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Purpose: 
Finance & Audit Committee (F&AC) to note the review of stage 1 of the complaints process by the Scrutiny Group and approve the recommendations for improvement.
	Positive
	Negative

	· The IT system introduced in April 2011 was straight forward and easy to use.

· Staff members were very knowledgeable.
	· Not all staff training on complaints had been undertaken. (The Scrutiny Group did note that the Director of Neighbourhoods had recognised this).

· Poor communication standards throughout stage 1 of the complaints process and no consistency.

· All complaints are dealt with in the same timescale which does not allow for compromise on more complex complaints. This can result in poor customer satisfaction or the 10 day target not being met.


Findings: 
Through the research the Scrutiny Group found:
Implications
· There are no direct costs associated to this report or the findings. Budget provisions are already identified for customer care training.

· A risk implication of the proposed recommendation of complaint classification being implemented; is that research suggests no other organisation has tried this before. This will be an innovative idea for Dale & Valley Homes to pioneer.

· Legal implications are to ensure the regulatory framework is adhered to when developing the new complaints process.
Conclusion

The Scrutiny Group found three weaknesses in their investigation. 

1. Not all staff training on complaints. 

2. A lack of communication between the customer and staff throughout the complaints process.

3. The timescales set out in which complaints must be dealt with, does not allow for any flexibility with regard to how complex a complaint is.

Recommendations: 
The Scrutiny Group proposes 2 recommendations for improvement.

i. Introduce a classification system rather than a one size fits all approach. 

ii
All staff and contractors to be given enhanced customer care training     incorporating complaints handling.
1. Introduction

1.1 Finance & Audit Committee (F&AC) to note the review of stage 1 of the complaints process by the Scrutiny Group and approve the recommendations for improvement.
2. Background

2.1
Scrutiny Group was established to work on behalf of tenants to ensure that the organisation provides customer centred services of the highest standard and that customers are at the heart of the organisation.
2.2
The Scrutiny Group developed a work plan in partnership with the Chief Executive of Dale & Valley Homes (D&VH), Chair of the F&AC and 2 Wear Valley Customer Panel (WVCP) representatives. The group took into consideration the internal audit plan to ensure there was no duplication of work, business plan priorities and the recommendations of the WVCP. The work plan consists of
· Stage 1 Complaints

· Repairs

· Contracts

· Voids

· Anti social behaviour

· Environmental works

· Customer Involvement

2.3
D&VH had scheduled a review of the complaints process in line with the Review of Social Housing Regulation report. Therefore it was recommended that the first Scrutiny Group review would focus on stage 1 of the complaints process.
3. Analysis/Findings
3.1
The Scrutiny Group analysed complaints performance information for April 2010 to April 2011, which can be found at Annex 1. The review did not include a detailed analysis of individual complaints or complainants the group concentrated on the reasons for complaints. Two members of the group job shadowed a front line member of staff who is responsible for inputting complaints. The results can be found at Annex 2. They also interviewed the Director of Neighbourhoods who is responsible for the complaints process. The questions were developed around the issues of complaints received and the results of this can be found at Annex 3. 
3.2
Through the research the Scrutiny Group found:
	Positive
	Negative

	· The IT system introduced in April 2011 was straight forward and easy to use.
· Staff members were very knowledgeable.
	· Not all staff had been trained on complaints (The Scrutiny Group did note that the Director of Neighbourhoods had recognised this).
· Poor communication standards throughout stage 1 of the complaints process and no consistency.
· All complaints are dealt with in the same timescale which does not allow for compromise on more complex complaints. This can result in poor customer satisfaction or the 10 day target not being met.


3.3 Due to the negatives found in the process it is recommended that following improvements are embedded. 
· Staff and contractors to be given enhanced customer care training and have regular refresher training which incorporates complaint handling. 

· The Scrutiny Group propose three different classifications of the complaints system in accordance with the complexity of the complaint. The concept for each classification can be seen as:
Low: A non complex complaint which can be dealt with quickly. The customer receives a phone call when the complaint is received. Once the complaint has been resolved the customer receives a second phone call to explain the outcome. 

