he told customer he would bring 2 x 

(Corporate, 

Services, Kier)

tempoprary heaters but he never returned with them. Customer has been left with no heating at all. He 

Service Delay)

also told 

 over the phone that someone will be back in the morning to carry out all repairs, 

no one has been back today (10/04/13).   atr/callhandler

Programmed Maintenance  Other Service 

(2012 People - Adults & 

regarding scaffolding that has gone up in 

' back garden, and she was not informed.Please 

Partially 

11/04/2013 14:42

Failure (Corporate, 

No

Neighbourhoods, Housing 

see attached

Upheld

Service Failure)

Services, Kier)

Several repairs logged for cracks in the outside walls and plaster inside. Structural engineer came out in 

Delay in 

Responsive Repairs (2012 

January and said that plastering needed doing and repair to large crack in gable end wall. Plasterers have 

completing request 

People - Adults & 

been out and said there is no point doing the plastering as there are cracks outside causing the issue and  Partially 

11/04/2013 16:37

for service 

No

Neighbourhoods, Housing 

plaster is damp and falling off the walls. Tnt has been getting ill as have her children and she feels this is  Upheld

(Corporate, 

Services, Kier)

caused by the issues at the property. Appointments have been made but not kept and she is very fed up 

Service Delay)

with the situation and it is making her sick, she is on antidepresants from the doctor. She is having to 



[bookmark: 137]Several months ago, 

 visited my home for a tenancy review.  On my kitchen 

window is a sticker about not eating animals, and on my front door is another sticker saying "Meat Free 
Zone".  

 came in to my home and started to fill out a questionnaire   When she 

Local Centre South (2012 

came to the health section, she said that she'd seen my stickers and asked whether I was vegan or 

Attitude 

People - Adults & 

vegetarian.  I told her I was vegan.  She then went on an unsolicited lecture about needing meat for 

(Corporate, 

12/04/2013 10:47 Neighbourhoods, Housing 

nutrients and that I'd get ill without it.  I told her I'd recently had a full health check up and my doctor said,  Not Upheld

No

Conduct of an 

Services, Landlord 

"You're Superman.  All your test results are perfect."  To this, she replied: "Your doctor doesn't know what 

officer)

Services, Local Centres)

he's talking about.  You need meat for nutrients.  I know.  I used to be a nurse."  She continued her 
ignorant lecture for a minute or two after.  I didn't want to get in to an argument because I felt she was an 
arrogant lady who could get me evicted if she so wished.I have not consumed any animal flesh since I 
was 8 years old.  I was the fastest runner and strongest swimmer in high school.  I am now 44 years old, 
still vegan and I have no health problems   My doctor is aware of my vegan diet and sees no problem with 



[bookmark: 138]Programmed Maintenance  Attitude 

I wish to complain about the attitude of the Kier Supervisor who came to look at mums kitchen yesterday 

(2012 People - Adults & 

(Corporate, 

11/4/13 (think it was 

).  He was really rude and moaning about a backlog that they had and 

Partially 

12/04/2013 12:34

No

Neighbourhoods, Housing  Conduct of an 

then he sat in his vehicle for 1hr 10 minutes after and she is still no wiser as to what is happening as he 

Upheld

Services, Kier)

officer)

has to pass it on, she did not like his attitude PR/Callhandler 120413 at 12:33



[bookmark: 139]Homeslessness & 
Housing Advice (2012 

Was offered a flat and agreed to have it.  Then somone else was given the flat and he was told he was 

Other Service 

People - Adults & 

back on the waiting list again.  He is struggling at the moment living with his mother in law. Not happy 

12/04/2013 14:44

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

about flat and delay in rehousing. Tried to speak to the Housing Solutions officer who offered him the flat 

Service Failure)

Services, Landlord 

but was told she did not want to speak to him and he was back on the waiting list. ref 284373.

Services)

We would like to complain about the landlord references that were are receiving from employees of the 
council. On several landlord references the feedback we have received has indicated that there have 

Local Centre South (2012  Incorrect 

been no anti social behaviour problems with the relevant tenant. However, through the home application 

People - Adults & 

Information Given  visits we have completed, or from internet searches on the applicant, we are discovering that there have 

12/04/2013 16:55 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

been incidents of anti social behaviour which we have not been informed about from the relevant council 

Services, Landlord 

Communication 

housing officers.We would like more clairty from housing officers who complete landlord references, so 

Services, Local Centres)

and Information)

that they give a full and honest picture of the current tenancy so that we as an organisation can make an 
informed decision on an application for housing.

Local Centre North (2012  Delayed/late 

People - Adults & 

response 

Customer has been complaining about his neighbour at 

 playing loud music.Feels 

14/04/2013 10:20 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

that the housing officer dealing with his complaints isn't doing anything about them

Services, Landlord 

Service Delay)

Services, Local Centres)

Local Centre Central 

Delayed/late 

(2012 People - Adults & 

response 

15/04/2013 Neighbourhoods, Housing 

Complaint regarding lack of action from council about ASBsee attached

Not Upheld

No

(Corporate, 

Services, Landlord 

Service Delay)

Services, Local Centres)

Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

 is complaining about the driver behaviour of the driver of Kier vehicle reg. KO08 LWD - please 

15/04/2013 09:18

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

see attached.

Services, Kier)

officer)



[bookmark: 140]On behalf of 

, 

.

 called my brother 

arround the 18/03/2013 and said that there was a bungalow available in 

 and she arranged to 

come and look at my brother's house on 22/03/2013. 

 did not come on 22/03/2013 due to the snow. 

Local Centre Central 

My brother called the number that 

 had given him and they told him that she would not be coming 

(2012 People - Adults & 

Change in 

that day and that 

 would be in touch to rearrange the visit. My brother has called twice since and 

15/04/2013 14:32 Neighbourhoods, Housing  Charges 

was told that 

 was on holiday and that the bungalow was still available. He has called today and 

Not Upheld

No

Services, Landlord 

(Corporate, Policy)

 has told him that the bungalow has been given to someone else as we are arranging our mother's 

Services, Local Centres)

funeral. 

 did not ring to see if he still wanted to see the bungalow before offering it to someone else. 

We have spent the last 3 weeks clearing the property and garden and given all the gardening equipment 
away as we thought my brother would be moving and he is now liable to pay bedroom tax of £19.80 a 
week as he is left in the 3 bedroom house.  JN/CA

I called Kier about 6 weeks ago about my guttering. The gentleman came with the cherry picker but could 
not complete the work because they needed to gain access from my neighbours garden, they said they 

Information not 

Programmed Maintenance 

would be back the next day but i never heard anything apart from the morning when a i saw a gentleman 

passed on 

(2012 People - Adults & 

on scffolding outside my window. I have just gone outside to ask why I was not informed about the fact 

Partially 

16/04/2013 09:50

(Corporate, 

No

Neighbourhoods, Housing 

they are coming, he said that they asked my neighbour if they could park on her drive and she agreed 

Upheld

Communication 

Services, Kier)

however i was not told, I am not happy because it was my guttering that is being repaired and i was the 

and Information)

one not informed. It is a breach of privacy as i was in bed and just happenbed to wake up and see a man 
outside my window

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is unhappy with the decision not to replace her garden slabs because they were laid by a 

16/04/2013 11:20 Housing Services, 

Not Upheld

No

(Corporate, 

previous tenant - please see attached.

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

 is unhappy about having damp carpets for several days whilst the leak at his property is 

Partially 

16/04/2013 11:41

No

Neighbourhoods, Housing  (Corporate, 

resolved - please see attached.

Upheld

Services, Kier)

Service Delay)



[bookmark: 141]There is an ongoing damp problem in the house which is getting progressively worse and now seeing 
rising damp from outer and inner walls. She has had Keir trademan out in the past who don't seem to 
want to help. They have painted a damp solution on the walls but nothing is working, in fact its got worse 
since. There is a tree which overhangs the house and when in bloom, it causes the gutter to block up and 

PIT (2012 People - Adults  Delay in 

might be adding to the damp problem. There are roof tiles missing but Keir fail to repond to this and she 

& Neighbourhoods, 

completing request  is being told there is may be a general brickwork proble and also a problem with the overhang above the 

16/04/2013 12:15 Housing Services, 

for service 

Not Upheld

No

front door as it may not be level. Keir advised they would get someone to assess the paster and the wall 

Property & Investment 

(Corporate, 

but no one has been and when she called back, there was no log and told she would have to go through 

Team)

Service Delay)

the procedure from beginning again.In addition, the floorboards have had to been replaced due to rotting 
caused by the damp. 

 has 2 children, both of them have resperatory problems which has got 

worse of late and eldest is on antibiotics every 4-6 weeks to help with his breathing. 

 is also 

having major chest problmes that never clear up. This may not be linked but its a strong possibility.

Ref: R136255 - I find it disgusting that a tradesman from Keir was scheduled to attend at 9.3000am on 

Programmed Maintenance  Missed 

Tuesday morning 16/04/13. He did not turn up at all. No one contacted me to say they were here or taht 

(2012 People - Adults & 

appointment 

they were running late. The tradesman who attended fed back 'no access' although i was at home all day.  Partially 

17/04/2013 14:12

No

Neighbourhoods, Housing  (Corporate, 

I am inundated with junk mail being posted from local take-aways yet i find it parculiar that Keir cannot 

Upheld

Services, Kier)

Service Delay)

gain access to carry out a repair and it is disappointing that i have had to wait over 24 hours then i have 
had to call to make new arrangements for this repair.  atr/callhandler.

Programmed Maintenance  Missed 
(2012 People - Adults & 

appointment 

Partially 

17/04/2013 14:51

complaint regarding missed appointments  for repairs see attached

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Delay)

Customer had gas safety check appointment today between 5pm and 7pm - customer replied to a text 

Programmed Maintenance  Missed 

from the team to advise that she would not be back until 5:45pm - customer then got a text back to 

(2012 People - Adults & 

appointment 

17/04/2013 17:55

confirm that this was fine and the engineer would be made aware - customer then arrived home to find a  Upheld

No

Neighbourhoods, Housing  (Corporate, 

sticky poster warning that gas check is now overdue - customer feels this is quite embarrassing and 

Services, Kier)

Service Delay)

would like to know why the engineer was early when she had been told that the 5:45 time was fine - ca/kp



[bookmark: 142]The inspectore has been out today to check my house, he said we have to replace a fan light in the front 
room, but that was already there when we exchanged into this property before. We have to replace the 

Local Centre North (2012 

upstairs bathroom door which didn't have a handle when I moved in.  The councill fitted them once moved 

Disagree with 

People - Adults & 

in. The inspector advised the garden is the worse I have seen so he judged us. He said we need to sort 

decision 

18/04/2013 12:48 Neighbourhoods, Housing 

downstairs toilet as is a hole in the wall and looks like the handle has been pushed in. We had an 

Not Upheld

No

(Corporate, 

Services, Landlord 

asbestos test months ago and not heard anything. We have to do all this within a week and the other 

Service Failure)

Services, Local Centres)

exchange person is willing to move in the house as it is. I have told the council this but they won't have 
any of it. We havn't been accepted for a property we want to exchange to even though we are willing to 
pay higher rent and bedroom tax, the inspector is 

 

yes!I have a compaint about an housing repair that should have been done this afternoon at 1pm to the 
front door but did not turn up. I waited until after 2pm then my husband and I had to go out.We thought no-
one was coming.Anyway we got back at 3.55pm and Kier van was parked next door, I assumed he'd 
been here but when I got in my daughter said someone had been to fix the door.(but hadn't been fixed) 
Anyway the driver must have seen our car reverse into our drive.Though a few minutes later drove 

Responsive Repairs (2012  Missed 

off!!couldn't believe it!Incidently I have another complaint I have reported to housing repair email address 

People - Adults & 

appointment 

last week.On 3rd April 2013 we had a gas inspection and he gave me a Warning/Advice notice to say flue  Partially 

18/04/2013 17:27

No

Neighbourhoods, Housing  (Corporate, 

screws missing on our boiler, he told me too!and said someon else would fix it.,this was 2 weeks 

Upheld

Services, Kier)

Service Delay)

ago!!which is appauling and we have had this boiler for approximately 12-18 months which means each 
time we've had an inspection it should have been noticed.I have said that it must have been like that from 
the start-how negligent!!we don't even know if it is safe now.So I have mentioned to an advisor 2 days 
ago and emailed about it last week at repairline who said someone will contact me,but still haven't!!Surely 
the gas inspector would have passed it onto to be put right too.Please replyYours 

 

ps.my apologies for long message.on my email.

I visited Blurton Local office at the end of March to report fly tipping behind a garage that i rent off 
yourselves on Pembridge Road depot site.I was told 

 the inpact officer was on holiday and would 

deal with it on his return the following week after his anual leave, which i was happy with . Nothing got 
done so i visited the centre on 4th April to report it again of which a lady said she would email 

 , 

Local Centre South (2012  Delay in 

nothing happend. My husband visied again last week (week beginning 8th April) to report it again nothing 

People - Adults & 

completing request  happend. He visited the Blurton local centre again Monday 15th April to report it again nothing has 

19/04/2013 09:47 Neighbourhoods, Housing  for service 

Not Upheld

No

happened to date (19th April) so i phoned 234234 and spoke to a 

 from customer access today , he 

Services, Landlord 

(Corporate, 

couldnt tell me a reference number from the first visit to log the job and couldnt even find the garage plot 

Services, Local Centres)

Service Delay)

on Pembridge Road which i think is quiet strange as they are so big ??????? I asked him to chase the 
garages through my address with no luck ( please listen to the telephone call ) and now I am at the end of 
my teather as yet again I am getting no where from reporting issues to your selves and I am unsure what 
I pay my council tax for every year any help would be appreciated



[bookmark: 143]3 people came, one called 

 and one from Kier with a warrent of entry. The warrant of entry 

Environmental Health 

Clear info not 

had a printed date and on the top was a hand written date which was different. I rang South Staffordshire 

(2012 People - Adults & 

provided 

magistrates court South Wall and they said they have no record of this matter.  You have rang Hanley 

19/04/2013 10:27 Neighbourhoods, Housing  (Corporate, 

local centre and they have no record either. You tried to contact 

 and not been able too.  I'm  Not Upheld

No

Services, Housing 

Communication 

not happy as these people came to my door and the warrant doesn't seem to be valid. They advised of a 

Standards)

and Information)

leaky pipe that I need to fix in five days or they will get a new warrant and fix it themselves, costing up to 
£20,000.

I recieved a letter from my housing officer saying that my garden needs to be maintained by Monday. I 
have cerebral palsy and so my husband maintains the garden for the both of us. He has suffered a 
shoulder problems which he has been dealing with for 4-6 months, which he now has to have cortizone 
injections. He has been advised by the doctor to not lift anything heavy which means that he cannot do 

Local Centre North (2012 

any major work on the garden. I was told by 

 

 that she has taken photographs of my 

Attitude 

People - Adults & 

garden.  I did not give permission for her to do and so I spoke to an advisory service which has confirmed 

(Corporate, 

19/04/2013 12:02 Neighbourhoods, Housing 

that the council are in the wrong as I had no letters or communication telling me that this will happen. 

Not Upheld

No

Conduct of an 

Services, Landlord 

When I spoke to 

 yesterday she was very rude, not allowing me to speak and she kept 

officer)

Services, Local Centres)

interupting me. I was trying to explain the reasons why we were incapable to tidy our garden due to the 
reasons above however she was not letting me speak. I am not happy with the fact that no-one told me 
about the photographs as it is a breach of privacy and I dont like how she spoke to me over the phone as 
it was very upsetting. We are going to tidy the garden the best we can and hopefully this matter can be 
resolved.AC/CA

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

 is complaining about the delay in sending someone out, out of hours, to turn off the main 

19/04/2013 15:26

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

water tap in the street - please see attached.

Services, Kier)

Service Delay)

Rent Arrears (2012 
People - Adults & 

Other Service 

 is complaining that she has been overcharged rent for her council property - please see 

19/04/2013 15:41 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

attached.

Services, Landlord 

Service Failure)

Services)

Hi, a couple of weeks ago I reported by phone that an empty property in Crane Street had been broken 

Empty Homes (2012 

Delayed/late 

into. The gentleman I spoke to I think was called 

 he promised to pass the complaint on to 

People - Adults & 

response 

the relevant department.  The property, number 

 is still wide open at the back and more of the empty 

19/04/2013 18:23 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

properties have been broken into - number   and number    Can you please act to rectify this problem as 

Services, Housing 

Service Delay)

they are being used as dens by a variety of people.  My concerns are that the property next to number 

 

Standards)

is still occupied and the last time 

 was broken into it was set on FIRE.



[bookmark: 144]Before New Year my daughter came home from hospital diagnosed with chronic lung disease and she 

PIT (2012 People - Adults  Delayed/late 

needs constant oxygen. With this illness I need to prevent her from getting a cold as this restricts her 

& Neighbourhoods, 

response 

ventilation of the oxygen. And therfore I asked for my back boiler to be taken out and refitted with a new 

22/04/2013 09:21 Housing Services, 

Not Upheld

No

(Corporate, 

system to allow me to have radiators in my living room and bathroom to allow heat throughout my house. 

