
 

Mears Living – Service Improvement Report 

Here’s what you said you’d like us to improve – based on your feedback from satisfaction surveys and complaints – and 

our report on what we’re doing about it.  We’ll update and publish this report each quarter so you can track our progress.  

Report Date: October 2021 

Repairs 

You said We will We have (OCTOBER 21) How we’re measuring 
impact 

Target Performance 
(October / 
Q3 2021) 

Communication 
about repairs is 
poor; especially 
confirming 
appointments and 
keeping you in the 
loop. 

Review processes to ensure 
customers are kept in the 
loop about their repairs. 

We carried out an internal review which 
found there are gaps in our process 
which means that sometimes, when 
jobs are cancelled and re-booked, we 
don’t always let tenants know.  We are 
changing our systems and processes to 
make sure we get better at this. 
 

% of tenants reporting 
they are satisfied with 
their repair 

80% 82% 

 

 Implement automated 
appointment confirmations 

This is now in place.  Tenants receive 
and SMS message to confirm their 
appointment date and time once it is 
booked in. 

   



Repairs take too 
long to carry out 

Create a plan to clear the 
backlog of repairs.  Ensure 
tenants are kept informed. 

We have been working hard to clear the 
backlog of repairs which built up during 
the lockdown.  Although tenants feel 
repairs take a long time to carry out, 
our performance is actually close to our 
target.  However, the feedback reflects 
the frustration tenants have 
experienced waiting for jobs to be re-
scheduled following the lockdowns.  We 
also recognise that, while it's not 
happening all the time, for those 
tenants who have waited a long time 
for a repair to be carried out, this can 
be frustrating and distressing.  One of 
the ways we can bring timescales down 
is to increase our ability to complete 
jobs in one visit (first time fix) and this is 
an area where we have set a high 
target. 
 

Repairs completed 
within timescale (24 
hours / 20 days)  
 
Average days to 
complete repair 

90% 
 
 
 
 
12.5 

90.75% 

 
 
13.2 

 
 

 

Communication  

You said We will We have (OCTOBER 21) How we’re measuring 
impact 

Target How we’re 
doing  

You don’t always know 
who to contact or how 

Provide a range of 
ways to get in touch 
and publicise these to 
tenants. 

We launched a single point of contact in 
2020. This is promoted in our regular 
newsletters which we started to send in 
May 2021.  We also launched a new 
tenant website and updated our online 
presence in 2020..  
 

Increase in % of tenants 
rating us as easy to do 
business with 
(measured by surveys) 

80% 73% 

 



 

 

Your complaints are 
not always dealt with 
properly or they take 
too long to resolve. 

Put in place a 
dedicated complaint 
handling resource.  
Ensure complaints are 
always handled in line 
with our complaints 
policy and within 
timescales. 

We have changed the way we deal with 
complaints when they first come into 
the business, with a dedicated team 
overseeing the process.  This is helping 
us to improve our ability to deal with 
complaints within our published 
timescales, although we still have a 
little way to go until we hit our target.   
We measure tenants' satisfaction with 
the way we handle complaints in our 
annual survey, so the most recent 
information we have on this is from 
April, 21.  We will repeat the survey in 
April 22. 
 

Complaints completed 
within timescale 

80% 
 
 
 
 
(Ave 10 days) 

68%  

 
 
(Ave 11.2 
days) 
 

 

We don’t always call 
you back when we say 
we will. 

Carry out customer 
service training with all 
staff. 

We are carrying out additional training 
for all staff specifically related to 
customer service.  This will continue on 
a rolling programme to make sure every 
member of staff has had the 
opportunity to receive training.   In 
October, we will start to survey 
customers about how satisfied they are 
with visits from their housing officer 
and this will help us to target further 

% tenants satisfied with 
Housing Officer visit 
(HO transactional 
survey) 

77% - 

  To be repeated in March 2022 Overall Satisfaction 
(annual survey) 

77% 50% 

 



Customer Care 

It sometimes feels 
like Mears Living 
doesn’t care 

Put in place regular 
communication with 
tenants. 

We now send a quarterly newsletter 
to tenants, with further updates as 
and when needed. 

Newsletter sent (Q3)  

 

 Increase information and 
resources to support 
tenants. 

We are publishing information and 
guides for tenants on the website. 

Information and resources 
are available on the 
website in a dedicated 
tenants' area.   

 

 

 Carry out an annual survey 
and satisfaction surveys 
following an interaction 
with Mears Living. 

We carried out an annual survey in 
March 2021 and this will be 
repeated in March 2022.   

Survey carried out March 2021 

 

  We have also started surveying 
tenants after an interaction with 
them.  This began with surveys after 
a repair, and in October, we will start 
to survey tenants following visits 
from Housing Officers.  Later in the 
year, we will launch surveys 
following a move in/ out and after 
we deal with a complaint.  This will 
give us a good picture of how 
tenants feel about our service on an 
ongoing basis. 

Surveys carried out: 
Following repair 
 

From 
February 2021 
  

   Following Housing Officer 
visit 

From 
November 
2021 
 

- 

   Following Move-in / out January 2022 
 

- 

   Following complaint January 2022 - 

 


