	 
	January to March 2016
	January to March 2015
	Changes from 2015 to 2016 

	Complaints 
	1908
	2170
	↓14%

	Enquiries 
	371
	240
	↑35%

	% of complaints that were priorities
	30%
	30%
	· 

	Ask the Adviser 
	330
	275
	↑20%

	Cases closed within 35 WD (81%)
	72%
	71%
	↑1%

	Cases closed within 66 WD (92%)
	89%
	86%
	↑3%

	Tangible outcome (90%)
	87%
	88%
	↓1%

	Financial Redress 
	£592,437
	£552,579
	↑7%

	Domestic consumers satisfied or very satisfied with the quality of service (83%)
	88%
	92%
	↓4%

	Micro-business consumers satisfied or very satisfied with the quality of service (81%)
	94%
	78%
	↑16%