Property & Investment 

Service Delay)

I have been asking since my daughter came home and I have not been given one and as my daughter is 

Team)

ill I think its ridiculous. AC/CA

Empty Homes (2012 

Delayed/late 

People - Adults & 

response 

 is unhappy with the way the Empty Homes team have handled her concerns about the 

23/04/2013 15:49 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

condition of the property at 

 - please see attached.

Services, Housing 

Service Delay)

Standards)

PIT (2012 People - Adults 

The tenant is unhappy about the procedure of stickers being put on doors upon the second no access. In 

& Neighbourhoods, 

Gas servicing 

the tenants own words 'what moron came up with the idea of putting a sticker on a door it completely 

24/04/2013 10:02 Housing Services, 

(Corporate, 

Not Upheld

No

destroys the door, who ever it was is obviously a complete clown' He said He had decorated the door 

Property & Investment 

Service Failure)

Himself to the highest of standards and now it is ruined.

Team)

Decent homes 

PIT (2012 People - Adults  kitchen and 

& Neighbourhoods, 

bathroom 

 is pleased with her new kitchen but is complaining that, since it was installed, she has not 

24/04/2013 10:02 Housing Services, 

Not Upheld

No

(Corporate, Policy,  had a plug socket for the garage - please see attached.

Property & Investment 

Disagree with 

Team)

policy)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is unhappy about the length of time she has had to wait for a plaster repair to be carried out - Partially 

24/04/2013 10:12

(Corporate, 

No

Neighbourhoods, Housing 

please see attached.

Upheld

Service Delay)

Services, Kier)

Gas & Electric (2012 

 (who is the tenants son) is concerned that a sticker had been put on His fathers door, His father 

Gas servicing 

People - Adults & 

is currently in hospital. He is concerned that the sticker is advertising to thieves that no one is occupying 

24/04/2013 10:34

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

the property, and in his words 'it just says to thieves come and rob here no one is in' luckily He was 

Service Failure)

Services, Kier)

passing and noticed the sticker the same day it had been applied.



[bookmark: 145]Local Centre South (2012  Lack of action 

People - Adults & 

 is complaining about the lack of action in connection with antisocial behaviour reports from her 

(A.S.B.) 

24/04/2013 11:13 Neighbourhoods, Housing 

parents' neighbours at 

.Her parents, 

, live at 

 

Not Upheld

No

(Corporate, 

Services, Landlord 

.Please see attached emails.

Service Failure)

Services, Local Centres)

Following a fire at my previous residence, both I and my son have suffered severe mental health issues. I 
strongly feel we were given no support regards the fire or rehousing or the effects and loss this had on my 

Local Centre South (2012 

family. In addition I am now receiving letters and I feel strong harrassment from both 

 & 

 

Behaviour 

People - Adults & 

 saw me yesterday and stood by my car door and said "remove the caravan and I will stop 

(Corporate, 

24/04/2013 13:39 Neighbourhoods, Housing 

harrassing you" You don't have to live in a Council property, you can go and live private rented". From 

Not Upheld

No

Conduct of an 

Services, Landlord 

start to finish this has been a complete mess, which has affected mine and my sons health badly. I wish 

officer)

Services, Local Centres)

to put a claim for compensation for my son. I want someone to contact me and sort out this drastic mess. 
I can't cope with my own mental health state which is being badly affected by this fire. Can you help us? 
CA SVL

My step brother. 

, lived at 

 and I kept all of my 

belongings at his address as I used to stay with him 4 nights per week as he was in ill health. My step 
brother passed away 13/03/2013. When he passed away I could not face going back to the flat.  I went 
back to the flat on 13/03/2013 4 hours after he passed away and found that the locks had been changed, 

Local Centre North (2012  Incorrect 

I do not know who changed the locks and there was no notice on the door. I rang 01782 234234 on 

People - Adults & 

Information Given  14/03/2013 and I was passed to someone called 

 or 

 who deals with funerals, she advised me 

24/04/2013 17:27 Neighbourhoods, Housing  (Corporate, 

that my stuff in the flat would still be there and would be safe. I called from tel no. 

. I called a  Not Upheld

No

Services, Landlord 

Communication 

total of 6 times over the next few days and I was told someone would be back in touch with me about 

Services, Local Centres)

and Information)

gaining access to the flat to remove my belongings however no-one has called me back. I rang again 
yesterday 23/04/2013 on 01782 234234 and I was passed onto someone but I do not know who this was 
as they did not give their name, this person said that the belongings from the flat had been disposed of 
and that there was nothing they could do. I am not happy about this as alot of my belongings were in the 
flat. JN/CA

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

25/04/2013 09:24 Housing Services, 

 is unhappy that her garden fence is not being repaired - please see attached.

Not Upheld

No

policy, Scope of 

Property & Investment 

Service (Repairs 

Team)

Policy))



[bookmark: 146] has been in to the Hanley Local Centre this morning to report a fault on the lift at Westwood 

Court (time between 10-11) . The lady on reception whom he never got her name was very obnoxious. 
The man advised the lift was broken, she asked what is wrong with the lift and he replied "I don't know I'm 

Local Centre Central 

Attitude 

not a lift engineer". The lady then replied "Don't get shirty with me and repeated this was said a few times 

(2012 People - Adults & 

(Corporate, 

during the course of the conversation . The man was very upset because he was not being rude with her 

25/04/2013 13:54 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

at all and felt her attitude was very bad. He then got up before he got very angry and told her he would be 

Services, Landlord 

officer)

reporting her and thinks her reply was "go on then". The man feels this is no way someone should talk to 

Services, Local Centres)

a customer and has thought long about it afterwards and decided to make a complaint about the lady. 
Description of the white lady in her twenty to thirty's with long dark hair. Customer feels if it was someone 
else could upset them a lot.

Homeslessness & 
Housing Advice (2012 

Delayed/late 

People - Adults & 

response 

Sign up at 

.  Furniture Mine referral had not been completed.  New tenant 

 has 

25/04/2013 15:23

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

now slept on the concrete floor for the last four days.

Services, Landlord 

Service Delay)

Services)

Programmed Maintenance  Reckless Driving 
(2012 People - Adults & 

(Corporate, 

A Kier transit van reg: KY58 WLU cut the lady up in traffic, after overtaking two lines of traffic, almost 

25/04/2013 16:36

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

causing a serious accident, and then peeped at her calling her a stupid cow as though it was her fault.

Services, Kier)

officer)

 is complaining regarding outstanding works on his flat, in particular the second bedroom. Works 

Programmed Maintenance  Other Service 

include damp and mould on external walls and ceilings, exposed brickwork between outer and inner walls 

(2012 People - Adults & 

26/04/2013 14:23

Failure (Corporate,  exposing cavity (caused by programmed removal of gas heater) and electric light switches not working 

Not Upheld

No

Neighbourhoods, Housing  Service Failure)

following electrical upgrade. Tenant has reported these issues through previously and they have not been 

Services, Kier)

resolved.



[bookmark: 147] has been waiting to have a kitchen to be fitted; he was expecting work to commence on 

28th March 2013 so he cleared his kitchen, no one arrived and he was not contacted to explain why. 
When he chased the issue he was told that the funding had run out and the kitchen would not be fitted.  It 
was eventually agreed that the work would be done, but he is still waiting (he believes there is a start date 

Programmed Maintenance  Missed 

in the middle of May). 

 has mental health issues and needs to have clear information and 

(2012 People - Adults & 

appointment 

does not cope well with unexpected changes and people he does not know.  It had been arranged that 

29/04/2013 11:46

Upheld

No

Neighbourhoods, Housing  (Corporate, 

the workers doing the installation would be people he had met. He has found the process very upsetting 

Services, Kier)

Service Delay)

and the wait is making him anxious. 

 was informed that he would also have the bathroom 

(including toilet) changed but nothing has been said about that since.  

 feels that he has not 

had free use of his flat as his living room now filled with the contents of his kitchen. 

 had a 

visit to check for asbestos; the drilling has damaged his decoration, there was also damage caused to his 
flooring. SP CA

The first complaint is I had somebody trying to break in my house 2 weeks ago and throwing bricks at my 
bedroom window so I rang they police and they rang the council about making my property more 
secure.the council then rang me they refused to put any more safety round the house and which then 
brings me on to my next complaint which I’ve got no gates this make my property not secure now I signed 
my tenancy agreement about 3-4 years with the thought of having the gates puts in.at the time I was 

PIT (2012 People - Adults 

advised not to sign the agreement by 

 

 until the gates have been fitted.Because of me not 

& Neighbourhoods, 

Other Service 

having the gates I did explain the council that people are using my drive to turn round in the street which 

29/04/2013 11:59 Housing Services, 

Failure (Corporate, 

Not Upheld

No

my son nearly got run over in the result of that. And I have found people walking there dogs in my 

Property & Investment 

Service Failure)

garden.Also my wall last year somebody come have a look at my wall and told me its unsafe and needs 

Team)

fences on then he told me I’d be on the list for a long time since then 2parts off the wall have fell 
down.Kier have been round today (29/04/13) and have just removed the blocks that where unsecure and 
now the wall just looks a mess on the front of my property.and then another thing I’ve got a leak in my 
front garden ,my garden has been holding water even when its dry and the kier  have refused to organise 
somebody too come out have a look at it,the kier man rang them for me today and they refused.sm C/A



[bookmark: 148]I reported a hole in my roof on Friday 19/04/13, but due to it being out of hours they sent someone to look 
at it and check that it was safe as several tiles had fallen off. I was told that they would be out on Monday 
22/04/13 to fix the roof. I waited in all day and no one came, when I rang up to find out why no one had 
turned up I was told that the person who came out to the property on Friday hadn't logged a job. This was 
then done over the phone and I was told that they would be coming on Wednesday 24/04/13 at 10am or 
as close to this time as possible. By 12pm no one had come so I rang again to see what was going on. I 
was told that they were very busy and that someone would be out shortly. I was told that I could go out if I 
needed as they shouldn't need to access my property as the repair was to the roof. I went out and arrived 
back at about 2pm and there was a Keir van parked outside my flat with a man sitting inside reading a 
book. He stayed there for about 15-20 minutes then left, I am unsure if he was there to attend to my roof 
or not. I have not rang again about this problem because I simply don't see the point. To be honest I have 
lost all faith in the council and the housing team and am quite disheartened to be honest. I feel that when 
ever you ring about a repair or to just ask a general question you are not taken seriously. I have rang to 
speak to someone about the problem I am having with my walls being damp and the need to constantly 

Delay in 

re-decorate as the wall paper and paint keep coming away from the walls and have been told that this 

Programmed Maintenance  completing request  could be due to condensation (even though I have explained that I don't get condensation) I am unsure if 

(2012 People - Adults & 

Partially 

30/04/2013 10:40

for service 

this property has had or is eligible for cavity wall insulation as I feel that this may relieve some of the 

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

damp issues that myself and the downstairs flat keep having. I have cracks in my bathroom walls that 

Services, Kier)

Service Delay)

keep opening up, apparently this is something to do with movement within the brickwork of the property 
and that simply refilling the gaps will not fix the problem as new ones will simply open up, which so far 
has been the case. I have a kitchen that is not adequate because when the person who first fitted it 
obviously didn't plan it properly, I still have the cupboard that used to have the back boiler in it and was 
told that the council would not come and remove it, even though they have done this in the downstairs flat 
and the other flats in my street. So because of this I don't have sufficient storage space, I am also short 
of appliance space as I am unable to fit an appliance where there was a gap left for one because of how 
the kitchen is set out and where the gas meter is if I put the appliances where the spaces for them were 
left I can't get at my meter. Again because of the cupboard not being removed I have less cupboards than 
the property downstairs and less places to put my appliances. I now have a hole in my roof that still hasn't 
been repaired, and when ever I ring up to speak to someone about these issues I keep getting fobbed off 
and told that it's what I should expect for living in a council property. I am currently unable to work due to 
my mental health and to be honest it is getting worse not better, especially with the recession and 
everything else I have to deal with. I can't afford to have the repairs to my flat done because I'm not 
working and people who I speak to say that it is the councils responsibility anyway as they are my 

PIT (2012 People - Adults  Delay in 
& Neighbourhoods, 

completing request 

30/04/2013 11:57 Housing Services, 

for service 

complaint regarding current issues with the property and request for rent rebatesee attached

Upheld

No

Property & Investment 

(Corporate, 

Team)

Service Delay)



[bookmark: 149]To complain about the claim for my daughter 

, she put in a aplication form for housing 

because she is homeless, to which she was asked for me to write a letter to be supported, because she 
is a vunrable adult. I did and it was handed in around 3 months ago, she was told she would get a call 
from her housing officer this never materialised. 3 months later she tried calling again for which she was 

Homeslessness & 

told that her housing officer would ring her again. The housing officer again didnt call so she called back 

Housing Advice (2012 

to be told it had never been made live on the system. She was then told they would put it live on the 

People - Adults & 

Other Policy 

system there and then and her housing officer would call her. There was no call yet again so she called 

Partially 

30/04/2013 16:45

No

Neighbourhoods, Housing  (Corporate, Policy) back today, was told she would get a phonecall back. she finally has by somebody differnt to be told that  Upheld
Services, Landlord 

she is not a vunrable adult and not a priority. They also said they were thinking about the YMCA for which 

Services)

the letter i wrote for her claim, clearly stated she isnt suitable for their as she has been their previously 
and has trouble forming relationships. She is a vunreble adult because she has torrets syndrome, adhd, 
anxiety, depresion, insomnia and M.E, for which she is on medication and is under the care of a 
phychatrist, pyhcholigist and a physiotheripist and has her own caseworker at the sutherland centre in 
dresdon.

PIT (2012 People - Adults 

I have 10 windows in my house that the seals have gone and i want to know why i have got to pay for 

& Neighbourhoods, 

Other Policy 

them when the council are my landlord and having rent for my property i have reported them i was told 

01/05/2013 08:29 Housing Services, 

Not Upheld

No

(Corporate, Policy) the sun will dry them up but it doesnt it make them worse and it and doesnt look nice when you have got 

Property & Investment 

water running down them.

Team)

PIT (2012 People - Adults 
& Neighbourhoods, 

Kier Joiner came out to front door which is a back door style with glass in on job no 138234.  I would like 

Other Policy 

01/05/2013 09:27 Housing Services, 

a new door as I dont think it is safe but the joiner referred to Property Investment Team who stated that 

Not Upheld

No

(Corporate, Policy)

Property & Investment 

they would not replace the door as it was functional PR/Cqallhandler 010513 0920

Team)



[bookmark: 150]FOI request to get relevant information with regards to Greenfields RSA. Upon receipt of my request,  it 
as the information backed up my original theory - that there is no legal/formal connection between 
Greenfields RSA and the SOT CC.  I have tried to contact them for a constitution as well as membership 
information, not been able to get through. Tried to resolve original query but feel i am being ignored and 
side stepped.FOI to get the RSA Constitution, tried to contact, got no contact. Received the Greenfileds 
Constistution. In effect the council has chosen to recognise one RSA over the other.Issue 2 that the SOT 
CC seem to make straight-forward issues complicated in order to 'murky the waters' when the issue is 
simple not complicated. Re: questions posed to 

 - who did not give me a responce as 

the to whether the Council's Equal Opps was breached or not but rather a list of opinions from various 
officers.I have had subsequent emails from 

 on the 11/07/12 - regarding Greenfields RSA 

Leaseholder Engagement 

being "council recognised"12/07/12 - Re: St Andrews Cresent RSA12/07/12 - Re: Green fields RSAThe 

(2012 People - Adults & 

Other Policy 

communication seem to suggest that the Council has chosen to recognise some groups and not others 

02/05/2013 15:01 Neighbourhoods, Housing 

Not Upheld

yes

(Corporate, Policy) and give support to these "recognised" and not giving the same support to "unrecognised" groups. People 

Services, Landlord 

should not have to be discriminated against, there should be equality. Letters to various councillors and 

Services)

the responses i have recieved seem to support this issue.Breaches - SOT CC Eqaul Opportunity policy 
and breaks their constituion, i.e breaching EOP.The constitution makes no legal reference to the Council 
and RSA being linked. They are 2 seperate legal entities. So how can the Council have a system to 
recognise one RSA over another and as such not supporting one over the other.Spoke to 

 -  

said that they would be a review things, this was not good enough  as i have had no definate answer. And 
hence, no way forward. Side issues -  Greenfields RSA are getting a cash reward of £100 - what legally 
supports this, what was the process of obtaing this funding? Issue: -Council has assumed that this 
seperate entity - St Andrews Cres RSA covers a certain area and as a result everyone who lives in that 
area is an automatic member as opposed to being apart of it by choice. Some residents have never heard 
about the RSA.

