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Introduction 
	1. Following Board approval for the concept of a Customer Senate in September 2008, and the subsequent official launch of the Senate on July 30th 2009, hereby follows the report of the second scrutiny exercise undertaken by the Senate.
2. The Customer Senate followed due process in determining the area of the business that was to be the target of its scrutiny, and it was decided by a significant majority that this should be Service Standards. 
3. The Customer Senate would like to offer its thanks, to all those who participated in this exercise in any capacity.

4. Salix Homes have produced and distributed a booklet entitled ‘Our Commitment To You’ (September 2008), and this material claims to “set[s] out what you can expect from Salix Homes. It will enable customers to see if they are receiving a high quality service and empower them to challenge the services which aren’t meeting expectations” (Salix, 2008:2).

5. The Customer Senate has utilised this document as a starting point from which to examine whether these service standards are  being met, and more importantly, whether or not the attainment of the targets set out in the said booklet are subject to monitoring and recording.

Scope
6.   The Service Standards set out in the aforementioned booklet were devised in excess of one year ago, and it is a point of agreement for the Senate and Salix Homes Management that a review of these is now due.

7.   Each Service Specific Panel(SSP) has within its remit, a level of responsibility for examining the frequent monitoring of the said service standards that relate to its specific area of the business.

8.   In undertaking the scrutiny of the Service Standards, the Customer Senate considered:

· The practical and workable nature of the standards

· The ability to quantify standards effectively

· The relevance of the standards for all Salix customers

· The monitoring of the standards

· The reporting of such monitoring to SSPs

9.   The scrutiny was conducted utilising a number of sources including:

· A detailed desktop review of evidence provided by Salix Homes

· Hearing oral evidence from a number of officers from Salix Homes

· Commissioning evidence from Customer Inspectors

· Benchmarking material



	Main Findings


	Service Standard
	Evidence Received
	Observations/ Recommendations

	
	 
	 

	Housing Applications 
	 
	 Information requested included housing application form, the appeals procedure, SSP minutes and CBL lead member reports.

	 
	 
	 

	Offer advice to customers about the Choice Based Lettings scheme and make this widely available. 
	No
	There was an exceptional amount of information to gather and examine, and the primary fault for this lay in the fact that SSPs and relevant officers were not in situ, for example the Neighbourhood Services Panel. (Note: there is no Neighbourhood Services Panel, the document this is taken from is out of date) It emerged from interviews with staff and officers, that many of the standards are either obsolete or in fact being monitored elsewhere within the organisation, however when questioned regarding why this had not been made clear to the customer base, no satisfactory answer was provided. Information regarding Choice Based Lettings should be available via the website, as well as being on display in all customer access points

	 
	 
	 

	Offer appropriate advice and assistance to applicants who may require medical support. 
	No
	 

	 
	 
	 

	Make an immediate referral to Salford Homesearch Team if a customer requests to be put on the Council’s Housing Register. 
	No
	 

	 
	 
	 

	Offer advice and assistance to applicants regarding this application and their preferred areas of choice. 
	No
	 

	 
	 
	 

	Offer advice and assistance for applicants who may have an interview with Housing Advice and Support Services. 
	No
	  

	 
	 
	 

	Offer advice and assistance to applicants who wish to bid for an advertised property. 
	No
	 

	 
	 
	 

	 
	 
	 

	Lettings and Allocations 
	 
	 Information requested included copies of meeting minutes between Housing Connections Partnership, Salix Homes and City West Housing Trust, monitoring reports on allocations, Allocations Policy, Lettable Standard and the Community Lettings Policy.

	 
	 
	 

	Contact the successful bidders on Tuesday, following the closure of the CBL bidding cycle at midnight each Monday. 
	No
	 

	 
	 
	 

	Make contact regarding all offers of property within one working day. 
	No
	 

	 
	 
	 

	Ensure that you have the opportunity to view your home before you sign for it. 
	No
	The Senate was made aware that a new Salix Homes Lettable Standard has been introduced in August 2009, which includes such issues as garden maintenance of empty properties, and the photographing of all properties prior to letting, however, no evidence was received that this was available for senators or the wider customer base to examine.

