	 
	2014/ 15
	2015/ 16
	Changes 

	Complaints 
	7405
	8397
	↑13%

	Enquiries 
	849
	1230
	↑45%

	% of complaints that were priorities
	28%
	24%
	↓4%

	Ask the Adviser 
	1543
	1165
	↓25%

	Cases closed within 35 WD (81%)
	76%
	71%
	↓5%

	Cases closed within 66 WD (92%)
	91%
	88%
	↓3%

	Tangible outcome (90%)
	85%
	87%
	↑2%

	Financial Redress (£1.2 million)
	£1,414,652
	£2,020,939

	↑43%

	Domestic consumers satisfied or very satisfied with the quality of service (83%)
	90%
	91%
	↑1%

	Micro-business consumers satisfied or very satisfied with the quality of service (81%)
	84%
	91%
	↑7%