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

complaint regarding Stokeo n Trent City Council's policy on the replacement of gates for council owned 

02/05/2013 15:15 Housing Services, 

Not Upheld

No

policy, Scope of 

propertieswith reference to 

see attached

Property & Investment 

Service (Repairs 

Team)

Policy))

 is not happy with the service provided by Kier, she called to report the shaled roof tiles front 

Responsive Repairs (2012  Standard of 

and rear R137015, 

 attended and logged some feedback for MEWP to attend, 

 called 

People - Adults & 

responsive repair 

03/05/2013 12:47

back chasing up the job, accoprding to Umbrella system and paperwork the job was carried out on 30-

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

APR-13 at 11:30am.  

 states that they did not attend on Tuesday 30-APR-13 at all, the car 

Services, Kier)

Service Failure)

was on the drive way and 

 was home on the front yard all day.  RG/Call Handler



[bookmark: 151]PIT (2012 People - Adults  Delay in 
& Neighbourhoods, 

completing request 

03/05/2013 13:31 Housing Services, 

for service 

complaint regarding issues with the garden and drainage see attached

Not Upheld

No

Property & Investment 

(Corporate, 

Team)

Service Delay)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Policy 

03/05/2013 13:39 Housing Services, 

complaint in relation to roof tiles coming loose and the delay in replacing themsee attached

Not Upheld

No

(Corporate, Policy)

Property & Investment 
Team)

Homeslessness & 
Housing Advice (2012 
People - Adults & 

Other Policy 

03/05/2013 14:01

complaint in relation to current housing situation and delay in re-housing 

see attached

Not Upheld

No

Neighbourhoods, Housing  (Corporate, Policy)
Services, Landlord 
Services)

Estate Management (2012 

There is a house at 

 which has been empty for 4 months and it is attracting rats it 

People - Adults & 

Other Service 

has loads of rubbish in the garden which is rotting away, it has brick through the window and it is an 

08/05/2013 14:12 Neighbourhoods, Housing  Failure (Corporate, 

Upheld

No

eyesore. We are trying to let out our property at 

 but  no-one wants it because of the 

Services, Landlord 

Service Failure)

council house next door. Taken by Nishi Customer Access

Services)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

 is unhappy that a Kier workman has used one of her flannels during work that he has done 

09/05/2013 10:34

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

at her property recently - please see attached.

Services, Kier)

officer)

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

 is complaining about the time she is having to wait for her kitchen cupboards to be 

09/05/2013 13:25

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

replaced - please see attached.

Services, Kier)

Service Delay)



[bookmark: 152]PIT (2012 People - Adults  Delayed/late 

& Neighbourhoods, 

response 

 is complaining about the lack of action regarding issues with the guttering of council 

13/05/2013 09:56 Housing Services, 

Not Upheld

No

(Corporate, 

properties 

 and 

 

, which are affecting his property - please see attached.

Property & Investment 

Service Delay)

Team)

 has reported a repair to the living room, there is a crack where the council removed a 

Responsive Repairs (2012  Delayed repair 

partition. The crack now spreads from one side of the room to the other. Emergency call out attended 5th 

People - Adults & 

13/05/2013 10:07

(Corporate, 

May, follow up work was logged and someone attended on 9th May at 10.25am but no one called 

 

Withdrawn

No

Neighbourhoods, Housing  Service Delay)

 before attending as requested. This crack is getting bigger and is a huge concern of 

 

Services, Kier)

 ah/callhandler

 is calling on behalf of 

 of the above address, he was due to have a central heating 

renewal start today 13-MAY-13.  An engineer arrived and isolated the current solid fuel heating system 

Responsive Repairs (2012  Asbestos 

and then a gas plumber came along, stood in the kitchen, opened up a 5 year old asbestos report and 

People - Adults & 

13/05/2013 11:43

(Corporate, 

refused to carry out the works due to bathroom floor containing asbestos, however 

 had the 

Not Upheld

No

Neighbourhoods, Housing  Service Failure)

bathroom floor replaced 7 months ago, and had the receipt to show this.  Also would like to point out that 

Services, Kier)

Holdcroft Heating called 

 directly to speak to their own engineer, and the engineers then left the 

property just stating that their hands were tied due to the asbestos report.  RG/Call Handler

I have been put in band 3 on the waiting list, I am having problems paying the bedroom levy and feel a 

Homeslessness & 

higher band would be more appropriate.At Housing Options some of the staff give the impression in their 

Housing Advice (2012 

Delayed/late 

voice of not really caring about the situation you are in.I have been offered one property but it was not 

People - Adults & 

response 

13/05/2013 14:04

suitable, it seems to me it was offered because no-one else wanted it.The Council have known for a while  Withdrawn

No

Neighbourhoods, Housing  (Corporate, 

the situation with bedroom tax and I feel are not doing enough to address the concerns (I certainly have 

Services, Landlord 

Service Delay)

had not contact with anyone from the Council who really cares).I will send a copy of this to my MP and 

Services)

the Ombudsman

PIT (2012 People - Adults 

On behalf of her mother, address 5

.

 

 is 95 years old next 

Disagree with 

& Neighbourhoods, 

month, she lives in a bungalow which has two doors.  The back door is the old style which has deadlocks 

decision 

13/05/2013 14:32 Housing Services, 

top and bottom which she finds very difficult to unlock and feels that if there was an emergency she would  Upheld

No

(Corporate, 

Property & Investment 

be unable to escape through the rear of the property.  Feels new PVC door would be a safer option.  

Service Failure)

Team)

Have asked for this to be replaced and have been refused.  bg/ca

PIT (2012 People - Adults 

 has been into the Blurton Local Centre to complain about the quality of workmanship that was 

& Neighbourhoods, 

Other service 

carried out by Brendan Ferns who installed some new radiators.  He claims that they left holes in his walls 

13/05/2013 15:46 Housing Services, 

delay (Corporate, 

Not Upheld

No

and just put cork in some of them. He is also complaing that he has not received any decoration vouchers 

Property & Investment 

Service Delay)

following the work.

Team)



[bookmark: 153]Local Centre South (2012  Attitude 

People - Adults & 

The manner of the housing officer 

 how he spoke to 

 and his bullying tactics and how 

(Corporate, 

13/05/2013 16:50 Neighbourhoods, Housing 

he spoke in front of her children who were very upset as they now think that they are going to lose their 

Not Upheld

No

Conduct of an 

Services, Landlord 

home this is not acceptable behaviour.  tb/ca

officer)

Services, Local Centres)

 has a gas fire in the living room and her autistic son keeps putting toys into the fire as he does 

PIT (2012 People - Adults 

not understand not to, she has been advised to fit a fire guard which she has done but he pulls this away 

Disagree with 

& Neighbourhoods, 

from the wall even when it is screwed on. This is an ongoing issue and 

 has made several calls 

decision 

13/05/2013 17:10 Housing Services, 

about this to repairs. An email has been sent to the gas section, who didn't call the tnt but just emailed 

Not Upheld

No

(Corporate, 

Property & Investment 

back to the call handler that 

 needs to fit a fire guard which she already had done. She is not 

Service Failure)

Team)

happy that the gas supervisor didn't contact her themselves or come to assess the issue and that she 
had to call back to get the feedback that is advise she had already been given and had done  mw ch

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

14/05/2013 12:09 Housing Services, 

 is unhappy with the decision not to replace her kitchen - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

Customer is very cross at the fact that Housing Officer 

 has called her re what he stated 

were arrears of £1.02.

 is a regular payer and has been very ill, in hospital and had an operation, 

waited in a queue and worked it short of £1.02. It has cost the council more than that to call a mobile. 

Local Centre Central 

Attitude 

After thinking about it 

 is actually owed money from the time when it was rent free on the 1st April 

(2012 People - Adults & 

(Corporate, 

2013. 

 should have worked this out before he rang her, she is also complaing about his attitude he 

14/05/2013 14:23 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

was abrupt and the way he spoke to her was awful, he was acting as though it was a huge amount of 

Services, Landlord 

officer)

money that she had to pay. She has also contacted the council re bedroom tax and he couldn't even 

Services, Local Centres)

answer her questions re bedroom tax. He just had no undrstanding at all. It is actually the council that 
owe her money.  She was very upset over the way he handled the call, he showed no empathy at the fact 
that she has been ill and in hospital.Taken by Nishi Customer Access

 lives in a ground floor flat of a block of 4.  His neighbour at 

 (upstairs flat) has 

had Kier out to do a repair to the canopy over the door.  Kier attended at 8.30am yesterday 14th May as 

Responsive Repairs (2012  Delayed repair 

 were going out.  Kier asked how long they were going to be and they said about an hour.  

People - Adults & 

15/05/2013 08:57

(Corporate, 

The workman told him he could do with him being out for about 2 hours as they needed to erect 

Withdrawn

No

Neighbourhoods, Housing  Service Delay)

scaffolding.  

 agreed and they were actually out 3 hours.  They returned at 11.30am to find the 

Services, Kier)

workman gone and there was no sign that any work had been carried out to the canopy. He is unhappy as 
this means Kier need to come back and he will have to go out for another 2 hours.



[bookmark: 154] has called wishing to put a complaint forward in regards to her experience with the repairs 

team. Has been a tenant with the council for 16 months (approx).  Mid tenancy, the customer's back door 
started to leak due to previous damage done by previous tenant. This was completely repaired by the 

PIT (2012 People - Adults 

repairs team. However the door seems to be allowing rain to come into the house. Customer has had 

Disagree with 

& Neighbourhoods, 

repairs team come out to her on numerous occasions but today has been told the door will not be 

decision 

15/05/2013 09:49 Housing Services, 

replaced even though it is somehow allowing rain to pour in. Customer was expecting a call or visit from 

Not Upheld

No

(Corporate, 

Property & Investment 

repairs inspector as this was advised to her by the last joiner who attended to her repair but has been 

Service Failure)

Team)

waiting 3 weeks for this call and visit. Today was told we no longer go through inspectors so feel was 
given incorrect information. Customer very dissatisfied as has paid £300.00 for a floor fitting but rain is 
constantly coming through door in bad weather but we are not able to replace door or identify main 
problem.

Homeslessness & 

Incorrect 

Housing Advice (2012 

Information Given 

People - Adults & 

 is complaining about confusion in the way his housing application has been managed - please 

15/05/2013 11:44

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

see attached.

Communication 

Services, Landlord 

and Information)

Services)

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

Partially 

16/05/2013 12:39

 is not happy about several missed repairs appointments - please see attached.

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Delay)

Responsive Repairs (2012  Disagree with 
People - Adults & 

decision 

 is complaining about the lingering smell of paint following his radiators being painted recently, 

16/05/2013 12:55

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

and the conflicting advice he has received - please see attached.

Services, Kier)

Service Failure)

Responsive Repairs (2012  Gas servicing 

People - Adults & 

Partially 

16/05/2013 13:14

(Corporate, 

 is not happy about the way Kier have handled the problems with her boiler - see attached.

No

Neighbourhoods, Housing 

Upheld

Service Failure)

Services, Kier)

Responsive Repairs (2012  Delayed/late 
People - Adults & 

response 

 are unhappy with the way Kier have handled the problem with a cracked sewage pipe 

16/05/2013 13:31

Upheld

No

Neighbourhoods, Housing  (Corporate, 

under their living room floor - please see attached.

Services, Kier)

Service Delay)



[bookmark: 155]The nature of the complaint is due to a lift in Wellington Court that gave access to the even floors that 
was out of order for 1 full month between March and April 2013. Approximately half the residents in 
Wellington Court were affected by this, no compensation or rebate has been offerd to the tenants of 
Wellington Court who were directly affected by this. Currently Hanley area housing office believe at 
present that it is only an inconvenience and did not directly affect or inconvenience the tenants of the 
even floors. This is not the case as this is not money that we pay towards council tax or rent, this is a 
standard charge of the maintenance of the building, that all residents of Wellington Court, both renting 
and owned, must pay each week. This comes to approximately 7.50 for various different charges. 
Included in these charges are such euphemistic concepts such as a garden for people who live in a high 
rised property, for cleaning that is meant to be done evreyday but not allowed to use chemicals. The bulk 
of these charges are to do with the maintenance and use of the lift and safety lights, which are there not 

Responsive Repairs (2012 

only for easy access to the property but for quick and easy access for tenants and visitors if an 

Delayed repair 

People - Adults & 

emergency takes place. There are many residents in this propery who are of an old age or extremely old  Partially 

16/05/2013 14:45

(Corporate, 

No

Neighbourhoods, Housing 

age. For example my neighbour on the same floor is 93 years of age. If an emergency call was needed to  Upheld

Service Delay)

Services, Kier)

take place to any of these residents the ambulance could not gain quick and easy access because of a lift 
been out of order. During this period of time when the lift was out of order, I myself was suffering from an 
extreme form of amunia and I needed to call out the doctor and the ambulance service during this period. 
Both found it difficult to gain access to this property and if I needed to be hospitalised or any other 
resident this would have proven to be virtualy impossible going through 4 sets of fire doors. I am aware 
the reason for this long delay in repair is the fact that this has now been sub-contracted 3 times over, you 
have Fosters the original manufacturers, Kier who are there to maintain day to day maintanence of all 
council facilities, Security Services who are directly responsible for the maintenance of the lift and 
external areials and what I have been informed a new group whose name escapes me who have been 
sub-contracted again. This should never have been allowed to take place and legally under the landlords 
and tenants act the city council should not have allowed this to take place for any longer than a 7 day 
period.

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Feedback regarding the fencing at the side of 

home. She is concerned that the wire fencing is 

Disagree with 

17/05/2013 10:59 Housing Services, 

not stable enough to keep her children from climbing over it and falling down the 5-6 foot drop.Please see  Not Upheld

No

policy, Scope of 

Property & Investment 

attached

Service (Repairs 

Team)

Policy))

Approx 6 years ago, the door catch on the internal door got stuck and my grandaughter was inside and 

PIT (2012 People - Adults 

hysterical so I had to get in to her. I did not know there was an emergency call out team, and I had to 

& Neighbourhoods, 

Delayed repair 

push the door hard to get inside. This caused the catch to split the door. When I had my bathroom 

17/05/2013 14:31 Housing Services, 

(Corporate, 

Not Upheld

No

renewal after this time, I was advised I would get a new internal door but I'm still waiting for my door years 

Property & Investment 

Service Delay)

after.I do not want to pay for a repair as I have been promised a new door and been patient in waiting for 

Team)

this.



[bookmark: 156] called to make a complaint on behalf of her mother. There was a gas leak at the property 

PIT (2012 People - Adults 

Friday 17th May, national grid attended and isolated the gas supply. 

 says that 2 men from 

& Neighbourhoods, 

Gas servicing 

Kieir attended due to the system only being fitted a month ago by Pheonix gas. 

 says that 

18/05/2013 09:24 Housing Services, 

(Corporate, 

these 2 men wiped their hands of the work and were just out to get Pheonix gas. There has always been  Not Upheld

No

Property & Investment 

Service Failure)

a kink in the gas pipe where the leak was which she stated to these Kier operatives. Their behaviour was 

Team)

disgusting and has thus resulted in 

 who is 78 having no gas supply for over 24 hours, no 

heating or hot water and no cooking facilites ah/callhandler

Homeslessness & 
Housing Advice (2012 

Other Service 

MP Enquiry regarding 

 current housing situation. She is currently living on the 8th floor of 

People - Adults & 

Partially 

20/05/2013 11:39

Failure (Corporate, 

 and she currently is 7 months pregnant and has Bi Polar.Please see attached 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

request.

Services, Landlord 
Services)

Ref: R138239 - I rang repairs to report loose roof pan tiles around my chimney. I was advised by the 
council repairs advisor that there is nothing that can be done unless the tiles slide down the roof into the 

Responsive Repairs (2012  Disagree with 

guttering. Kier scaffold inspector 

 attended and also fed back that there is no water ingress and 

People - Adults & 

decision 

therefore no repair. In the mean time a tile has slid off completely and smashed on the patio floor 

20/05/2013 15:49

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

breaking plant pots and just missing my husband by inches. I cannot let my grandchildren play in the rear 

Services, Kier)

Service Failure)

yard for danger of more tiles coming off as there are three more loose tiles by the chimney. Several other 
Kier men have attended and stated the same thing that no repair can be done at the moment. 
atr/callhandler.

I called Kier this morning about 9.30am, to report that the bulb has blown in my outdoor light just above 

Repairs Phone Team 

my door. The lady I spoke to asked me what benefits I was on. I explained I was on the higher rate 

Attitude 

(2012 People - Adults & 

mobility allowance.  She then started to argue with me saying that I was not on the higher rate I was on 

(Corporate, 

Partially 

21/05/2013 09:52 Neighbourhoods, Housing 

the lower. She would not allow me to explain my situation and she was interrupting me when I spoke. She 

No

Conduct of an 

Upheld

Services, Property & 

was extremely rude, saying that she could "not just get an electrician out" and that I was going to go on to 

officer)

Investment Team)

a waiting list. I only wanted to report my repair and she was very rude to me and I came off the phone 
quite upset. AC/CA

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is complaining about the standard of work carried out at her property recently - please see 

21/05/2013 15:47

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

attached.