	 
	 
	 

	Ensure you are accompanied by a staff member from Salix Homes to view the property and discuss any repairs or upgrades that need to be carried out to the property, whether before you move in or to an agreed timescale after you move in. 
	No
	 

	 
	 
	 

	Inform you who your caretaker is if you are moving into a high rise block and wherever appropriate they and a Salix Homes lettings officer will accompany you when you view the property. 
	No
	Lettings and Allocations Service Standard 5 should actually be in the remit of the Cleaner / Greener SSP

	 
	 
	 

	Discuss your tenancy agreement at sign up, offer advice about paying your rent and how to claim housing benefit, provide you with useful information about the area and provide you with the Salix Homes Tenant’s Handbook.  
	No
	 

	 
	 
	 

	Offer you help and advice about handling your finances and sign post you to a debt advice agency such as Salford Money Line or the CAB if you need it. 
	No
	 

	 
	 
	 

	Arrange to visit all new customers within 4-6 weeks of the start of their tenancy. 
	No
	 

	 
	 
	 

	Sign up all new customers who have never been a council or housing association tenant to a 12 month introductory tenancy. 
	No
	 

	 
	 
	 

	Transfer all introductory tenants to a secure tenancy agreement after 12 months if you show us that you are responsible enough to keep your tenancy. 
	No
	 

	 
	 
	 

	Consult with you on all changes to your tenancy agreement. 
	No
	 

	 
	 
	 

	Provide advice and guidance about succeeding a tenancy if you live in property where the customer has died. 
	No
	 

	 
	 
	 

	Advertise all properties which fall within the Community Lettings Policy (CLP). 
	No
	 

	 
	 
	 

	Arrange interviews with the CLP panel and provide the panel with relevant information prior to the panel meeting. 
	No
	 

	 
	 
	 

	 
	 
	 

	Rents, Money and Advice 
	 
	 Information requested included copies of rent increase/decrease, debt advice, quarterly statement letters, copies of Limelight, income management policy, minutes of SSP meetings, evidence of income management initiatives to reduce arrears and copies of payments arrangement letters.

	 
	 
	 

	Give you written notice each year about changes in the rent you have to pay with a breakdown of charges. 
	Yes
	Whilst evidence was received that letters are sent, it was felt that the letters were vague in their content on occasion, and the failure to date the letters results in confusion over payment deadlines, or rent increase periods for example.  All rent letters should be dated.

	 
	 
	 

	Send you 4 rent statements per year. 
	Yes
	 

	 
	 
	 

	Contact you to agree an affordable repayment plan with you, should you fall behind with your rent payments. 
	Yes
	 

	 
	 
	 

	Provide free and confidential advice to any Salix Homes customer on how to maximise benefit entitlement.
	Yes
	 

	 
	 
	 

	Provide you with access to confidential and impartial advice and assistance if you are experiencing financial difficulties. 
	Yes
	There is no evidence to suggest that efforts to prevent rent arrears have been effective.  There is no evidence that a County Court Judgement is followed by any enforcement action other that to seek a repossession order. As enforcement actions are varied, and can be both cheap and effective.

	Publish opportunities on the website, newsletter and monthly calendar to help people understand and access financial products and services such as a basic bank account or home insurance. 
	Yes
	 

	Customer Care 
	 
	 Information provided included internal mystery shopping of telephone protocol and Salix Direct monthly call statistics.

