Appendix 1: Tenant Scrutiny Action Plans
NB: In future summarised progress reports will be provided – this presented in full on first reporting 
TEES VALLEY HOUSING SCRUTINY PANEL

GROUNDS MAINTENANCE KEY RECOMMENDATIONS ACTION PLAN 

[Status April 19 2013]
	Item

Code
	Recommendation
	Actions
	Responsible
Officer
	Completion
Date
	Progress Status

	A
	Rewrite the TVHL GM rota to use towns/places which are correct and familiar to tenants.
	Check town and scheme names against official listings to ensure they conform.
	D Ayton
GM Supervisor
	31 March 2013
	COMPLETE

	B
	Re-formulate rota to ensure areas are programmed in that are close to each other.
	Re-arrange the route of the teams’ visits to ensure efficient travel and customer options.
	D Ayton

GM Supervisor
	31 March 2013
	COMPLETE

	C
	Give clear information on the published leaflet of Winter/Summer service specifications.
	Arrange for the 2013/14 published programme leaflet to include a section on service specification, Winter and Summer.
	S Sykes
GM Manager
	31 March 2013
	COMPLETE

	E
	Suggest Supervisor should carry out regular spot checks.
	Introduce a formalised check sheet that the operatives and management use for logging work visits and subsequent checking of work.
	S Sykes

GM Manager
	31 Jan 2013
	COMPLETE

	F
	Suggest Customer Care training is given for all GM operatives.
	Six Operatives already have a City & Guilds Certification in Customer Care and all operatives have now attended an in-house Customer Care course. 
	D Ayton

GM Supervisor
	31 Jan 2013
	COMPLETE

	G
	Call Centre staff to receive training on Grounds Maintenance as to what tasks are ongoing throughout the season.
	GM Management to arrange to carry out a presentation to the Call Centre 
	S Sykes

GM Manager


	April 2013
	Meeting with team arranged for 24/4/13

IN PROGESS

	H
	Call Centre staff to be informed of up-to-date changes in the Grounds published schedule.
	Not actionable as outlined

The nature of the grounds tasks are such that some changes or delays in programmes cab be inevitable given weather and ground conditions.  Suggested that contact with the Call Centre is undertaken only where a protracted delay, eg more than 5 working days.
	S Sykes

GM Manager
	N/A
	N/A

	I
	Grounds Maintenance question to be added to the STAR survey and surveys twice a year on resident satisfaction with grounds.
	Draft question on Grounds Maintenance to be added to the STAR survey. 
	S Smith

Business Improvement Manager
	31 July 2013
	STAR survey being commissioned April 2013

IN PROGESS

	J
	Benchmarking should be current and regular and comparisons should be made with other like-sized housing providers.
	This is an area being reviewed through the wider Value for Money framework including local benchmarking groups.  Also links with recommendation I above.

	S Smith

Business Improvement Manager
	31 July 2013
	Ongoing Review

	K
	Service charges need to be actual cost, itemised and transparent to enable and understanding.
	Not actionable as outlined

This is for further discussion with the panel.  It is believed that this is currently satisfied to a reasonable level.  The basis of the service charge is to give a fair `Value for Money’ charge across a range of services considering the level, timing and cost of those services are at least in line with the market prices. 
	S Sykes

GM Manager
	N/A
	N/A

	L
	Complaints reported on site should go through the failure and complaints system.
	Ensure the new formalised check sheets are used to pass on complaints and compliments to the Call Centre team via the team members and the Supervisor.
	D Ayton

Supervisor
	28 Feb 2013
	Meeting with team to discuss process arranged for 24/4/13

IN PROGESS

	M
	The IT system should recognise site/schemes and not just individual issues.
	To review 

The IT system does not currently match to this level of detail in all cases and this may not be fully practical or economic to implement.
	S Sykes

GM Manager

AM Lenagh

Group Head of ICT
	N/A
	TO REVIEW?

	N
	Grounds Maintenance attendance at Toolbox Talks should be more consistent.
	Training Officer to invite Supervisor and Grounds Staff to all relevant ‘Tool Box’ talks.
	D Ayton

Supervisor
	31 Jan 2013
	COMPLETE

	P
	Work carried out on site should be properly recorded on formal records and should include time on site, work competence and comments and then signed off by the manager.
	Requested information to be included on the formalised check sheet
	D Ayton

Supervisor
	28 Feb 2013
	COMPLETE

	Q
	A COSHH manual should be kept in the vehicle and First Aid training given to all to allow knowledge in each of the teams.
	Copies of COSHH manual to be located in each vehicle and First Aid training to be carried out.
	D Ayton Supervisor
	28 Feb 2013
	Draft Manual now with
 H & S Officer for check before issuing
IN PROGRESS


	General Management Activities

	D
	Address the length of down time involved in replacing employees on sick leave.
	Fabrick Group has an Absence Policy and managers operate within this Policy.  There is no significant variation in sickness levels relevant to this service.

	O
	Operatives should have access to a personal development plan for their training needs.
	Fabrick Group has an Appraisal and Personal Development Policy and managers operate within this Policy.  This area of staff performance and review is also scheduled on the Internal Audit Plan for 2013/14 (across Group, not specific to GM services).  