Services, Kier)

Service Failure)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is unhappy with a decision not to replace his gas fire with an electric one, which he feels 

21/05/2013 16:09 Housing Services, 

Not Upheld

No

(Corporate, 

would be safer - please see attached.

Property & Investment 

Service Failure)

Team)



[bookmark: 157]Has wetroom for disabled daughter.  Lives with daughter and granddaughter (joint tenants).  Customer 
rang repairs last week due to sewage coming up the drain in the wetroom.  Kier came out to look for 
blockage and found sewage coming up in the front garden by the gate and said that he would have to 
send Dynarod and he rang them and told them it was an emergency. They still haven't been.  Customer 
has had this ongoing issue now for 2 years.  She rings Kier who say that it is the responsibility of Dynarod 

Responsive Repairs (2012  Disagree with 

and they always say that it is the responsibility of Kier.  When customer rang Kier last week the operative 

People - Adults & 

decision 

Partially 

21/05/2013 16:41

there said "Did you know that you had repairs out for drains every month last year"?  Customer said "Tell 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

me about it".  The only reason that it has only been twice this year is because daughter refuses to go into 

Services, Kier)

Service Failure)

the shower now.  The pipes in the front garden apparently need replacing but no-one is doing this.  I 
(Gloria/CA) have telephoned through to local office but they say that there is nothing they can do as it is a 
repair issue.  Spoke to Steve).  At 1 time they did mention that they would need to take the floor up in the 
wet-room as the shower is running through the same outlet as the toilet but no-one has ever done this 
either.  CA/GMJ

Responsive Repairs (2012  Individual Missed 
People - Adults & 

Green Box 

Partially 

22/05/2013 13:42

Rubbish left in garden longer than expected.Dog has cut leg on the rubbish.The cut required stitching.

No

Neighbourhoods, Housing  (Corporate, 

Upheld

Services, Kier)

Service Failure)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other service 

 is unhappy at the lack of assistance from the council for carpets for a council property which 

22/05/2013 16:22 Housing Services, 

delay (Corporate, 

he wanted to move into and which he has now had to decline.  He is also unhappy that the council have 

Not Upheld

No

Property & Investment 

Service Delay)

rejected his request for a new bathroom - please see attached.

Team)

Fencing and gates 

Responsive Repairs (2012  (Corporate, Policy, 
People - Adults & 

Disagree with 

Stage 1 complaint regarding fencing issues that have been on going at 

 home.Please see 

23/05/2013 10:54

Upheld

No

Neighbourhoods, Housing  policy, Scope of 

attached complaint

Services, Kier)

Service (Repairs 
Policy))



[bookmark: 158]I wish to make a formal complaint about 

, my 'designated housing officer' at Hanley Local 

Centre. (I have spoken with this woman numerous times and I believe her intent may border on malicious 
harrassment. )This week, after unnecessarily harrassing me about rent arrears payment and housing 
benefit, 

 went as far as to send me a very threatening eviction letter for which there was 

absolutely no need, and in my belief was only sent out of spite!I have rent arrears on my property and 
was court ordered to pay £6.55 a week (or £13.10 a fortnight) which I was regularly paying. I spoke to 

 (at Hanley Local Centre) last week about the one missed payment which I explained 

to him and subsequently paid up to date.  He confirmed to me last Friday that my rent arrears account 
was up to date.To send an eviction letter was absolutely unnecessary.  

 also stated in the 

letter that I had missed several instalments which was false as I had previously cleared this matter up the 
week before with 

!  Additionally, she implied that I was not in receipt of Housing Benefit 

anymore. (I went into Stoke library yesterday and spoke to someone who confirmed that I WAS in receipt 
of Housing Benefit!!)  I fail to come up with any other reason why she may have done this other than petty 
harrassment, which I find quite nasty.  To use the weight of a local authority letterhead to intimidate 
people unnecessarily is completely irresponsible. When I have spoken to her previously on the phone she 

Local Centre Central 

often talks over me when I am responding to a question and her phone manner in general is quite rude. 

Attitude 

(2012 People - Adults & 

Earlier this year, it took several phone calls for me to explain to 

 the court arrangement for 

(Corporate, 

23/05/2013 13:40 Neighbourhoods, Housing 

my rent arrears payments: she called a few times and asked me what the weekly payments were and as I  Not Upheld

No

Conduct of an 

Services, Landlord 

tried to explain to her, she would talk over me with another question!!  In January, I made a payment of 

officer)

Services, Local Centres)

£90.00 to keep me up to date with any missed payments and it took several explanantion attempts 
because she did not let me respond without interupting me!  For someone who has a job involving 
customer contact, 

 has a very bad attitude.  (With me certainly, if this is not the case when 

she talks to other people I would like to question the reason why she would victimise me?)My previous 
contact with 

 has been over the phone (this year) to try and arrange an inspection visit to my property 

(which I would gladly welcome following my recent complaints (made to 

 

 about the damp 

and mould in the property.  There have been several visits arranged, all of which were not attended by 

.  I have waited in for her on several occasions only to be kept waiting, except on one 

occasion where I would have been late for the dentist if I had waited any longer than the half hour she 
was already late by.This morning, 

 has called me again to try and arrange this inspection 

visit.  When I mentioned my annoyance at the previous times when she kept me waiting,  she blasted 
over me and implied I was lying!!!  She was so rude, obnoxious and downright aggresive that I terminated 
the call immediately as I found her very intimidating.It is my formal request that any further 
correspondence between the Hanley Local Centre and myself be conducted by any other Housing Officer.  
I formally request that 

 should not contact me again, for anything and that my account be 

handled by someone else.



[bookmark: 159]My name is 

 Im a home owner recently moved to stoke on trent.  I would like make a complaint 

agaisnt 

 on his unprofessional manor he is conducting a very important move.  A friend of my 

girlfriend and mine has recently moved to the area after suffering years of domestic abuse from an ex-
boyfriend.  We was scared to go out with her little girl so we asked her to move to stoke, why not? Plently 
of vacent houses and apprently your desperate for more people to come live in stoke and contribute to 
the local econemy.  Ever since moving to stoke ourselves we have felt like the council has done nothing, 
not just for us.. But for anyone.  The roads of terrible which coarsed damage on our bmw, which never 
happend in macclesfield.  When it snows, our insurance overnight on our car is void because the council 
cant grit our road, also making life for the local elderly people hard.  Our friend, 

 

 recently 

moved into 

.  She has a 2 year old little girl, no job and trying to start a new 

life for her daughter.  Yet, 

 practically forced a house onto her with no flooring what so ever, 

Even missing several floor boards.  The house was not fit to give to anyone, let alone a 21 year old single 
mother of a 2 year old girl.  

 stayed at our house while i helped with decorating along side 

renervating my own house, so it took some time.  I work nights 4 on 4 off, One morning, im woken up by 
a man with what looked like a SIA license who rudely pushed his way into my house uninvited by anyone 
as 

 was a sleep on the sofabed and my girlfriend wasnt long up either.  He began to shout at 

 in a very condesending manor, I came down and asked what the shouting is, and who he was 

Local Centre North (2012  Behaviour 

in which he replied, "Ask 

, i was invited in"  in which 

 and my girlfriend both said "no 

People - Adults & 

(Corporate, 

you didnt" so i asked him to leave which he was very agitated by, I could tell because he stormed off my 

Partially 

26/05/2013 21:43 Neighbourhoods, Housing 

No

Conduct of an 

drive muttering something.  I felt threated in my own home by a man in a suit with a clipboard with a 

Upheld

Services, Landlord 

officer)

bodyguard looking like man, He was actually rather polite but 

 was rude, patronising and very 

Services, Local Centres)

condesending in how he spoke to 

  Last week he nocked on my door again, looking for 

 who is in france (back tuesday).celebrating her daughters 2nd birthday.  I explained that and 

also asked why he was rude last time, which he denied and a very nice lady just explained, hes not being 
rude now. So, what else can 

 do? Well, while in france, 

 house was broken into and 

her belonging rifled through, the brick which smashed the window was left, and they stole a huge 
wardrobe? Is it not obviously a neighbour? Anyway, my grilfriend goes to check for mail for 

 

and the window, is from what the police officer said, "looks like its the council who have done this" so we 
checked to see if stoke council had reported it to the police? Well no one had.  Why would you board up a 
window but not report a break in?  We feel as outsiders watching and assisting 

 with her new 

life away from domestic abuse, feeling of fear for her and her babys safety and seeing  how 

 

has handled her with no care for hewr well being, safety or even offering a livable house knowing a single 
mother is moving in with a baby is outragious.  He has shown no consideration or determination to help, 
all of his determination has been to rush her into the house and while shes sorting our her benefits and 
looking for a part time job is to harass her, and us for her rent, he went as far as gioving her a termination 
notice after weve spent money decorating it and making it fit to move a child into.  cause stoke council 
needs all the money it can get after carparks at superstores and buisness closing down is in by no means 
you try to squeeze money out of those already struggling, He is a descrace to any council and has no 

ever since last year my disabled son has refused to have a shower the DRT said that they will install a 
bath in my house. I rang in January and I had someone to come and check, and a gentleman from Kier 

Responsive Repairs (2012  Delayed/late 

came and said that it was not easy to do it. 

. I complained but they said that i was on the list to 

People - Adults & 

response 

Partially 

28/05/2013 16:59

get it done this month. I then came back from a holiday with my kids to be in the house while the work is 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

done and nowone came I called  

 on 

to be told it was never agreed for this month he 

Services, Kier)

Service Delay)

then passed the buck back to the council to say it was not approved when i no it was. The lady from DRT 
is called 

 236958. AC/CA



[bookmark: 160]Responsive Repairs (2012  Delayed repair 

People - Adults & 

Customer is unhappy at the lack of action regarding the collapsed drains at his property - please see 

29/05/2013

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

attached.

Service Delay)

Services, Kier)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is unhappy with a decision not to raise her front path to prevent water reaching the main 

29/05/2013 Housing Services, 

Not Upheld

No

(Corporate, 

door of her property - please see attached.

Property & Investment 

Service Failure)

Team)

Programmed Maintenance  Missed 

Job logged for today at 8.00am.  Rang up at 8.50am to see if anyone was coming. I was told that the 

(2012 People - Adults & 

appointment 

29/05/2013 09:07

operative had rung in at 7.58am to say there was no access.  I had seen a van parked outside but no 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

body had knocked on the door.  Job relogged for 9.30am today

Services, Kier)

Service Delay)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is unhappy with a decision not to replace two of her kitchen worktop surfaces - please see 

30/05/2013 10:28 Housing Services, 

Not Upheld

No

(Corporate, 

attached.

Property & Investment 

Service Failure)

Team)

Delay in 

Programmed Maintenance  completing request 

(2012 People - Adults & 

30/05/2013 10:42

for service 

chimney, repaircomplaint regarding the delay in carrying out repairs to the chimneysee attached

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

Services, Kier)

Service Delay)



[bookmark: 161]Local Centre North (2012  Behaviour 

Customer says she called into Tunstall local centre today to advised that she will be making her rent & 

People - Adults & 

(Corporate, 

council tax payments a little late as going on holiday she says that the lady there was very rude and said 

30/05/2013 12:20 Neighbourhoods, Housing 

Upheld

No

Conduct of an 

that if she can afford to go to Egypt then she should be paying her bills before she goes. she was not 

Services, Landlord 

officer)

happy at the way this was said to her and wants to make a complaint

Services, Local Centres)

I called to make an appointment at 10.30am on 29/5/13.  The convenient time was at 1pm.  No body 
turned up or contacted me so at 3.55pm I rang again to chase up the job.  I was told that someone had 

Programmed Maintenance  Missed 

changed the convenient time to 10pm on 29/5/13 but had not contacted me.  At this point I rearranged it 

(2012 People - Adults & 

appointment 

for 8am on 30/5/13.  Kier men turned up in 2 vans at 7.55am today and finished the work at 8.40am.  

Partially 

30/05/2013 12:25

No

Neighbourhoods, Housing  (Corporate, 

They messed around until 10.15am before leaving.   Last time I complained I received a letter to say that  Upheld

Services, Kier)

Service Delay)

Kier attend 67% of the appointments within 30 mins of the convenient time.  This is unacceptable and 
should be in the region of 80%.  The service is awful and if it were any other company they would be 
sacked.

Repairs Phone Team 

 has said that Housing Repairs (Kier) attended to the chimney yesterday 29-May-2013 to 

Delayed/late 

(2012 People - Adults & 

repair an old fireplace, to make it safe and Kier workmen emptied the contents of the chimney into 2 black 

response 

Partially 

30/05/2013 15:06 Neighbourhoods, Housing 

bags and these were left by the bins outside. 

 has said that there are several dead birds and 

No

(Corporate, 

Upheld

Services, Property & 

a live bird in these 2 blacks bags. 

 says she has been unable to get through to repairs.  Rang 

Service Delay)

Investment Team)

234234 who tried to put her through but it eventually disconnected.

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is unhappy with missed plastering appointments and the standard of work carried out - please  Partially 

30/05/2013 15:43

No

Neighbourhoods, Housing  (Corporate, 

see attached.

Upheld

Services, Kier)

Service Failure)



[bookmark: 162]Homeslessness & 

Other 

Housing Advice (2012 

communication 

People - Adults & 

30/05/2013 15:52

(Corporate, 

 is unhappy at the way her housing application has been handled - please see attached.

Upheld

No

Neighbourhoods, Housing  Communication 

Services, Landlord 

and Information)

Services)

PIT (2012 People - Adults 
& Neighbourhoods, 

Other Service 

I have recently had my outhouse broke into. I have a crime reference number from the police who dealt 

31/05/2013 15:51 Housing Services, 

Failure (Corporate,  with it. My support worker rang the repairs department to ask them to arrange to repair the door. We were  Not Upheld

No

Property & Investment 

Service Failure)

advised that you no longer do this for council tenants.

Team)

I have recently reported a broken work top in my kitchen,following this a joiner came out,refused to do the 

Responsive Repairs (2012  Attitude 

repair saying I need a new kitchen,following this a very rude and arrogant man was sent to my home who 

People - Adults & 

(Corporate, 

told me I could not have a new kitchen because the 3 cupboards you call a kitchen are ok,as I can only 

03/06/2013 15:47

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

use one of these cupboards I am absolutely fuming about this,under the decent home standards you are 

Services, Kier)

officer)

by law required to provide me with efficent cupboards wich are to a modern standard so until this happens 
I will NOT BE PAYING YOU ANY MORE RENT

Responsive Repairs (2012  Reckless Driving 

I was driving by the MFI roundabout near the bridge by festival park and a Kier van did not indicate and 

People - Adults & 

(Corporate, 

he just cut me up and nearly caused an acident and then because I was going over the bridge he was 

03/06/2013 16:39

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

laughing and i did not find it funny as he will cause an accident. The incident happened at 4.00pm and the 

Services, Kier)

officer)

Van registration number is KZ58 KUP.



[bookmark: 163] reported a repair at 8am this morning for water through ceiling through electrics.  Job ref@ 

142743/  The electircian arrived first and sorted that.  The plumber attended at approx 10am and looked 

Responsive Repairs (2012 

under bath and advised the sealant around bath needed renewing, the plumber checked downstairs and 

Delayed repair 

People - Adults & 

the water was still dripping.  Op advised "We will see how it goes and call back if it does not stop".  

 

03/06/2013 17:26

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

 called back and reported the leak had not stopped at 12:50pm, job ref: 442872,  It was booked 

Service Delay)

Services, Kier)

for 1.20pm and it is now 5.23pm and no-one has been yet, water is still running through the ceiling.  

 

 is not happy that no-one has called him to advise him what is going on, has made 5 phone calls 

to repairs today.  RG/Call Handler

Local Centre North (2012  Delay in 
People - Adults & 

completing request  garden; delaycomplaint regarding the delay in dealing with the request for her garden to be sorted 

04/06/2013 Neighbourhoods, Housing  for service 

Upheld

No

outPlease ring 

 on behalf of 

see attached

Services, Landlord 

(Corporate, 

Services, Local Centres)

Service Delay)

Incorrect 

Responsive Repairs (2012  Information Given 

People - Adults & 

Customer advising he has reported an issue with his sink and our advise has not resloved the issuesee 

04/06/2013

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

attached

Communication 

Services, Kier)

and Information)

PIT (2012 People - Adults 

Disappointed with our Kier team in regards to their procedure in dealing with a request.  Customer asked 

Attitude 

& Neighbourhoods, 

to get a boundary fence fixed the team came out and rather than fixing the fence merely removed the 

(Corporate, 

04/06/2013 13:26 Housing Services, 

slats. The client asked when the fence would be fixed and the Kier member in question, responded 

Not Upheld

No

Conduct of an 

Property & Investment 

rudely, laughing  and with jest to the customer situation said 'There’s no joke about it, you’re not getting 

officer)

Team)

anything, so don't argue with me.'