	Always introduce ourselves by giving our name when answering the telephone, and when meeting you in our offices or in your home. 
	No
	 

	Ensure that all our staff, including our contractors, carry ID cards at all times; in the office, out on estates, visiting you at home and when attending meetings. 
	Yes
	 

	Seek and use our customer’s feedback to continuously review and improve the way we deliver our service. We will publish the findings on our website, in Limelight magazine and in the reception areas of Salix Homes’ offices. 
	No
	 

	Publish and deliver a copy of our newsletter, Limelight, to our customers every quarter and display it in our receptions and on the website. 
	No
	 

	Provide a website www.salixhomes.org which will contain a range of useful information about our services and how you can access them. 
	No
	 

	Correspondence 
	 
	 

	Respond to all written correspondence, letters and emails within 10 working days. If we cannot provide a full response within this timescale we will contact you to tell you when you can expect a full reply and provide you with the name and contact details of the person who is dealing with your enquiry.
	No
	With regard to response to correspondence, there is no separate standard relating to complaints.  Salix Homes staff seem to be of the opinion that the 5 day target for responding to correspondence was unrealistic and unattainable.  Salix Homes should strive to meet 5 day response times following correspondence, as per industry levels of good practice. An acknowledge letter would suffice.

	Telephone calls 
	 
	 

	Answer all telephone calls to Salix Direct within 30 seconds. Telephones will not be left unattended during opening hours. 

	Yes
	 

	Operate an out of hours emergency telephone service when our receptions and contact centre are closed. 

	Yes
	 

	Home visits 
	 
	 

	Always offer an appointment for a home visit if you request one. If we visit and you are out, we will leave a calling card with details of the time we called and the name and telephone number of the Salix Homes officer for you to contact. 

	No
	 

	Visitors to reception 
	 
	 

	 
	 
	 

	Ensure our customer reception areas and communal areas display up-to-date information and a full range of leaflets on Salix Homes and other appropriate services, general housing advice and other local community information. 
	Yes
	 

	Ensure our front line staff wear a corporate uniform and display a visible name badge when on duty at reception, to help you identify them easily. 
	Yes
	 

	 
	 
	 

	 
	 
	 

	Customer Involvement 
	 
	 Information requested included benchmarking, evidence of Language Line usage, voids mystery shopping and mystery shopping of customer involvement.


	Provide information to customers in plain English and relevant formats, including a range of community languages. 
	No
	

	Provide necessary support to all registered tenants’ and residents’ associations. 
	No
	 

	Provide customer involvement Fact Pack to all tenant and resident associations and provide updated information about Salix Homes procedures with 4 weeks of any agreed changes. 
	No
	 

	Regularly consult customers on issues which affect their homes and communities including undertaking neighbourhood blueprinting studies.. 
	No
	 

	Always ensure that customers within regeneration or redevelopment schemes receive independent support and representation. 
	No
	 

	Publish customer involvement opportunities on website, newsletter and monthly calendar to ensure that every customer has the opportunity, if they wish to do so, to get involved in the decision making and shaping service delivery. 
	No
	 

	Make opportunities available for interested customers to access and attend capacity building training to empower customers to shape service delivery. 
	Yes
	 

	 
	 
	 

	Publish opportunities on the website, newsletter and monthly calendar to ensure that every customer, if they wish to do so, can take up offers of training and employment. 
	No
	 

	Cleaner, Greener Services 
	 
	 Information requested included SSP minutes, block inspection reports, estate walkabout notes, monitoring information on graffiti removal and removal of abandoned vehicles, performance information against service standards of high and low rise cleaning of blocks, removal of bulk items, and performance information against repairing defects to communal areas in blocks.

	Ensure Salford City Council’s Environmental Services removes offensive graffiti within 24 hours of it being reported and all other graffiti within 48 hours. We will monitor levels of service provided by Environmental Services. 
	Yes
	There is a Service Level Agreement in place with regard to Salford City Council and the graffiti removal service they provide. Is this service being paid for by Salix Homes, and does it represent good value for money if so? Customer inspectors should monitor the service provided by Salford  City Councils Environmental Services quarterly

	Ensure that abandoned vehicles are removed within 28 days or if the vehicle is deemed dangerous within 24 hours of it being reported. 
	Yes
	Salix Homes has no car parking policy, which leaves the subject of abandoned cars ambiguous at best. Salix Homes should introduce a policy with regard to Car Parking.

