CHESHIRE WEST AND CHESTER COUNCIL: 
Ellesmere Port Housing Stock Panel
21 December 2011
REPORT TITLE:
Customer Service Inspectors (CSI’s) Complaints Review 
___________________________________________________________________

1.0 Introduction / What is the report about?

This report presents Members with an overview of the work of the Customer Service Inspectors (CSI’s), in advance of their presentation at the meeting. 

2.0 What decision is required by members?

No decision.  Members are asked to note the contents of the report.
3.0 Background 

3.1
The Resident Involvement update report (separately enclosed with papers) provides members with background to the new co-regulatory approach and the development of tenant scrutiny which aims to give tenants and leaseholders greater influence in holding their landlord to account.
3.2
In order to meet the new co-regulatory requirements, Cheshire West and Chester Council has set up a scrutiny group of Customer Service Inspectors (CSI’s).  The group was initially formed in April 2011 and comprises of 8 tenants and 1 leaseholder.  Recently, an additional 4 new residents have joined the team.

3.3
The CSI’s have undergone a full training and development programme and have signed a Code of Conduct and Confidentiality statement.

3.4
The CSI’s have completed two full inspections of the Voids and Complaints services and are currently working on a review of the Garage Service.  Following each inspection, a report of their findings and recommendations is written up and presented to the management team to turn it into an action plan to deliver improvements to the service against agreed timescales.

4.
Summary of key items

CSI members will be delivering a presentation to Members of their Complaints review at the meeting, with a summary of their key findings and the improvement actions agreed.

4.0 Customer / Stakeholder Involvement

All CSI activities fully involve tenants and leaseholders in service development and scrutiny of performance.  
5.0 Any Financial implications?

Adequate budgetary provision will be made to support and promote the work of the CSI’s.
6.0 Any Equality & Diversity implications?
All CSI / resident involvement activities aim to meet the Council’s Equality and Diversity requirements by considering: time and locations of meetings, access to venues, reimbursement of out-of-pocket expenses (e.g.: travelling and childcare costs), involvement of under-represented groups.  
For further information contact Richard Birchett, 0151 356 6624, or e-mail on richard.birchett@cheshirewestandchester.gov.uk 
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