[bookmark: 164]Local Centre Central 

Attitude 

(2012 People - Adults & 

(Corporate, 

 is complaining about the attitude of one of the City Council's local centre staff, 

 - 

05/06/2013 Neighbourhoods, Housing 

Upheld

No

Conduct of an 

please see attached.

Services, Landlord 

officer)

Services, Local Centres)

 is complaining about the lack of enforcement with regard to the dog fouling at 

 

Local Centre Central 

.She has contacted her MP's office to advise that "conditions have not improved and she is 

Delayed/late 

(2012 People - Adults & 

concerned because her husband is being discharged from hospital this week and has been advised that 

response 

05/06/2013 09:34 Neighbourhoods, Housing 

the dog fouling might cause implications to his health."Additional comments from 

 and her 

Not Upheld

No

(Corporate, 

Services, Landlord 

MP (Rob Flello):-"... the owner of the property with the dog fouling, reduces the mess when he is aware 

Service Delay)

Services, Local Centres)

that the Council are going to visit. Therefore she has asked if you could do a visit without informing the 

 has also said that she is happy for the Council to view his garden from her property. I 

en waiting for the Working at Heights Team since 4 June 2013.The original 

appointment was for 9:00am they did not attend he called back at 11:30 to re-arrange for 12:30.At 15:45 

Programmed Maintenance  Missed 

he called back to be advised they were working late but he could rearramge for 8:00 am this morning.Its 

(2012 People - Adults & 

appointment 

now 3pm and no one has turned up (have emailed resource control for them to call and update)On a 

05/06/2013 15:19

Upheld

No

Neighbourhoods, Housing  (Corporate, 

separate note he has received a call from someone at the council to advise they are inspecting the 

Services, Kier)

Service Delay)

property next door due to movement (he is asking if this is the reason he has issues with his chimney)he 
is disappointed that he has had to chase and had no contact from Kier updating.He feels the new 
appointment system is not workingHe is also frustrated that the only time things get resolved are when he 

Responsive Repairs (2012  Standard of 
People - Adults & 

responsive repair 

 is unhappy because Kier workmen who were sent to fit vents at her property did not do so, and 

05/06/2013 15:25

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

instead offered advice about opening windows - please see attached.

Services, Kier)

Service Failure)

PIT (2012 People - Adults  Delay in 

 (

) from 

 - Reported cavity wall 

& Neighbourhoods, 

completing request  insulation 17 times in last seven years for cavity wall. Has had structural engineer with cameras in the 

Partially 

06/06/2013 13:58 Housing Services, 

for service 

brickwork and would like copy of this report. Chimney has crumbled away and bricks have fallen. Tenant 

No

Upheld

Property & Investment 

(Corporate, 

has had a stroke and has never been phoned back about the damp that is affecting his health as the 

Team)

Service Delay)

property is not warm and weather proof as per the government’s decent home standard. phca



[bookmark: 165]PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

responsive repair 

 is unhappy that Kier have replaced tiles with tiles of a different colour from the others, and have 

07/06/2013 Housing Services, 

Not Upheld

No

(Corporate, 

also replaced a work surface with one of a diffent colour from the others - please see attached.

Property & Investment 

Service Failure)

Team)

I originally contacted the repairs team around the 4th April. My canopy over my door is breaking away. It 
is made of concrete. An inspector came out and said it was a health and safety hazard and he advised it 

Delay in 

Responsive Repairs (2012 

must be repaired immediately. I have been advised by the repairs team that it would be their first job 

completing request 

People - Adults & 

today at 08.00am. They have not come out to fix my canopy. I went into the bentilee centre today and 

Partially 

07/06/2013 12:15

for service 

No

Neighbourhoods, Housing 

they have contacted the repairs team who have advised staff at the bentilee office that they have been 

Upheld

(Corporate, 

Services, Kier)

unable to come out and fix the problem today as they do not have the part, however I have been told by 

Service Delay)

the repairs team they have the part to fix the canopy. The repairs team have advised me they will not 
even consider repairs until the 28th June. CA/EF

**Customer wished to remain anonymous and wished for no response**  At approx 1pm-1.05pm on 07-
JUN-13, customer was heading twards newcastle from cobridge lights, he was in front of a kier van and 

Programmed Maintenance  Reckless Driving 

he was going to go over the flyover, the kier van was in the left lane to carry on ahead and suddenly as 

(2012 People - Adults & 

(Corporate, 

07/06/2013 15:53

the chevrons started customer had to slam on his breaks as the Kier van sped up and cut in front of him 

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

at the last possible moment.  Caller was shocked and appauled at the reckless and dangerous behaviour 

Services, Kier)

officer)

from a representative of the council.  Kier Van registration: BJ10 OAY.  Caller states the driver was 
approx 30 years old and had short hair (indeterminate color) and was wearing glasses.   RG/Call Handler

Homeslessness & 
Housing Advice (2012 

Disagree with 

People - Adults & 

decision 

 from Brighter Futures is asking if the disposal of his client's belongings from a storage cupboard  Partially 

10/06/2013

No

Neighbourhoods, Housing  (Corporate, 

at her previous accommodation (a homeless hostel) can be investigated - please see attached.

Upheld

Services, Landlord 

Service Failure)

Services)



[bookmark: 166]Responsive Repairs (2012  Abusive 
People - Adults & 

(Corporate, 

 is not happy with the unprofessional conduct of the tradesman who attended to carry out a gas  Partially 

10/06/2013

No

Neighbourhoods, Housing  Conduct of an 

safety inspection on 31 May - please see attached.

Upheld

Services, Kier)

officer)

PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is complaining about the delay in repairing the lounge ceiling at 

, Hanley - 

10/06/2013 11:30 Housing Services, 

(Corporate, 

Not Upheld

No

please see attached.

Property & Investment 

Service Delay)

Team)

Local Centre South (2012  Delayed/late 

People - Adults & 

response 

 is complaining that PM Training have not stopped cutting her hedges as requested, and as 

10/06/2013 17:01 Neighbourhoods, Housing 

Upheld

No

(Corporate, 

advised by 

 - please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

Delay in 

Tenant would like a complaints form. incident on the 5th june where another tenant vandalised her 

Responsive Repairs (2012  completing request  windows with gloss, job was booked via admin on umbrella on the 6th June for cleaners to attend on the 

People - Adults & 

11/06/2013 11:17

for service 

7th June at 9am they did not arrive, tenant called several times querying where the workmen were, on the  Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

10th june housing officer spoke directly with control room and they eventually came out later that day, 

Services, Kier)

Service Delay)

tenant not happy.

Delay in 

New kitchen was to be started on17.06.13, received a telephone call 10.06.13 to say this was not going 

Programmed Maintenance  completing request  ahead, with no expanation why. Tenant signed a contract with Kier to say there would be a charge if they 

(2012 People - Adults & 

11/06/2013 11:23

for service 

backed out. The tenant is disabled and in a wheelchair, this work was arranged for better access. They 

Upheld

No

Neighbourhoods, Housing  (Corporate, 

have designs for work and asbestos check has been done. 

 SHO at Tunstall has spoken to 

Services, Kier)

Service Delay)

someone and they told her that the work should never have been done in the first place.

Homeslessness & 
Housing Advice (2012 

Delayed/late 

People - Adults & 

response 

Complaint in connection with lack of support from City Council in connection with housing needs - please 

11/06/2013 15:02

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

see attached.

Services, Landlord 

Service Delay)

Services)



[bookmark: 167]Responsive Repairs (2012  Other Service 

People - Adults & 

 is complaining that items that were agreed to remain in the council property she moved into, 

12/06/2013

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

have been removed by Kier - please see attached.

Service Failure)

Services, Kier)

 was assessed for a central heating upgrade by 

. Asbestos checks were 

Programmed Maintenance  Disagree with 

carried out and Pheonix also attended. One of these 3 have stated that 

 house is too 

(2012 People - Adults & 

decision 

12/06/2013 14:09

dirty/unhygeinic to work in. She is not happy about this. 

 from housing office has visited this 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

property and stated that this is not correct and can not see any issue with the cleanliness of the property 

Services, Kier)

Service Failure)

other than childrens finger prints on walls which 

 has wiped off ah/callhandler

Programmed Maintenance  Attitude 

Hi i would like to make a complaint regards workman 

 who as been to my property yesterday 

(2012 People - Adults & 

(Corporate, 

12/06/2013 15:20

and today on both occasions he as been disrespectfull and speaking to me and other in a manner that is  Withdrawn

No

Neighbourhoods, Housing  Conduct of an 

not acceptable - This was reported via text message to Enquiries Inbox bg/ca

Services, Kier)

officer)

Responsive Repairs (2012  Other Service 

People - Adults & 

 is complaining that a kitchen unit has been removed between the time she signed for the house 

13/06/2013

Failure (Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

and when she moved in - please see attached.

Service Failure)

Services, Kier)

Gas & Electric (2012 

Delayed repair 

People - Adults & 

Customer is complaining about the problems she has experienced with her boiler and feels it needs 

13/06/2013

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

replacing - please see attached.

Service Delay)

Services, Kier)

Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

13/06/2013 12:33 Housing Services, 

complaint in relation to decision not to replace the fencesee attached

Not Upheld

No

policy, Scope of 

Property & Investment 

Service (Repairs 

Team)

Policy))



[bookmark: 168]PIT (2012 People - Adults  Standard of 

& Neighbourhoods, 

programmed work  complaint in relation to condensation and damp issues since a new roof has been fiited to the propertysee  Partially 

13/06/2013 14:56 Housing Services, 

No

(Corporate, 

attached

Upheld

Property & Investment 

Service Failure)

Team)

Please could you tell me what, if anything was done by yourselves regarding the intrusion/tresspassing on 
my property on Wednesday 12th June. Also what shall be done to prevent further intrusions. Since your 
workmen, Kier, erected the fence between us, the privacy is more but my security is seriously 

Responsive Repairs (2012  Standard of 

compromised as they have left a gap at the front where my gate is and my security is compromised to the 

People - Adults & 

responsive repair 

extent that my next door neighbour, your tenant, has been climbing over the fence into my garden. I have 

14/06/2013 13:58

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

reported this but nothing on your behalf has been done. Could you please tell me in writing what action 

Services, Kier)

Service Failure)

has been taken towards them as this sort of thing has happened before and I feel now that as it has 
happened once, it will happen again. Once again, can you please tell me what you have done regarding 
this matter because I feel your lack of action is as bad as the intrusion itself and at this moment in time i 
feel let down by yourselves and await your reply about this matter.

 was told by the local centre that the tradesman would be there at 9am, he was not advised that it 

Incorrect 

would be any time later, he called in to the repairs at 10.05am to chase what was happening and when i 

Programmed Maintenance  Information Given  advised him the times are a target time and we will be there as close to that as possible he was not happy 

(2012 People - Adults & 

17/06/2013 10:22

(Corporate, 

as he had not been advised of this and had got up early for the repair and it is a disabled household. This  Not Upheld

No

Neighbourhoods, Housing  Communication 

is a repair that was done last year and the damp has returned, he is taking pictures before and after to 

Services, Kier)

and Information)

make sure it is done well. The tnt does not get a call after to make sure the repair is done mw 

 

is going to report this to The Sentinel mw chjob ref in question is r144318/1 mw ch

I rent a garage from the city council (

, account number 

). On Friday 03-

05-2013 the lock was changed on this garage without my knowledge. There was a notice to quit served 
but this ran out on 13th Feb. 2013. On Saturday 04-05-2013 I went to use my car only to find the locks 
had been changed (this was due to rent arrears, which have been cleared ). I phoned the out of hours 

Local Centre Central 

Lack of 

centre only to be told no keys had been left so I could get access to my property. This was bank holiday 

(2012 People - Adults & 

communcation 

weekend. I had to cancel plans we had made weeks in advance. On Tuesday 7th of May I phoned Hanley 

17/06/2013 23:48 Neighbourhoods, Housing  (Corporate, 

Not Upheld

No

local centre to inform the housing officer who did not know anything about this. I got keys to the garage at 

Services, Landlord 

Communication 

4pm on 7th May. I have now been charged £62.04 for this lock change. With the council not making any 

Services, Local Centres)

and Information)

provision for access to my property and holding onto my property, which is against the law I ask for this 
charge to be cancelled (

) and any further charges. If not it will be my 

intention to claim in the small claims court damages for the time the council held my property and 
cancellation of plans made due to this.



[bookmark: 169]PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

18/06/2013 16:20 Housing Services, 

 is unhappy with the decision not to replace her kitchen - please see attached.

Not Upheld

No

(Corporate, 

Property & Investment 

Service Failure)

Team)

Responsive Repairs (2012  Other service 

People - Adults & 

 unhappy with the delay in moving into his council property due to unfinished work - 

18/06/2013 16:27

delay (Corporate, 

Upheld

No

Neighbourhoods, Housing 

please see attached.

Service Delay)

Services, Kier)

 would like to lodge a complaint aginst her housing officer 

 as she says she is not 

happy with his attitude towards her, and also that he has reported her to children services because she 

Local Centre Central 

Attitude 

shouted at her children for misbehaving.  she also feels that he is harrassing her over her arrears due to 

(2012 People - Adults & 

(Corporate, 

bedroom tax, she has applied for a discretionary housing payment last week. she has now received a 

19/06/2013 11:28 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

notice of seeking possession for her property she has 2 children a boy aged 2 and a daughter who will 

Services, Landlord 

officer)

be10 in october, so then they will actually qualify for the 3 bedroom property she is in, but until then she 

Services, Local Centres)

does not hav any spare money to pay for the bedroom tax and is hoping her discretionary payment will be 
granted

Local Centre South (2012  Disagree with 

People - Adults & 

decision 

 would like work carried out to relocate the dividing fence between his and his neighbour's 

19/06/2013 13:04 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

properties - please see attached.

Services, Landlord 

Service Failure)

Services, Local Centres)



[bookmark: 170]This was recieved in the Supporting People team mailbox.  Customer left no phone number or 
address:Good DayI am a pickle and don't know where to go as I seem to be overlooked by all the staff I 
have seen at Glebe Street Housing and given different information all the time.I went in to the housing 
department in Glebe St. about 13th march to tell them I am homeless, I was told to complete a register 
which I did ,nobody ever got back to me. I went in again to be told there was no accommodation available 
but I could apply for a private accommodation under the bond scheme.I searched and searched but not 
many landlords accept the bond scheme. I went back to the housing office to tell them and then I asked if 
I could rent a caravan, campervan or tent  as I am desperate. I was told to go see the housing office at 

Homeslessness & 

Incorrect 

Hanley  library which I did . there I was told I can get housing benefit if I was prepared to move into a 

Housing Advice (2012 

Information Given  caravan. I then walked back to the Glebe st housing office and completed another form still no reply. I 

People - Adults & 

Partially 

20/06/2013 15:14

(Corporate, 

went back about 3 days later to see Lisa but she was out, I saw her colleague and I told him I have found 

No

Neighbourhoods, Housing 

Upheld

Communication 

a landlord who would accept the bond scheme ,he then  told me I can go ahead so I went to the estate 

Services, Landlord 

and Information)

agent where I was told to pay a £50.00 application fee. I only get £72.00 per week so this is a lot of 

Services)

money for me and had to wait for my next benefit payment. I went in and paid it then I was told to go back 
to the housing office to get the forms , I went back to the housing office and told them then they said I 
was not ready for a accommodation??? as they needed another disclosure form which I gave them in the 
very beginning in March!! this show extreme incompetence and lack of humanity for a homeless person, I 
am NOT in this position out of choice!! The flat that I wanted has now gone and I wasted £50.00 due to 
bad housing advise and I am forced back to camping but the £8.00 per day camping fees are killing me 
as that leaves me with only about £18.00 for food per week!!Please advise I have been pasted from pillar 
to post, Yours 

 National Insurance no. 

Homeslessness & 

 would like to make a complaint about a property (

) that she was offered. 

Housing Advice (2012 

Allocations Policy 

 says she was offered this property & had accepted the property. She advised that she had a 

People - Adults & 

(Corporate, Policy, 

21/06/2013 09:47

ptv done on her current tenancy then was awaiting a callback to let her know when she could go and view  Upheld

No

Neighbourhoods, Housing  Disagree with 

 on the inside. 

 then states that she found out that the offer had been withdrawn & 

Services, Landlord 

policy)

offered to someone else.