	Clean communal areas in low rise accommodation at least once a week 
	No
	There is no inspection regime in place for low rise property in the same way that exists with the high rise blocks. Salix should set up an inspection regime of low rise in accordance with its practices regarding high rise

	High rise blocks 
	 
	 

	Clean communal areas every day. 
	Yes
	 

	Ensure the Cleaner, Greener Team carry out monitoring visits to communal areas every week. 
	No
	 

	Ensure that emergency contact details of duty block superintendents are displayed in clearly in all our high rise blocks. 
	No
	Salix should carry out an audit of all blocks to ensure that superintendants emergency contact details are available and visible to all.

	Remove items of bulk refuse from communal areas within 24 hours of it being reported. 
	Yes
	 

	Carry out repairs/make safe all 
	Yes
	 

	defects to communal areas that pose a risk to health and safety within 24 hours of it being reported. 
	 
	 

	Carry out monthly block inspections with customers. 
	Yes
	 

	Carry out monthly estate walkabouts with customer reps and other key stakeholders. 
	No
	Customers and stakeholders are not part of the estate walkabout team. A policy needs to be drafted to ensure that an estate walkabout is conducted with customer representative and key stakeholders, and the information be reported to the relevant SSP

	Safer Neighbourhoods 
	 
	 Information requested included copies of Salix Direct referrals, SSP minutes, information on REACT and how it works, information on the role of the safer neighbourhood champion and monitoring of the safer neighbourhoods in-box.

	Acknowledge all reports of anti-social behaviour (ASB) and log them on our ASB database within one working day of receipt. 
	No
	Information was provided for the senators regarding the computer software package that is utilised in the processing of ASB cases, but this did not unfortunately equate to evidence that the standards are in fact being met or monitored. Monitoring evidence was not available from the minutes of the relevant SSP, as no information was made available to the SSP either.

	Respond to all reports of ASB including racial harassment and hate crime within one working day of receiving the initial report. 
	No
	The senate was informed during an interview that this level of evidence was available for presentation to the Audit Commission for example, but was subsequently never made available for senate to examine.

	Respond to all reports of domestic violence within one working day of receiving the initial report. 
	No
	 

	With the consent of the complainant, we will write to the perpetrator within one working day and carry out the interview within 5 working days. 
	No
	 

	Ensure that complainants, witnesses and our relevant partner agencies involved in the case are kept informed about the progress of ASB action plans at least on a weekly basis. 
	No
	 

	Contact partner agencies, where appropriate to develop alternative approaches that seek to address your individual situation. 
	No
	 

	Investment in Neighbourhoods 
	 
	 Information requested included scheme brochures, SSP minutes and supporting documentation, scheme evaluations, evidence of customer satisfaction in scheme areas and minutes of the repairs panel meetings.

	Give you the details of the work to be carried out and the amount of work to be done. 
	Yes
	When appointing contractors, it should be investigated how the systems will ‘communicate’, in order to ensure correct and efficient flow of data.

	Advise you of any preparations you need to make before we start the work. 
	Yes
	 

	Give you the name and phone number of your Customer Liaison Officer. 
	Yes
	 

	Organise pre scheme consultation events in your local area. 
	Yes
	 

	Offer you a home visit by your Customer Liaison Officer to discuss the work. 
	Yes
	 

	Carry out customer satisfaction surveys on all improvement work. 
	Yes
	 

	Ensure customer satisfaction with how you are kept informed of the work’s progress. 
	Yes
	 

	Ensure customer satisfaction with how our contractors leave your home clean and tidy during and after completion of work. 
	Yes
	 

	Ensure customer satisfaction with how our contractors are polite, courteous and promote Equality and Diversity. Ensure contractors have the opportunity to attend Salix Homes Equality and Diversity Awareness Training. 
	Yes
	Whilst there is evidence that there are opportunities for contractors to attend  Equality and Diversity Awareness Training, there is no expectation that contractors should attend.