Moderate: A complaint which is more complex but can be dealt with in a reasonable amount of time. The customer receives a home visit when the complaint has been received to gather all details. Once the complaint has been logged the customer should receive a weekly telephone call to keep them updated with the progress of their complaint. When the complaint has been resolved the officer should decide if a phone call to discuss the outcomes will be enough or if a home visit would be more appropriate.

High: A complaint which is very complex and will take a longer amount of time to resolve. The customer receives a home visit when the complaint is received. They should receive a phone call on a weekly basis to keep them informed and updated of the progress of the complaint and receive another home visit every 2 weeks.

Once the complaint has been resolved the customer should receive a final home visit to be advised of the outcome.
3.4 
For each classification if the customer is happy with the outcome a letter should be sent out to the customer for them to sign and return to evidence they agree and are happy with the outcome.

3.5 
 The Scrutiny Group understands further management work is required into what criteria warrants each classification and what time scales should be allocated. The Scrutiny Group does not want to be prescriptive into the exact detail; this allows managers to use the concept to fit with business needs. 
3.6
The Scrutiny Group have made two recommendations which management have responded to and projected timescales for completion identified. This can be seen in the table below:

	Recommendation
	Management Response
	Responsible Officer/Target Date

	3 classifications of the complaints system to be used in accordance with the complexity of the complaint.
	Further work will be carried out to consider the criteria. Our aim is to make the response more customer focused therefore customer profile information as well as the complexity of the complaint will be used in responding to and resolving the complaint
	Pat Wanless

December 2011

	All staff and contractors receive enhanced customer care training with regular refresher training which incorporates complaint handling.
	Dale & Valley Homes will be carrying out further training with staff to make sure that all staff are empowered to resolve issues as they arise – re-enforce  ‘Can do will do’ approach.

We are mindful that our partner Contractors and their sub contractors have their own training schemes – we can’t include all contractor staff in our staff training events, however, we will remind the contractors of the key elements we expect to see when their staff are delivering services to our customers e.g., courtesy, right first time approach and listening to the customer.
	Pat Wanless

March 2012


4.
General response 

4.1
The review covered only the first stage of the complaints process; there are currently three stages to the process. In recognition of the proposed regulatory requirements relating to complaints we have already started to review our process and intend to include customer representatives in the investigation process – our aim is to reduce the number of stages in the current process.
4.2
Over recent months performance in respect of complaints handling has improved both in terms of response times and customer satisfaction with the outcome and the process; this includes being kept informed during the investigation.

4.3
We do learn from complaints and use the knowledge to help with training for staff to avoid similar problems in the future. A recent example was in connection with a complaint about decent homes works – the complaint resulted in a review of the information given to customers and a change in the working practices of Dunelm. In addition we appointed an officer as a single point of contact with the customer- this arrangement stayed in place until the complaint was fully resolved.
5. Implications
5.1
There are no direct costs associated to this report or the findings. Budget provisions are already identified for customer care training.
5.2 
There are no direct Equality & Diversity implications to the report or the findings.
5.3
A risk implication is that research suggests no other organisation has tried this proposed complaints classification before. This will be an innovative idea for Dale & Valley Homes to pioneer.
5.4 Legal implications:

6. Conclusion
6.1  
The Scrutiny Group found 3 weaknesses in their investigation. 
· Not all staff had been trained on complaints. 

· A lack of communication between the customer and staff throughout the complaints process.

· The timescales set out in which complaints must be dealt with, does not allow for any flexibility with regard to how complex a complaint is.

7. Scrutiny Groups recommendations:

7.1  The Scrutiny Group proposes 2 recommendations for improvement.

1. Introduce a classification system rather than a one size fits all approach. 
2. All staff and contractors to be given enhanced customer care training incorporating complaints handling.
Recommendations

i. Finance & Audit Committee consider the recommendations for improvement made by the Scrutiny Group.
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