Services)

 is extremely un happy with 

 for her attitude, 

 feels that 

 is 

treating her like a peice of dirt and talking down to her, she is also extremely unhappy that she has been 

Housing Strategy (2012 

Attitude 

passed over for 

,  

 has said that at no time was she informed that if she had 

People - Adults & 

(Corporate, 

21/06/2013 11:59

any rent arrears that she would not be considered for this property ( the arrears are totally due to housing  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

benefit not being paid due to all of the current changes in the welfare reform etc)  there is no change in 

Services)

officer)

her circumstances and the housing benefit will be back dated and the arrears will be cleared by hb -  as 

 was not informed that this would affect her getting the property she has told her 12 & 9 year 



[bookmark: 171]Yesterday the flat was visited by your workman who has cut out a rectangle in the above property lounge 
ceiling approx 60x30cm.We were told we would have to wait until it rained to see where the wáter came 
from.This is totally unacceptable as the flat is on the market and there is a viewing next week.You have 

Delay in 

already sent men out who erected scaffolding at 8am and then took it down soon after saying that they 

Responsive Repairs (2012  completing request  couldnt deal with the problem and it needed presumably more experienced workers.You seem to have no 

People - Adults & 

Partially 

21/06/2013 12:12

for service 

communication between the office and what is actually going on practically.Will you please let me know 

No

Neighbourhoods, Housing 

Upheld

(Corporate, 

what is happening and what you are going to do to put this situation right for the viewing next week. The 

Services, Kier)

Service Delay)

wáter doesnt always come in when it rains it depends on the wind too so it could be weeks before we then 
have to wait for someone to come out again.After paying more or less 5400 pounds in maintenance over 
the last 9years and never asking for any work to be done I feel you are not keeping your part of the 
contract.I need to sell this property and the ceiling situation is causing prolems to potential buyers.

 has recently had a tenancy support visit from 

. 

 is a new tenant and 

currently decorating the upstairs. whilst this is happeneing, she is sleeping on the sofa in the living room 
with her child, in a cot beside her. 

 left that the NIO's line of support questioning (had she any 

Local Centre North (2012  Attitude 

social services involvement? is there friends or family support in the area?) was intrusive and an insult to 

People - Adults & 

(Corporate, 

herself and her abilities as a parent. 

 openly admitted that she can be socially awkward and 

21/06/2013 15:57 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

very shy to the point of hiding in the house and not answering her door when she strangers call. when the 

Services, Landlord 

officer)

NIO visited, he knocked on the door. when she did not answer, he toured around the property, looking 

Services, Local Centres)

through the windows before she opened the door and let him in. during the visit, the NIO inspected every 
room in her home. 

 felt the need to contact the tunstall local centre to report this as she felt 

this intrusion was uncalled for.

Local Centre Central 

A letter containing sensitive personal information was sent through the post by 

 in an OPEN 

(2012 People - Adults & 

Data Protection 

ENVELOPE! it had clearly never been sealed and the letter containing personal and sensitive information 

23/06/2013 19:41 Neighbourhoods, Housing  Breach (Corporate,  could be read by anyone.This is not the first serious breach of data protection your neighbourhood team 

Not Upheld

No

Services, Landlord 

Service Failure)

has perpertrated against me, if it happens again I will go directly to the ICO. You have a legal duty to take 

Services, Local Centres)

data protection seriously and sending letters through the post inopne envelopes breaches that legal duty.



[bookmark: 172]PIT (2012 People - Adults 
& Neighbourhoods, 

Delayed repair 

 is complaining about the delay in repairing his gas fire.  He would like a repair to the damaged 

24/06/2013 14:05 Housing Services, 

(Corporate, 

Not Upheld

No

flue and a replacement electric fire - please see attached.

Property & Investment 

Service Delay)

Team)

Local Centre South (2012  Attitude 

People - Adults & 

 rang customer re rent asking when customer officer said sick and tired of speaking to this 

(Corporate, 

24/06/2013 17:16 Neighbourhoods, Housing 

customer about her rent custome had been in this morning to pay machine said owed £149.00 and paid 

Upheld

No

Conduct of an 

Services, Landlord 

£70 of this. 

 said that she owed £229.00

officer)

Services, Local Centres)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

 is not happy that Kier workmen have left plaster all over his lawn following work they have done  Partially 

24/06/2013 17:28

No

Neighbourhoods, Housing  Conduct of an 

at a neighbouring property - please see attached.

Upheld

Services, Kier)

officer)

PIT (2012 People - Adults  Disagree with 

& Neighbourhoods, 

decision 

 is unhappy with a decision not to replace fascia boards at the rear of her property and is 

25/06/2013 10:59 Housing Services, 

Upheld

No

(Corporate, 

asking if this can be reconsidered - please see attached.

Property & Investment 

Service Failure)

Team)

When i was told my floors had to be dug out, i was told by my Housing Officer that this would be two 
weeks. Works started on the 03/06/13 and assumed i would be back in my home by 17/06/13. This has 

Responsive Repairs (2012 

not been the case. I have since discovered that a rats nest was discovered which stopped work, and to 

Delayed repair 

People - Adults & 

make things worse on my mothers return from holiday she she passed away, which has caused more 

25/06/2013 11:59

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

stress and upset for my family. The other day i spoke to on of the workmen and i asked when the work 

Service Delay)

Services, Kier)

would be finished. He said it would be another to weeks. I have noticed over the last few weeks that the 
workmen seem to spend alot of the day sitting in the vans or not at the property.I have now the upset of 
arranging a funeral for my mother and would like be able to grieve our family loss and to have some 



[bookmark: 173]The guttering on the outside of my house is leaking. I reported it 4 years ago. I called beginning of this 
year and was told it had been fixed in 2011 but it wasn't. They came out this year and they keep fobbing 
me off. They said it would cost £95 but I don't know what they are waiting for. They haven't said what the 
wait is for. About a month a month ago I reported the lead was missing from the chimney and was 

Responsive Repairs (2012 

causing mould in my children's bedroom. The man came out, removed a loose bit of lead and said he 

Delayed repair 

People - Adults & 

would come back with scaffolding to fix it. He hasn't been back. Two weeks ago I noticed that the walls in 

25/06/2013 13:02

(Corporate, 

Upheld

No

Neighbourhoods, Housing 

my room are wet now, which is also from the chimney. It has ruined all the wallpaper. I have 3 children, 

Service Delay)

Services, Kier)

one is a one year old. I have had to take him to the doctors, who said that the problem is caused by the 
mould and damp. I have told the repairs team about this and they are fobbing me off. They said they 
would come out and they never turned up. I also want to complain about a 

, the Housing 

Officer from Longton. She came out to my house on Friday, 21st June. Instead of asking to come in and 
discuss my rent with me, she opened the letter she had brought with her, which was addressed to me, 

 would like to complain that kier have been working on a property next door and they are 

banging at 7:30 in the morning and 

 works night and does not appreciate this, Secondly he 

Programmed Maintenance  Standard of 

would like to say that the Kier vans are being parked on the green behind the property and this is now 

(2012 People - Adults & 

programmed work 

25/06/2013 16:12

damged all the grass is turned over. A third complaint is that there was a 6ft fence dividing 

 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

property and next door this has been removed and a 3ft fence put in place leaving no privacy and lastly 

Services, Kier)

Service Failure)

where the fence has been removed the concrete rainwater gully has been damaged and a mess has 
been left and nowhere now for the rain water to go ca/call handler

Empty Homes (2012 

 applied for 'homes for a £1' he advised he was not awrarded as he hadnt been in employment 

People - Adults & 

Policy not followed  for 2 years.He feels discriminated against as he has lived in the city for 44 years and not been awarded a 

27/06/2013 11:24 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, Policy) houseHe feels the whole process needs looking atHe has now been sent a leaflet asking him to apply for 

Services, Housing 

other '£1 houses' and this this is not right as he was refused the first time

Standards)

Responsive Repairs (2012  Reckless Driving 
People - Adults & 

(Corporate, 

27/06/2013 14:41

Complaint re driver drinking whilst driving - see attached

Upheld

No

Neighbourhoods, Housing  Conduct of an 
Services, Kier)

officer)



[bookmark: 174]Local Centre Central 

Delay in 

Repeated complaint trees in the garden the roots are pushing up, the leaves and the berries are 

(2012 People - Adults & 

completing request  hazardous for 

 and she is disabled. Last year the trees - 3 then -were marked up in green 

Partially 

28/06/2013 13:07 Neighbourhoods, Housing  for service 

markings to be felled. They came and felled one of the trees - the smallest one - and despite repeated 

No

Upheld

Services, Landlord 

(Corporate, 

request to the Local Office the others  have still not been dealt with. In around  Feb 

 was 

Services, Local Centres)

Service Delay)

assured that someone from the sub contractors would be in contact with her within 24/48 hours but 

Estate Management (2012 
People - Adults & 

Other Service 

Complaint regarding curernt housing situation. Mr is unhappy with the home that he is living in and would 

28/06/2013 13:47 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

like to be rehoused.

Services, Landlord 

Service Failure)

Services)

Appointment was made for Gas Inspection, but Kier failed to attend to the appointment.  Since then the 
customer has received an enforcement letter stating that they have been unable to gain access to the 

Gas & Electric (2012 

Missed 

property to complete the inspection.  Customer feels that Kier have lied about her as this is untrue as Kier 

People - Adults & 

appointment 

28/06/2013 14:08

failed to attend the original appointment and they have not provided a reasonable explanation as to why 

Upheld

No

Neighbourhoods, Housing  (Corporate, 

this appointment was missed.  Customer states that 

 has instructed someone to attend 

Services, Kier)

Service Delay)

to the customers property to make another appointment, however customer feels that this is 
unacceptable and unprofessional to come to her property, instead of sending a letter.  Customer feels 



[bookmark: 175]Last year Mr had his front guttering fixed. All he need was some selent putting onto it. This year the back 
guttering has gone, and Mr believes that the same problem has occured as the front Mr is not happy as 
he had an appointment at 10:45am on 28 June 2013 and the operatives did not turn up until 13:35pm and 

Programmed Maintenance  Missed 

were still half an hour late to knocking on Mr Door. 

 was then advised that a man/men will be 

(2012 People - Adults & 

appointment 

01/07/2013 15:59

arriving Monday 1 July to put scaffolding up to fix the guttereing after speaking to neighbour. Mr is 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

confused as he says that the problem is the same as the front and doesn't know why scaffolding is 

Services, Kier)

Service Delay)

needed when its a £10.00 job maximum instead of spending £100's on putting up scaffolding. When 

 

 asked the operator this, the reply given was "i do have the stuff in the van but i am not allowed 

to use the equipment." and was then advised that an inspector would also be out Monday.

Dear Sir / Madam 2/7/2013I am writing to you to inform you of the following issues that we have been 
experiencing over the last 3 years as being the unfortunate family to live next door to one of your council 
tenants. The property in question is 

. we live and private rent 

 

 in a house which shares an adjoining wall between our houses. Although my 

Local Centre Central 

family and i private rent this property and therefor with the exception of council tax have no legal tie to you 

(2012 People - Adults & 

Failure to enforce  offices following legal advice i have been instructed to inform you that as a landlord and property owner of 

03/07/2013 08:42 Neighbourhoods, Housing  (Corporate, 

 stoke on trent you the landlord are directly responsible for your tenants irresponsible and 

No

Services, Landlord 

Service Failure)

antisocial actions which are not only impacting on my family's well being outside of our home but now 

Services, Local Centres)

inside our home. Below are a list of incidents that have occurred and a list of failures that your office have 
sadly managed to achieve over the last 3 years. May 2010 Complaint: Vehicle left outside my property 

 

 stoke on trent in a state of disrepairOutcome:       Vehicle removed after two months 

probably as a result of no road tax on the vehicle         and a subsequent tow and crush order being 
threatened June 2011 Complaint: ever increasing number of outdoor temporary / permanent structures 

Kier have been renovating other properties in the street at other times and have blocked the street with 

Programmed Maintenance  Other service 

their vans. There are 3 vans parked in the cul-de-sac which limits parking for residents and visitors. Have 

(2012 People - Adults & 

Partially 

03/07/2013 10:26

delay (Corporate, 

previously spoken to them and they started to park down the street, but now they are blocking the street. 

No

Neighbourhoods, Housing 

Upheld

Service Delay)

It is an ongoing job that Kier are doing and are blocking the street for days at a time. Customer does 

Services, Kier)

realise that houses have to be done but they each bring their own van. CA PK



[bookmark: 176] had a joiner attend to the bad smell in the kitchen units, job reference number 146002/1. The 

Responsive Repairs (2012  Other Service 

joiner has stated in his feedback that there was no smell evident and no further work is required. 

 

People - Adults & 

03/07/2013 10:55

Failure (Corporate, 

 is not happy with this diagnosis and wants someone else to attend. Says he has cleaned units on  Not Upheld

No

Neighbourhoods, Housing  Service Failure)

numerous occassions but smell still comes through. Believes smell to be coming from underneath units 

Services, Kier)

ah/callhandler

PIT (2012 People - Adults  Missed 

 has called in and stated that he has reported his communal aerial job ref 146648 was not 

& Neighbourhoods, 

appointment 

contacted by the Sub-Contractors so when chasing the call up it was advised that we would not attend as 

03/07/2013 11:00 Housing Services, 

Not Upheld

No

(Corporate, 

there was no issue, 

 is not happy with this as there is a problem with channel 31 and 32 

Property & Investment 

Service Delay)

pictulating between 10:00pm and 11:00pm so there is a problem still that needs resolving ca/call handler

Team)

PIT (2012 People - Adults  Delay in 
& Neighbourhoods, 

completing request 

03/07/2013 12:16 Housing Services, 

for service 

complaint in relation to the path at the property not being renewed see attached

Not Upheld

No

Property & Investment 

(Corporate, 

Team)

Service Delay)

Responsive Repairs (2012  Behaviour 
People - Adults & 

(Corporate, 

04/07/2013 10:13

Complaint re operatives at Kier -see attached

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 
Services, Kier)

officer)

Responsive Repairs (2012  Delayed repair 

People - Adults & 

Partially 

04/07/2013 10:46

(Corporate, 

Several complaints re repairs dating back 7 years  - see attached

No

Neighbourhoods, Housing 

Upheld

Service Delay)

Services, Kier)

 applied to be downsized from her current property to a smaller one in the Baddeley 

Green/Milton Area before the Bedroom Tax came in. She was advised that she would be entitled to a 2 
bedroomed bungalow as she is 60+ and still has her son living with her. She was offered flats and 
maisonettes but turned them down, as they had no garden for her dog. After a a while she was informed 

Homeslessness & 

that there was no 2 bedroomed bungalows available in the area. The officer who was dealing with 

 

Incorrect 

Housing Advice (2012 

 asked her if she would like to be registered with Aspire and Beth Johnson Housing Association, to 

Information Given 

People - Adults & 

which 

 was more than happy to do. She then went into the Stoke One Stop Shop last week to 

Partially 

04/07/2013 13:24

(Corporate, 

No

Neighbourhoods, Housing 

pay somethings, and asked if there was anyway that there was anything on her accounts about whether 

Upheld

Communication 

Services, Landlord 

she has been registered on Aspire. The Gentlemen that spoke to 

, advised that she has been 

and Information)

Services)

registered with Aspire.

 has rang and spoken to Aspire today (04/07/2013) and they have 

advised that they have not got her registered on their system, and that they have not heard of her.

 

 is not happy about the way her case has been dealt with, she is angry and frustrated and would 

like and explanation and apology with regards to how her case has been treated, as she does not think its 
fair.



[bookmark: 177]Programmed Maintenance  Behaviour 

 was slandered in front of one of her own customers whilst painting works a kitchen was being 

(2012 People - Adults & 

(Corporate, 

04/07/2013 15:42

installed by a Kier painting operative around 2 months ago.The property in question is 

,  Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

Brindley Ford, Stoke-On-Trent 

Services, Kier)

officer)

Called in regarding a pest control problem with a 'tunnel' in the garden going under the fence between 

 

Local Centre South (2012 

& 

  A contact has been made for the pest control technician to call back but the advisor read that if it is 

Delayed/late 

People - Adults & 

a fox that they cannot treat foxes but a deterrant can be purchased from major DIY stores. 

 

response 

05/07/2013 13:53 Neighbourhoods, Housing 

complaint is that a as council tenant he considers that this should be covered by the council and treated 

Not Upheld

No

(Corporate, 

Services, Landlord 

and as prevention for damage to the fence which the council refuse to repair as well these days if the pest 

Service Delay)

Services, Local Centres)

makes the fence collapse. 

 is very annoyed that he thinks services are declining for council 

tenants despite rent increases and council tax charges.

 went out to repair ref 146920 to repair a light fitting on Thurs 04/07/13. When he got there 

he left the front door open and the tnt asked him to close it as she has a 2 year old baby and kitten who 
might escape. He went in and out about 4 or 5 times and left the door open every time and they had to 

Responsive Repairs (2012  Attitude 

ask him every time. His general demeanor from getting there was surly but he got very miserable and 

People - Adults & 

(Corporate, 

aggressive when they had to keep speaking to him and said I'm going aren't I and slammed the door 

05/07/2013 15:52

Not Upheld

No

Neighbourhoods, Housing  Conduct of an 

shut. He had to isolate the electrics to do the repair and advised the tnt to turn her TV off as he was doing 

Services, Kier)

officer)

this. That evening the tnt went to her freezer which was full of food for a barbeque and it had been turned 
off at the socket which is just above the freezer which is located under the fuse board, the food had 
defrosted and gone soft. She feels that the tradesman has done this in spite for her asking him to shut 
the door mw ch

Have called yesterday regarding a police incident regarding neighbours using abusive language and 
violence, police arrested one and carted two off, violence towards the police from the neighbours, my 6 

Local Centre Central 

Delayed/late 

year old and 13 year old were witness to this, neighbours shouting at each other constantly, should be a 

(2012 People - Adults & 

response 

sensitive let, today at 16;40 come home to them shouting at each again, and upstairs 

 has got a 

05/07/2013 17:11 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

brick in his hand that he is smashing down on the wheelie bins threatening the downstairs, my 6 year old 

Services, Landlord 

Service Delay)

had witnessed this, it has calmed down now but  downstairs have asked me to phone the police but I do 

Services, Local Centres)

not want to get involved. If I hear any more I will call the police. Whilst filling in this form the police have 
arrived on scene.