ERIMUS SCRUTINY PANEL

COMPLAINTS SERVICE - KEY RECOMMENDATIONS ACTION PLAN
	Item

Code
	Recommendation
	Actions
	Responsible

 Officer
	Completion

 Date
	Progress Status



	A.
	Establish a designated complaints panel. 
	This to be considered and arrangements developed in line with Localism Act. Part of review of complaints procedure(s).
	Business Support Manager/Head of Governance & Strategy 
	Outline proposals by April 1st 2013

Implement revised proposals by July 31st 2013


	TS members attended training seminar with Vela [14/3]

Feedback to TS [26/4]

IN PROGRESS

	B. 
	Record toolbox talks on complaints, so those who cannot attend still hear the messages and service failures and how they will be managed.
	Agreed need some reference back on lessons learned, but need to consider how complaints database updated and monitored – see also point I below.
	Business Support Manager + other Ops Managers
	TBC - useful note made by SP that EBS may consider this under ISO 9001 work?
	To review as part of new complaints procedure 

IN PROGRESS

	C.
	Support the call centre and all staff to distinguish and explain to tenants the difference between complaints and failures
	Agreed, need to update in light of new procedures to implement as per A above.
	Business Support Manager/Call Centre Manager 
	Implement revised proposals by July 31st 2013
	Agreed as part of new complaints procedure 

IN PROGRESS

	D.
	Set timescales for dealing with complaints, the Panel would like to challenge staff to deal with complaints in 7 days
	To review and discuss further with Scrutiny Panel in light of revised complaints procedures and to reflect in benchmarking.
	Business Support Manager
	Implement revised proposals by July 31st 2013
	Agreed as part of new complaints procedure [but review 7 days] 
IN PROGRESS

	E.
	Benchmark complaints; publish the results for tenants to see
	Generally agreed. Need to review method and approach to benchmarking. 
	Business Improvement Manager
	31 July 2013
	Ongoing Review – see also TS Grounds Maintenance

	F.
	Produce a comprehensive complaints leaflet and procedure
	Agreed, need to update in light of new procedures to implement as per A above. 
	Business Support Manager
	Implement revised proposals by July 31st 2013
	Agreed as part of new complaints procedure 

IN PROGRESS

	G.
	Deliver a comprehensive training programme on customer care and how to deal with complaints for all staff for staff and for managers
	Agreed, need to update in light of new procedures to implement as per A above.
	Business Support Manager/ Business Improvement Manager
	TBC – to follow on from Complaints Policy review
	Agreed as part of new complaints procedure 

IN PROGRESS

	H.
	Include complaints updates at each team meeting and toolbox talks as a standard agenda item and identify any additional training from this
	Not actionable as outlined

Query necessity or practicality of weekly update. Also see B above.
	N/A
	N/A
	Not agreed



	I.
	Ensure managers complete and update the complaints database so tenants get up to date information on their problems from the call centre
	To review in light of revised complaints procedures. This to consider how complaints database updated and monitored. 
	Business Support Manager
	Implement revised proposals by July 31st 2013
	Agreed as part of new complaints procedure 

IN PROGRESS

	J
	Close complaints in writing with reasons and actions and advise of the next stages which tenants can consider if they wish to escalate their complaint
	Generally agreed. To review in light of revised complaints procedures. This to consider how complaints database updated and monitored.
	Business Support Manager/Head of Governance & Strategy
	Outline proposals by April 1st 2013. Implement revised proposals by July 31st 2013
	Agreed as part of new complaints procedure 

IN PROGRESS

	K.
	Redesign the complaints satisfaction survey with tenants and consider using the mystery shoppers to follow up in complaints
	Generally agreed. To review in light of revised complaints procedures.
	Business Support Manager/ Business Improvement Manager
	Implement revised proposals by July 31st 2013
	Agreed as part of new complaints procedure 

IN PROGRESS

	L.
	Publish learning from mistakes in the newsletter for tenants and the annual report


	Agreed, need to update in light of new procedures to implement as per A above.
	Business Improvement Manager/

Comms Manager
	Implement revised proposals by July 31st 2013
	Agreed in principle but to review as part of new complaints procedure 

IN PROGRESS

	M.
	Review the content of the website on complaints and share performance data on this
	Agreed, need to update in light of new procedures to implement as per A above.
	Business Support Manager/Business Improvement Manager/

Comms Manager
	Implement revised proposals by July 31st 2013
	Agreed in principle but to review as part of new complaints procedure 

IN PROGRESS

	N.
	Review the systems and priority given to complaints at EBS


	Not actionable as outlined

To discuss - this is separating out EBS? Need to ensure in line with general complaints approach as per A above. 
	N/A
	N/A
	Not to progress as part of this scrutiny – we do not separate out EBS

	O.
	Review the area of administration complaints at EBS


	Not actionable as outlined

To discuss - this is separating out EBS? Need to ensure in line with general complaints approach as per A above.
	N/A
	N/A
	Not to progress as part of this scrutiny – we do not separate out EBS
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