	Repairs 
	 
	 Information requested included data on the gas servicing database, copies of reports submitted to SSP s, data on post inspections, copies of complaints (with personal data removed), copies of all partner charters, data on service failures reported and data from the repairs inbox.

	Service your gas appliances annually, providing you with a morning or afternoon appointment. 
	Yes
	Evidence was provided to show the execution of follow-up work following a gas service, although there is a general concern over the term ‘appropriate time’. The senate is aware that this requires flexibility due to the acquisition of spare parts for example.

	Give you at least 10 working days written notice of when gas safety checks and servicing will begin in your area. 
	Yes
	 

	Carry out checks on water hygiene and the safety of your hot water systems at the same time as the gas service takes place. 
	No
	 

	Check and service any smoke alarms fitted in your property. If there are none fitted we will install at least one in a flat and two in a house free of charge. 
	No
	 

	Ensure that any follow up work identified during a gas service is carried out and completed within an appropriate time that you will be informed about. 
	Yes
	 

	Offer a 24-hour, 365-day-a-year emergency repair service. 
	Yes
	 

	Provide a free phone number for all repair reports and enquiries: 0800 218 2000. 
	Yes
	 

	Attend to or carry out all repairs in accordance with our published timescales: 
	Yes
	 

	Emergency – within 1 working day 
	 
	 

	Right to Repair – within 3 working days 
	 
	 

	Non Urgent – within 10 working days 
	 
	 

	Low priority routine – within 40 working days 
	 
	 

	We will monitor our contractors to ensure repairs are completed. 
	 
	 

	 
	 
	 

	Supported Housing 
	 
	 Information requested included proof of case monitoring of support visits undertaken of customers in  supported housing.

	Carry out a customer assessment at the time an applicant is signed for a property. 
	No
	 

	Refer customers who we identify as having support needs to Salford City Council’s Supported Housing team or other partner agencies. 
	No
	 

	 
	 
	 

	Carry out a six monthly tenancy visit to all supported customers to identify whether further support is required. 
	No
	 

	 
	 
	 

	Housing Adaptations 
	 
	 Information requested included figures on how many properties are currently adapted, location, evidence of case monitoring and any evidence of customer satisfaction with adaptations.

	Ensure you have access to equipment which will help you with daily tasks such as going to the toilet or having a bath. 
	 No
	 

	Help you with low cost adaptations (small changes costing under £1,000) to your home such as fitting hand rails. 
	No
	 

	Help with major adaptations (large changes costing more than £1,000) to your home such as fitting a stair lift or converting rooms. 
	No
	 

	If your home is considered inappropriate to meet your needs or cannot be adapted we will work with you to help you find a home a home that is easier to live in. 
	No
	 

	Regularly check and repair the lifting equipment in your home. maintenance contract in place 
	No
	 

	Offer advice to our customers and where appropriate make referrals to our partners. 
	No
	 

	Keep you informed on the progress of any referral we make on your behalf. 
	No
	 

	 
	 
	 

	Sheltered Housing 
	 
	 Information requested included customer satisfaction with the warden service provided.

	Keep you fully informed of and consult with you on any potential or suggested changes to your services or sheltered scheme. 
	No
	Service Standards pertaining to Sheltered Housing should be monitored by the Sheltered Tenants Forum

	 
	 
	 

	Provide customers with the opportunity to voice opinions and influence service delivery. 
	No
	 

	Ensure you are treated as an individual and that your right to choice and privacy is respected. 
	No
	 

	Ensure all new tenants are provided with a copy of the tenant Welcome Pack and have access to scheme information through the leaflet racks available on the schemes, in order that they may be fully informed and able to make their own decisions. 
	No
	 

	Ensure all wardens are trained in Equality & Diversity, Health & Safety, Elder Abuse and First Aid. 
	No
	 

	Ensure the area warden completes a full induction with you, showing you around the scheme and your home. 
	No
	 

	Ensure the area warden contacts all tenants daily (plus weekends if requested) by intercom. 
	No
	 

	Provide residents with a needs and risk assessment and support plan 
	No
	 

	tailored to meet your needs. This will be regularly reviewed. 
	 