Responsive Repairs (2012  Other Service 

People - Adults & 

Kier workman were doing work on the neighbouring property (

) on the 2nd or 3rd 

08/07/2013 09:48

Failure (Corporate, 

Upheld

No

Neighbourhoods, Housing 

July 2013. The customer advised that the workman have damaged his fence panel - ca/kp

Service Failure)

Services, Kier)



[bookmark: 178]From: 

 [

] Sent: 05 July 2013 15:07To: Feedback, 

StokeSubject: ComplaintHiI've had a complaint in regarding vehicle registration KN58TVC. The driver 

Responsive Repairs (2012  Reckless Driving 

was apparently tail gating a car on Dividy Road at around 12.00 today & shouting at the driver to drive 

People - Adults & 

(Corporate, 

Partially 

08/07/2013 10:20

faster & peeping his horn. The vehicle was in the vicinity at that time today & the driver is 

, 

No

Neighbourhoods, Housing  Conduct of an 

Upheld

operational team leader 

.The name of the complainant as below;

 

Services, Kier)

officer)

 Regards

 & Plant Controller Kier Stoke LtdAlton House, 

Cromer Road,Stoke-on-Trent, ST1 6AYUnited KingdomTel: +44

 www.kier.co.uk

Responsive Repairs (2012 

Customer has ongoing issue with brickwork and plaster (previous job refs 146567 & 147087) - customer 

Delayed repair 

People - Adults & 

requires work to be completed as customer informs us that previous appointments have not been 

Partially 

08/07/2013 11:16

(Corporate, 

No

Neighbourhoods, Housing 

attended by Kier - Customer has CCTV footage which confirms Kier turned up to property but did not get  Upheld

Service Delay)

Services, Kier)

out of the vehicle and then drove off - ca/kp

Local Centre North (2012  Delayed/late 

People - Adults & 

response 

 is complaining that Kier have not yet returned items that they removed from his property - 

08/07/2013 15:29 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

please see attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

, 

, has become a  void property following eviction by the council. 

 

 has had cause to complain numerous times to 

 HO  & the Civic Centre regarding 

the filthy state of this property while the tenant was in situ. There were 11 mini skips of household waste 
taken out while the tenant was living there instructed by the HO but there is a really unsafe concrete 
garage  which is falling down and 

 has stated twice that this will be taken down.  Other 

Homeslessness & 

neighbours have told 

 that there are still bags of rubbish in the garage and they cannot take the 

Housing Advice (2012 

Other Service 

garage down until the rest of the bin bags are gone. As well as this the hedges in the back yard are well 

People - Adults & 

08/07/2013 17:37

Failure (Corporate,  over 10ft and the yard is slabbed but there are so many weeds they are almost invisible. 

 has 

Upheld

No

Neighbourhoods, Housing  Service Failure)

booked pest control appointments again today for rats and he says they are coming as a result of all this 

Services, Landlord 

waste and rubbish and even when the tenant lived there he saw a live rat on the windowsill. 

 is 

Services)

at his wits end with the rats and the mess and no-one is taking any notice. The doors front & back are 
broken and the property is probably open to access. He lives next door and is an owner occupier. He 
really wants someone from the council to look at this matter as the Local Office and the Housing Officer 
seem unable to resolve this eyesore and with the waiting lists as long as they are it seems ridiculous that 
this property is in this condition and standing empty.

Leaseholder Engagement 
(2012 People - Adults & 

Other Service 

 is making a formal complaint about the management of a leaseholder's sinking fund - please 

09/07/2013 13:48 Neighbourhoods, Housing  Failure (Corporate, 

Not Upheld

No

see attached.

Services, Landlord 

Service Failure)

Services)



[bookmark: 179]Lives on a side street and has to park car outside her house on the road for her disabled son. The house 

Inconsiderate 

Responsive Repairs (2012 

opposite is having work done on it and has 2 Kier vans parked outside the property. 

 has repeatedly 

parking 

People - Adults & 

been asked by other residents to move her car, the other residents have been banging on her door and 

09/07/2013 14:06

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

swearing at her. 

 feels this is because the Kier vans across the road are blocking the street and she 

Conduct of an 

Services, Kier)

needs to park her car outside her house due to her disabled son. 

 feels Kier should have more 

officer)

consideration for residents when parking their vans. CA PK

Homeslessness & 

In the words of

 - Following my fathers move to a council bungalow, we were suprised to find 

Housing Advice (2012 

no gas available, my father is disabled and vulnerable.  As the gas was unable to be re-connected the 

Delayed repair 

People - Adults & 

same day, and were not made aware that we would have to make an advance appointment, this now 

09/07/2013 14:45

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

means that my father will need to wash in cold water in the morning, which I do not find acceptable for an 

Service Delay)

Services, Landlord 

elderly vulnerable tenant.   Calling on behalf of 

, 

, 

Services)

.



[bookmark: 180]When I first moved into the property, I was promised that my back borders (fencing on all sides) would be 
fixed. One side was a heavy fence that fell over every time the wind blew, and the other just a piece of 
string. At the back was fencing with a good 4 ft drop as the concrete posts have bent from all the extra 
weight from top soil that was chucked down shortly before we moved in. To remind you, this was a 
promise from 

. We also inquired about our outside lighting. Twice it was viewed but never 

resolved. After much confusion on why these promises could not be kept, we eventually found out that 
the funding would not cover our situation. So because of this, we were told to take on the task ourselves. 
This lead to my fiancee acquiring a load of wood that was used by Seddons to construct the compound at 
the bottom of the street to store materials for the houses built just across the road.Every complaint I have 
had from 

 has been complied with, and still he harrasses us. Now, we are at the point where 

 is 

coming out and giving us complaints about the house and waving eviction notices at me and my family. 
As I am not great at speaking my own mind, my boyfriend tries to take charge, but I have been told by 

 that he cannot go on the rent books for him to do this, so now every time we have a problem, my 

Local Centre North (2012  Attitude 

boyfriend just gets told to keep his nose out basically. This man has abused his power and position be 

People - Adults & 

(Corporate, 

giving false information to me. he knows that I cannot, and will not deal with him unless my fiancee is 

09/07/2013 16:32 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

present with his better understanding of what is going on. My fiancee went to the office yesterday to 

Services, Landlord 

officer)

complain about his unprofessional ways of getting in touch with us. Hearing from a neighbour about his 

Services, Local Centres)

complaints is very upsetting and marks my name within this community. He said that he can't talk to my 
fiancee about the situation but he can talk to my neighbours? This makes absolutely no sense 
whatsoever. My partner, unsurprisingly was turned away with his complaint of 

 as 

 was the 

person that eventually came to deal with the matter. Now I'm sure that if our complaint is about him then 
surely somebody else could have resolved this. He was told to leave the building by 

 with no 

surprise, he threatened the police. But at my partner's refusal, he eventually got the chance to civilly 
speak to 

 partner 

 The police arrived at my house and advised use to take it higher up, and 

to get my partner onto the books. but as I explained, this is impossible with 

 abuse of power. He 

has issued me with a first and final warning, even though the police put this down to a personality clash. 
Please help me, 

 is causing so many problems with his terrible attitude towards me and my family 

and unprofessional habits. I request that somebody other than 

 deals with our address in the future 

because I cannot see an end to his hatred towards us. Thank you for any help you can offer, and if you 
wish a more detailed account of the problem please come pay me a visit.

Responsive Repairs (2012  Delayed repair 

People - Adults & 

09/07/2013 16:49

(Corporate, 

 complaining about the delay in repairing a cracked pane in her door - please see attached.

Upheld

No

Neighbourhoods, Housing  Service Delay)

Services, Kier)



[bookmark: 181]Fencing and gates 

PIT (2012 People - Adults  (Corporate, Policy, 

& Neighbourhoods, 

Disagree with 

11/07/2013 14:35 Housing Services, 

 is unhappy that his back gate will not be replaced - please see attached.

Not Upheld

No

policy, Scope of 

Property & Investment 

Service (Repairs 

Team)

Policy))

Local Centre Central 

Disagree with 

(2012 People - Adults & 

decision 

 is unhappy about being unable to exchange properties due to rent arrears on previous 

12/07/2013 Neighbourhoods, Housing 

Not Upheld

No

(Corporate, 

properties - please see attached.

Services, Landlord 

Service Failure)

Services, Local Centres)

Local Centre Central 

Attitude 

 went into Hanley local centre on Wednesday 11th July about lunch time  to renew bus pass 

(2012 People - Adults & 

(Corporate, 

was greeted by a lady who was arrogant and rude and really upset 

 with regards to renewing his 

12/07/2013 10:42 Neighbourhoods, Housing 

Upheld

No

Conduct of an 

bus pass 

 

 is 82 and feels that he can no longer go into Hanley local centre as he was humiliated 

Services, Landlord 

officer)

by the advisor the advisor was a coloured lady but cannot remember her name tb/ca

Services, Local Centres)

PIT (2012 People - Adults  Delayed/late 

& Neighbourhoods, 

response 

 is complaining about the damp problem in her property.  It appears that no action has 

15/07/2013 Housing Services, 

Not Upheld

No

(Corporate, 

been taken and she feels it will adversely affect her health - please see attached.

Property & Investment 

Service Delay)

Team)

PIT (2012 People - Adults  Walls (Corporate, 

 is unhappy that her wetroom will not be redecorated following the removal of wallpaper 

& Neighbourhoods, 

Policy, Disagree 

damaged by condensation. The policy regarding decoration was explained prior to the removal of the 

15/07/2013 08:31 Housing Services, 

with policy, Scope 

Not Upheld

No

wallpaper but 

 wants to room painting but no one is available to do this for her. Emily PIT 

Property & Investment 

of Service (Repairs  x6184

Team)

Policy))



[bookmark: 182]ON FRIDAY 12TH TWO MEN VISITED MY PROPERTY TO LOOK AT THE GARDEN, I FELT THAT 

Local Centre South (2012  Attitude 

THEY DID NOT SPEAK TO ME PROPERLY  AND DID NOT LISTEN TO WHAT I HAD TO SAY ABOUT 

People - Adults & 

(Corporate, 

WHAT I WAS GOING TO DO WITH THE BACK GARDEN, I FELT INTIMIDATED AND VERY UPSET I 

15/07/2013 10:01 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

AM OF ILL HEALTH AND I WAS TOLD THAT I WOULD BE EVICTED IF THE GARDEN WAS NOT 

Services, Landlord 

officer)

DONE, I AM IN THE PROCESS OF DOING THE GARDEN AND HAVE FINISHED THE FRONT 

Services, Local Centres)

GARDEN BUT THIS WAS NOT MENTIONED

Rang Thurs 11th of July about electricity tripping. someone came and said it was the washer turned out it 
wasn't on a subsequent visit the same day. He said your water tank is leaking, plumber came out same 
day and said you need a new tank we will come back Friday at 8.30 no show. No communication to me 
about what was happening. I rang in again sent out pipe plumber at 3pm he said no I think it might be the 

Gas & Electric (2012 

Out of hours repair  pump, but wasn't sure no action taken again. Sat I rang again sent a gas plumber who decided it was the 

People - Adults & 

standard 

15/07/2013 10:11

pump can't do anything until Monday he was the emergency plumber. He said he would put the job on for  Upheld

No

Neighbourhoods, Housing  (Corporate, 

first thing Mon morning, it is now 10.04am no show. Rang in six times in 3 days. I heard one person say 

Services, Kier)

Service Failure)

on the phone to Kier that another employee had said "I'm not fitting a new tank on a Fri afternoon. I have 
sent numerous emails and still no communication about what is happening. In the last email I said I would 
not be ringing again it was up to them to take charge of the situation. I think the council employees have 
done their best to get Kier to respond but have had no joy. 6 visits from Kier operatives and no resolution.



[bookmark: 183] came out early March took photos of cupboard in Kitchen where the gas meter was housed, Keir 

couldnt reach meter in cupboard to turn off meter - said would get back in touch with 

, 

 

promised to call with update - he did not, 

 got stuck in the cupboard had to ring her 

daughter to come and rescue her from the cupboard, on several occasions went into LC to complain 
about this spoke to Keir on several occasions from home phone also - no action taken. It was winter at 
the time so very cold, 

 left it then for a while as noone was helping . 

 visited 

regarding bedroom tax asked

 to complete forms, He was made aware of situation and said 

Gas & Electric (2012 

Other Service 

he would chase up Keir - he never contacted 

 again, she has tried to call him and left 

People - Adults & 

Partially 

15/07/2013 12:28

Failure (Corporate,  several messages for him to return her call. 

 Got stuck in the cupboard again, managed to 

No

Neighbourhoods, Housing 

Upheld

Service Failure)

get out once arm had unlocked. Spoke to 

 a few weeks ago - 

 she got someone out to look at 

Services, Kier)

the meter - Transco switched off meter saying meter location unsafe.  

 came from council 

took more photos he sent out joiner to remove cupboards to make the meter accesible to 

.  

This situation has been ongoing since Feb 2013 until phonecall with 

 nothing had happened to help 

situation. In addition to this Keir did some work in the upstairs flat which caused a leak in to 

 

 flat but came out within an hour to rectify this.  So why has it taken so long to get this Gas 

Meter problem fixed?  

 feels that her life was put at risk due to the meter being inaccesible 

by herself.

Customer entered Burslem One Stop Shop at 12.26pm and there was a lady waiting at reception which 

 was serving. Once he had finished he then closed the counter and knew 

 was waiting 

Local Centre North (2012 

as he made eye contact.  He stood up and advised that we are now closed to which 

 

Attitude 

People - Adults & 

responded (well thats marvellous i was waiting in the que to which 

 responded no you were not.  He 

(Corporate, 

15/07/2013 13:01 Neighbourhoods, Housing 

started to walk towards 

 advised we are closing for lunch and 

 asked to speak to  Upheld

No

Conduct of an 

Services, Landlord 

a manager.  He was told no managers available. 

 had his foot in the doorway and had to ask 

officer)

Services, Local Centres)

 to release the door as his trainer was caught under the door.  

 advised he was not 

going anwhere and asked 

 to call the police.  

 then shouted i am holding you 

responsible if i receive a summons as i cant pay the council Tax.

Homeslessness & 
Housing Advice (2012 

Delayed/late 

 is complaining about the lack of response to his email dated 26 June to 

, changes 

People - Adults & 

response 

Partially 

16/07/2013 11:36

to his direct debit date without notification, and is asking for confirmation of bank account details so that 

No

Neighbourhoods, Housing  (Corporate, 

Upheld

he can pay this month's bill by standing order - please see attached.

Services, Landlord 

Service Delay)

Services)

Local Centre North (2012  Incorrect 
People - Adults & 

Communication 

16/07/2013 12:03 Neighbourhoods, Housing  (Corporate, 

complaint in relation to current rent paymentssee attached

Not Upheld

No

Services, Landlord 

Communication 

Services, Local Centres)

and Information)



[bookmark: 184]I am writing a letter of complaint as Kier have attended to the front door a number of times. When we had 

PIT (2012 People - Adults 

the heavy rain and the bad/bad weather the doors lets water inside. In December when we had the bad 

& Neighbourhoods, 

Other Service 

weather the door kept sticking and we could not open it as we suffer from arthritis. Kier shaved the door 

16/07/2013 14:16 Housing Services, 

Failure (Corporate,  and they have filled in gaps around the panels. I have had Kier out to it loads of times and i am sick of 

Not Upheld

No

Property & Investment 

Service Failure)

wiping it down as it gets wet on the inside when it is cold. We cannot get anything done, yet there is 

Team)

peaople that get everything done, where is the fairness in this. I would like someone to come and look at 
it as i am not happy with it and it is ruining all my flooring as it gets so wet ah/callhandler

i telephoned your repair line on monday 15 july to report my back step was broken it fell of on my 
granddaughters foot on sunday morning, i waited all day on the monday after i was told someone would 

Responsive Repairs (2012  Missed 

be here at 11am. at 4pm nobody had arrived so i rang the repair line once more when i was told this had 

People - Adults & 

appointment 

16/07/2013 16:18

been contracted out to 

, who would contact me to arrange a time for the repair which never 

Upheld

No

Neighbourhoods, Housing  (Corporate, 

happend, i then rang your repair line at 3pm on the 16 july to be told again this had been contracted out. 

