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The Customer Service Team made 44  calls to the most dissatisfied customers which have been 
identified by Acuity.

Failed to contact 18 after 3 attempts 
Completed calls to 17
Unable to contact  4
Left messages for 5 to call back

Of the 17 calls completed the most dissatisfied area were Repairs (7), ASB (3), Estates Services (6), 
Customer Service  (1), 6 of the calls also included concerns raised about the cost of living. 

As part of the survey process Acuity staff will send across an alert via email if during a call, they pick up 
on any matters such as safeguarding concerns or urgent repairs which require our attention ahead of 
them issuing the full data set.  
 
During the Q1 surveys, Acuity staff raised 17 alerts, of these: 
 
•3 have been resolved  
•8 relate to work in progress  
•6 are new and current 

Acuity Calls CBC Housing Services



Next Steps

Review complaints team capacity and roles 

Continue to review communal areas and satisfaction  

Arrange complaints focus group to gather feedback from lived experiences 

Estates supervisor role to be confirmed   