	 

	Provide tenants with the means of consultation and expressing their opinions on the services provided. 
	No
	 

	 
	 
	 

	Right to Buy 
	 
	 Information requested included right to buy reports and how right to buy application forms are processed.

	Provide you with information about your Right To Buy and an application form within 5 working days of your request. 
	No
	 

	Acknowledge receipt of your Right to Buy application within 5 working days of receiving the form. 
	No
	 

	Send a letter telling you whether or not you have the Right to Buy within 4 weeks of receiving your application form. 
	No
	 

	Provide you with timely advice and assistance in the whole process of your Right to Buy application. 
	No
	 

	 
	 
	 

	Leaseholders 
	 
	 Information requested included a copy of the leaseholder handbook and information on how Salix Homes interacts with leaseholders in regard to repairs, service charges and any major works.

	Provide leaseholders with accurate information relating to your rights and obligations as a leaseholder before you purchase your home. 
	No
	Senators were given a copy of the Leaseholders manual as evidence, however this was produced in 2007, and it was felt that a more up-to-date version of this should be available. There should be an updated version of the Leaseholders Handbook produced

	Provide you with accurate and timely information about the services leaseholders receive, the cost of those services and the amount due in service charge payments. 
	No
	 

	Consult with leaseholders in accordance with the requirements of legislation about work that may be carried to the building and communal areas and any cost implications that may result. 
	No
	 

	Consult with leaseholders on any other proposed changes to policy or practice, which will affect the management of their homes. 
	No
	 

	Consult with leaseholders on any other proposed changes to policy or practice, which will affect the management of their homes. 
	No
	 

	Encourage leaseholders to become active members of Salix Homes Leaseholder Forum. 
	No
	 

	Engage with and fully support leaseholders who may be suffering as a result of anti-social behaviour. 
	No
	 

	Prepare clear accounts for leaseholders relating to their service charge account. 
	No
	 

	Provide you with a clear, informed, costed plan for proposed major works. 
	No
	 

	Where applicable, maintain grounds, open and communal areas. 
	No
	 

	Provide you with information relating to planned improvements to the communal areas of the block or building. 
	No
	 

	Repair and maintain those items for which we have responsibility. This mainly relates to the structure of the building and to communal areas. 
	No
	 

	Send leaseholders an annual statement detailing service charges. 
	No
	 

	Empty properties 
	 
	 Information requested included SSP minutes and copies of the Lettable Standards checklists and monitoring.

	Ensure all rubbish and previous occupants’ belongings are removed and disposed of prior to re-letting. 
	Yes
	 

	Ensure cookers from previous tenancy be disconnected by appropriate gas/electrical contractors. 
	Yes
	 

	Treat any vermin and insect infestation, clean as appropriate. 
	Yes
	 

	Clear gardens of rubbish during property clearout and after all void work has been completed. 
	Yes
	 

	Provide a one-off service to trim and tidy hedges, shrubs and grass after you have moved into the property. Subsequent garden maintenance is the tenant’s responsibility. 
	Yes
	 

	Remove fly tipping. 
	Yes
	 

	Ensure void properties are secure. 
	Yes
	 

	Ensure gas and electrical safety checks are completed by approved contractors. 
	No
	 

	Check water services, including location and easy operation of stopcocks. 
	No
	 

	Inspect all formerly empty properties once work has been completed to ensure they meet our letting standard. 
	Yes
	 

	Ensure an approved contractor completes a full test and turn on of a properties heating system on the day of move in. 
	No
	 

	Equality and Diversity 
	 
	 Equality and Diversity is not in the scope of this report however it is being tested via the customer inspection programme and the results of this are available upon request.