Services, Kier)

Service Delay)

the operator told me she would then contact kier who would contact 

 who would get in touch with 

me  as i writing this i am still waiting for someone to contact me

Daughter booked an appointment for a plasterer which was missed.  Eventually the appointment was 
rearranged for Friday.  The plasterer said that the room needed emptying and then the plaster smashing 

Responsive Repairs (2012  Other service 

off and replastering.  Arrangements were made for Monday but nobody arrived.  A different plasterer 

People - Adults & 

17/07/2013 08:59

delay (Corporate, 

arrived on Tuesday to "skim the crack" only and anything else needed reporting to resource.  The first 

Withdrawn

No

Neighbourhoods, Housing  Service Delay)

plasterer diagnosed that the plaster needed smashing off and redoing but the second one said it was 

Services, Kier)

"more than his jobs worth" without authorisation.I was promised a phone call from 

 and waited until 

9pm but did not get a call back.

Job reference number 147946, because you were taking no notice of the Council, 5 days I have been 

Responsive Repairs (2012 

without hot water because no-one was prepared to take charge of the situation. The mould in the 

Delayed repair 

People - Adults & 

cupboard where the tanks are housed is really bad and you can smell it all over the flat. Not good for 

17/07/2013 09:50

(Corporate, 

Not Upheld

No

Neighbourhoods, Housing 

health. I really don't think your response times are good enough and the committment of your employees 

Service Delay)

Services, Kier)

sadly lacking. I am just glad 

 is taking charge of the situation and hope he can fix the 

problem. - jd/call handler

Local Centre South (2012 

The Tidy Garden Scheme cut the hedges at 

  and left all the cutting out side 

People - Adults & 

Grass and hedge 

customers house at number 

 The occupiers at number 

 are an elderley couple woith support needs, 

17/07/2013 11:15 Neighbourhoods, Housing  cutting (Corporate, 

Upheld

No

and they went out to clean it up , which they should have to do. Can we please inform Tidy Garden 

Services, Landlord 

Service Failure)

Scheme that  they need to take their cuttings etc with them. Taken by Nishi Customer Access

Services, Local Centres)



[bookmark: 185]Tnt has had to have responsive repairs done after the fire was causing problems(old radiators taken out 
and replaced with new ones). Fire also replaced (all of this due to the fire being condemned).She has 

Decent homes 

PIT (2012 People - Adults 

been advised that beause it wasn't planned work that she is not entitled to decoration vouchers.Tnt 

kitchen and 

& Neighbourhoods, 

advisies that she is happy with the work that Keir have done and that she now has constant hot water, but  

bathroom 

17/07/2013 13:20 Housing Services, 

she cannot afford to redecorate all through again. If the radiators were the same size as the previous then  Not Upheld

No

(Corporate, Policy, 

Property & Investment 

this wouldnt be an issue and its not her fault that the fire was condemned in the first place. The radiators 

Disagree with 

Team)

are half the size and everywhere looks a right mess. When she moved in, it was a right dump and she 

policy)

has decorated it to look nice but now shes back to square one. If there wasnt a problem with the fire then 
I would have still had the radiators in now.

Fencing and gates  Joiner attended yesterday to the fence at the front of the property. Job ref- R148618. Part of the tralasing 

Programmed Maintenance  (Corporate, Policy,  was removed as he deemed this to be unsafe. 

 is not happy as now her children can escape 

(2012 People - Adults & 

Disagree with 

17/07/2013 15:30

from the garden. The fencing that divides the properties is also damaged and 

 states that this  Not Upheld

No

Neighbourhoods, Housing  policy, Scope of 

was damaged by kier tradesman when the neighbouring property was empty, as they damaged it they 

Services, Kier)

Service (Repairs 

should now replace it ah/callhandler

Policy))

Responsive Repairs (2012  Delayed repair 

People - Adults & 

 is complaining about badly finished work on new kitchen and about delays in dealing with a 

Partially 

17/07/2013 17:05

(Corporate, 

No

Neighbourhoods, Housing 

leak in her property - please see attached.

Upheld

Service Delay)

Services, Kier)

Responsive Repairs (2012  Missed 
People - Adults & 

appointment 

17/07/2013 17:28

Customer not happy about missed repairs appointments - see attached.

Withdrawn

No

Neighbourhoods, Housing  (Corporate, 
Services, Kier)

Service Delay)

Neighbours gate was broken, the staves were broken and the catch was broken so the gate was swinging 
open. There was also pieces of wood missing from the gate. Sid reported the gate to repairs to be fixed. 

Responsive Repairs (2012  Standard of 

Kier have been out to the gate today and 

 is not happy with the look of what Kier have done. 

 

People - Adults & 

responsive repair 

18/07/2013 14:11

states the gate has been covered with what looks like chip board and has not been painted, so the chip 

Not Upheld

No

Neighbourhoods, Housing  (Corporate, 

board doesn't match the rest of the gate. 

 states this reflects badly on the rest of the road. 

 who 

Services, Kier)

Service Failure)

lives in the property is 80 years old and can't do things for himself. 

 also states if nothing is done 

about this, she will be taking a picture of the gate to the sentinel. CA PK

Delay in 

Responsive Repairs (2012  completing request 

People - Adults & 

complaint about lack of action taken in relation to damp at her property and the lack of action takensee 

Partially 

18/07/2013 14:39

for service 

No

Neighbourhoods, Housing 

attached

Upheld

(Corporate, 

Services, Kier)

Service Delay)



[bookmark: 186]Local Centre South (2012 

 has called into Meir Local Centre advises that she would like to make a complaint against 

 

ID Not Displayed 

People - Adults & 

 regarding the rent visit, advises that he called at the property and was not wearing ID, advises that 

(Corporate, 

Partially 

18/07/2013 15:15 Neighbourhoods, Housing 

he had a clipper board and his attitude was quite aggressive, advises that when she questioned him 

No

Conduct of an 

Upheld

Services, Landlord 

having no ID she was advised that he would not have a clipperboard if he was not from the council, 

officer)

Services, Local Centres)

advises that if calling to properties ID should be worn so this can be verified ce/ca

Local Centre Central 

Behaviour 

 is complaining about 

 approach to collecting his rent arrears.

 

(2012 People - Adults & 

(Corporate, 

representative, 

 from Lifeworks, is asking for a change to our policy for collection of rent 

19/07/2013 14:29 Neighbourhoods, Housing 

Not Upheld

No

Conduct of an 

arrears from tenants who have illnessesPlease respond to 

 on all points and advise him that he 

Services, Landlord 

officer)

may share the information with his advocate if he wishes.

Services, Local Centres)

Local Centre North (2012 
People - Adults & 

Other service 

 is complaining that he has not received keys for the new lock on his garage - please see 

22/07/2013 14:49 Neighbourhoods, Housing  delay (Corporate, 

Not Upheld

No

attached.

Services, Landlord 

Service Delay)

Services, Local Centres)

My daughter who lives at the address above was given a letter starting that she was due for a upgrade on 
her property (central heating upgrade) she then had a visit from technicians for asbestos test, then a visit 
from Phoenix gas, then a visit from 

 then a start date 7th July. She then had a Kier visitor on Fri 

19th July who then told her that this work will not be taken out due to her boiler not being old enough to 
change. She was not advised about this person calling so was quite shocked. We have rearranged our 
holiday due to these jobs being done!!! Which should have been started on the 7th July we have the 

Responsive Repairs (2012  Disagree with 

paper work to prove this. I think that this is so unprofessional that it has got this far and then being told 

People - Adults & 

decision 

22/07/2013 18:19

this which has upset her deeply. Last year she need to have two extra heating appliances in her living 

No

Neighbourhoods, Housing  (Corporate, 

room and had to get emergency call outs because the heating kept breaking  down.  This also resulting in 

Services, Kier)

Service Failure)

large bills in heating costs as she only has a single radiator and a small electric fire in such a large room.  
This is not fair on a woman with two young children with having to put the children at risk with these extra 
appliances in that room because they were that cold. Due to your councils mismanagement my 
daughter's hopes of being warm this winter have been dashed. And I as her mother will be seeking advice 
on this situation as not only have I altered our plans to go away for this to have taken place. I am deeply 
distressed for her.

Local Centre North (2012  Behaviour 

People - Adults & 

(Corporate, 

23/07/2013 Neighbourhoods, Housing 

 is complaining about the conduct of housing officer 

 - please see attached.

Not Upheld

No

Conduct of an 

Services, Landlord 

officer)

Services, Local Centres)



[bookmark: 187]My name is 

, I work at 

. On two occasions today I tried to put tenants through 

to the Bentilee housing office, once at round 10:40 and the second time at around 16:10.  Both times I 
was confronted by a gentleman named 

 who suggested I logged a contact.  I explained that this was 

not part of my training and it was something that I couldn’t do. This is something he would not accept, he 
continued by insulting my training and told me I was being rude for my persistence.  In the first incident 
which I did not deem an emergency I resigned to passing the information on, when it was evident that 
there was not going to be action taken by the gentleman in question.  The second phone call which was 
somewhat more serious, as I was talking to a gentleman who was receiving physical and verbal abuse 
from his neighbour.  This 

 still refused to take the call and suggest I logged a contact, once again I 

explained that this was (again) not part of my training again he repeated himself with a problem with the 
services we provide here at the 

.  And that his main concern was sorting out rents and that 

that was his job today.  I wouldn’t want to speculate but should it not be concern for the safety and 
wellbeing of the people in this city.  As I work in customer service I see my roll to help people as best I 
can, even if this does mean being somewhat tactile over the phone. On both occasions where I called 

Local Centre South (2012  Attitude 

 he was on the phone to me for more than 8mins and so I pointed out to his that he could of helped 

People - Adults & 

(Corporate, 

these people in this time rather than telling me why he couldn't.  There is a problem here when people 

Partially 
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employed by the council are no longer willing to help thoughts that live here. It is not fair that this can 

Upheld

Services, Landlord 

officer)

happen. As the sheer distress in the man voice this afternoon, and his plight for help was rejected by a 

Services, Local Centres)

man who wouldn’t even take his name and had no idea of the circumstance and the fear this man felt.  It 
is unacceptable that when a person’s safety may be compromised for the sake of procedure. And if a 
person working within the council (who is able to empathise with the work load and the situations we are 
put in) begins to questions the procedure and the way problems are dealt with, it should raise serious 
issues. It is no wonder we have figures for some of the lowest customer satisfaction in the country. 

 

explained that things had been done the same way for 10 years (since he had worked at the council) 
perhaps it’s time to change. I realise that it was not 

 fault as he was only trying to do his job, like 

myself. But it leads me to have some serious concerns of how this council is being run.MY apologies for 
the nature of this complaint and the leanth but in my time working at the council, as the first point of call 
for many people, the animosity that is felt by the people is un fair on us and the people that are frustrated 
by our level of service, these calls have been the proverbial straw that broke the proverbial camel’s back, 
as it were. And perfectly highlight the problem, the people run this city by paying tax’s should they not be 
our main priority not paper work which is sadly push on the people that work for the council and thus has 
been given priority.



[bookmark: 188]After the death of my mother, 

, I took advantage of the 'One Stop' facility offered by the 

Registrar to inform all agencies, I also visited my local neighbourhood office in Ripon Road on 25th June 
2013 to establish how long was allowed to empty the property.  I was given a form to complete and asked 
for the Death Certificate which I provided.  I was told that I had up to 4 weeks to vacate the property but 
would have to pay 1 week rent.The person who informed me of this made a point of checking to ensure 
she was giving me correct information.  I asked her to work the dates out for me, which she did and I 
made notes in my diary - 15th July 2013 'If keys go in today no rent to pay' and 22nd July 2013 ' Keys into 
council.Need to pay 1 week rent at neighbourhood centre'.  I also asked how much the rent was and 
made a note of this. On 22nd July 2013 my husband went to Ripon Road to hand the keys in and pay 1 
week rent.  He was given a receipt that showed 4 weeks rent outstanding, 1 week paid and a balance of 3 
weeks to pay.  He queried this and was told it was correct!After being told what had happened I was 
annoyed, confused and quite upset.  I did not need anymore issues to deal with at this difficult time.  

Local Centre South (2012  Incorrect 

However I rang the rent department and spoke to a Team Leader.  He apologised and said it appeared I 

People - Adults & 

Information Given  had been given incorrect information or I had misunderstood.  He said the council still had to put 2 weeks 
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No

credit on the account which was the allowance in these circumstances.  He also referred the issue to the 

Services, Landlord 

Communication 

Housing Officer who would ring me within 5 days.  He could not tell me how much rent I was expected to 

Services, Local Centres)

and Information)

pay.Later the same day I had a call from 

 at Ripon Road.  SHe explained the system which 

seems very complicated but said she would keep and eye on the account and ring me when it was 
finalised.  She could not tell me how much rent I would need to pay but said it could be 1 or 2 weeks!!!!I 
have had a call from 

 today 23rd July 2013 and she has told me the balance of the account is 

now zero.I am totally confused by the whole situation.  I have done what I was advised to do by council 
staff, I don't know if the original information given to me was correct or not but it now appears to have 
been.  BUT this is the second problem I have had regarding my mother's estate that was a direct result of 
the council actions.  Within a week of mother's death I had a council tac demand for over £500 for the 
rest of the year to March 2014.  When my husband queried this he was told it was correct and 'we didn't 
know she was dead' - the bill was addressed to The Exors 

 at my address!!!  After speaking 

to a department manager I have received a correct bill.  We were told that all the information had not 
been entered onto the computer system and retraining was taking place.
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called on behalf of his parents
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.
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parents called into Hanley local centre to get a bus pass. They are both 89 years of age and 
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suffers with alzheimers. They wish to complain about the way they were treated by the female on 
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reception. 

 said his parents could not remember the female's name but he did not want this to 

officer)
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come across as any kind of racial issue, but the lady was black and age between 40-45.



[bookmark: 189] is in rent arrears of approximately £45.00, she is meant to pay £10 per week off these arrears, she 

is expected to pay this on a Monday but 

 doesn’t get paid until usually Tuesday. 

 also has a 

hyper mobility disorder which makes it difficult for her some days to visit the local centre to pay or to 
phone up and pay. At the end of June 

 paid £80 for her rent for 8 weeks, 

 made an additional 

payment on 23/07/2013 and paid £20. 

 is unhappy because on Monday 22/07/2013 she received a 

phone call from 

 about her rent arrears, 

 states this phone call made her feel hassled as 

Local Centre North (2012  Attitude 

 knows that 

 doesn’t get paid until a Tuesday and that her disability issues sometimes 
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affect when she can pay. 

 understands she is in arrears but states that it’s not much. 

 would 

24/07/2013 10:42 Neighbourhoods, Housing 

No

Conduct of an 

also like to add that 

 told her if the rent arrears weren’t inline by Friday 26/07/2013 she would 

Services, Landlord 

officer)

apply for an eviction. 

 states this is silly for the amount of arrears as it would cost more to take her 

Services, Local Centres)

to court. This made 

 feel very threatened. 

 also says this has happened before, and has asked 

previously that she doesn’t want to have dealings with her but she is still being called by 

 If she 

needs to be contacted, she would prefer it to be someone else. 

 also states if she gets another call 

from 

 she will change her number and not give the new number to the council. 

 would also 

like to add what has made her fall behind is that her tax credits have droppped and this has left her short 
some weeks. CA PK

I am unhappy with the service from my housing officer and neighbourhood impact officer.I received a 
letter around 2 months about my garden and hedges being overgrown. I rang the Hanley Local Centre to 

Local Centre Central 

Lack of 

speak about this as I feel that my Garden grass is well kept and is tidy. I was advised I would get a call 

(2012 People - Adults & 

communcation 

back from Lynne Flannagan I never received a call back.In the meantime I have tried to cut the hedges 

Partially 
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with a hedge trimmer but the hedges are so tough they broke them. I also then browed my Uncle's hedge  Upheld
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trimmers and they also broke. I have rang today to speak with a neighbourhood impact officer but have 

Services, Local Centres)

and Information)

been advised again I will get a call back. I am feeling dissatisfied as I would like to speak to someone 
before further action is taken. CA/EF
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 came in to Housing Solutions reception Fri 19th July and saw gentleman on reception. Came in 
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with letter from person 

 lives with explaining eviction. 

 is not happy with the way he was  Partially 
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spoken to & did not feel that his queries were answered. Also there is no note on app to say that letter 
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was provided.

Services)



[bookmark: 190]PIT (2012 People - Adults  Doors (Corporate, 
& Neighbourhoods, 

Policy, Disagree 

work men have been out 4 times to look at water ingress on the front door and repairs have been done 
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with policy, Scope  but still leaking in. A kier tradesman has told him the door needs replacing but this has never been done 
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Failure (Corporate,  Ms is unhappy in her current home as she feels very lonely.please see attached complaint
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