	With customer consent, collect information on race, religion, disability, sexual orientation, gender, age, vulnerability, and communication needs in line with the Data Protection Act. This information will be used to ensure that we tailor our services to meet customers’ needs. 
	 
	 

	On request, we will provide information in large print, Braille, audio tape and languages other than English. 
	 
	 

	Make interpretation and translation services available to meet customers’ needs. 
	 
	 

	Use language in all written communication that is plain and easy to understand, is free of jargon and unexplained abbreviations, and clearly displays a return address, contact name, telephone number and email address. 
	 
	 

	Ensure that our customer reception areas are accessible and provide extra facilities to cater for additional needs such as wheelchair access and access to translation services. 
	 
	 


OPINION OF THE SENATE

10.   As customers of Salix Homes, Senate members are clearly privy to certain communications which may indicate the monitoring of standards, for example rent statements, the distribution of Limelight or the Salix Homes website. However personal experience of receiving this information was not considered. Instead the Senate requested information via notices and interviews and the results of this constitute the findings of this report.
11.   The principal concern for the Senate as a result of this scrutiny exercise, has been acquiring the necessary evidence to demonstrate the achievement and monitoring of service standards, to a level that would satisfy any form of audit, customer or otherwise.
RECOMMENDATIONS

12.   The Customer Senate recognises that the service standards are about to undergo a review, and wholeheartedly supports this exercise. The following recommendations however, are made relating to the monitoring of the standards, and NOT the content of them, because as previously noted, this is not felt to be the remit of the Senate.

13.   As previously noted in the section entitled ‘Opinion of the Senate’, the first recommendation is that Salix impresses upon all those whom work for, or with them in the capacity of a contractor, understands the importance of providing the evidence to the Senate that it requires to carry out scrutiny. Failure to do so creates a poor impression at best, as the Senate can only report on the basis of the evidence it has received. What may appear to be a service failure, may simply be a failure to produce the correct information at the time of asking. This would not be acceptable to the Audit Commission, and it is NOT acceptable for the Customer Senate.

14.   Such failures to produce evidence has resulted in the majority of issues arising from this specific scrutiny exercise. Other recommendations are:

	Number
	Recommendations
	Priority

	1
	Customer inspectors should monitor the service provided by Salford  City Councils Environmental Services quarterly
	Medium



	2
	Salix should set up an inspection regime of low rise in accordance with its practices regarding high rise 
	High

	3
	Salix should carry out an audit of all blocks to ensure that superintendants emergency contact details are available and visible to all.
	High

	4
	A policy needs to be drafted to ensure that an estate walkabout is conducted with customer representative and key stakeholders, and the information be reported to the relevant SSP
	Medium

	5
	Salix Homes should introduce a policy with regard to Car Parking.
	Low

	6
	Salix Homes should strive to meet 5 day response times following correspondence, as per industry levels of good practice
	High

	7
	Information regarding Choice Based Lettings should be available via the website, as well as being obn display in all customer access points
	Medium

	8
	Lettings and Allocations Service Standard 5 should actually be in the remit of the Cleaner / Greener SSP
	Medium

	9
	Service Standards pertaining to Sheltered Housing should be monitored by the Sheltered Tenants Forum
	Medium

	10
	There should be an updated version of the Leaseholders Handbook produced 
	Low

	11
	All rent letters should be dated
	High

	12
	There is no evidence that a County Court Judgement is followed by any enforcement action other that to seek a repossession order. As enforcement actions are varied, and can be both cheap and effective, this neglect of them appears strange.
	Low

	13
	When appointing contractors, it should be investigated how the systems will ‘communicate’, in order to ensure correct and efficient flow of data.
	Low

	14
	Feedback and monitoring data MUST be passed to the relevant SSP at all times to facilitate constant up-to-date information, and thereby prevent failures in the provision of the service to customers promised by Salix.
	High
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