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Purpose: Finance & Audit Committee (F&AC) to approve the recommendations for improvement made by the Scrutiny Group.
Findings: 
Through the research the Scrutiny Group found:
	Positive
	Negative

	· Telephone access is very good; calls are answered in good time.

· Workmen do a good job and provide a good service.
	· Dale & Valley Homes direct line number is not advertised for customers with a contracted phone.

· In a number of cases when a repair has been reported by a customer it has not been logged onto the system resulting in the repair not being carried out and the customer having to re-report it.

· Customers are not being informed when changes are made to the repairs appointment time resulting in some customers waiting in unnecessarily.  

· New tenants customer profile information is not always available on the system for staff to see when logging a repair.


Implications
· There are no direct costs associated to this report however there may be financial costs incurred to implement the recommendations. Management should investigate this. 

· There are no direct Equality & Diversity implications to the report however recommendation 4 will help with Equality and Diversity information sharing.
· There is no risk implication to the report or the findings.

· There are no legal implications to the report however; data protection act 1998 must be adhered to when implementing recommendations 3 and 4.
Conclusion
The Scrutiny Group found 


Positives

· Telephone access is good and calls are answered in good time.

· Workmen do a good job and are providing a good service.

Negatives

· Dale & Valley Homes direct line number is not advertised for customers with a contracted phone.
· In a number of cases when a repair has been reported by a customer it has not been logged onto the system resulting in the repair not being carried out and the customer having to re-report it.

· Customers are not being informed when changes are made to the repairs appointment time resulting in some customers waiting in unnecessarily.

· New tenants customer profile information is not always available on the system for staff to see when logging a repair.

Recommendations:

The Scrutiny Group proposes 5 recommendations for improvement.

· Advertise the direct line number to customers.

· A reference number and appointment to be given to the customer whilst on the telephone logging the repair. The reference number is to be associated with the repair logged.

· Embed staff empowerment to use the systems and information available to them to determine the best appointment for both parties based on individual needs of the customer (E.g. Customer Profile information indicates vulnerability therefore depending on the type of repair the timeframe may be reduced)

· Establish a timeframe for profile information for new tenants to be input onto the IT systems.

· Managers need to ensure all repairs are logged at the time of reporting and from then on a communication protocol should be followed which ensures customer are informed of any changes.
1. Introduction

1.1 Finance & Audit Committee (F&AC) to note the review undertaken on the reporting and logging of repairs process by the Scrutiny Group. F&AC to approve the recommendations for improvement.
2. Background

2.1 As part of the Scrutiny Groups 12 month work plan which was developed in May 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, it was decided their second investigation would be the reporting and logging of repairs.
2.2 The Scrutiny Group decided to use customer journey mapping as the process for their review. Customer journey mapping is the process of tracking and describing experiences that customers have when they use a service, taking into account not only what happens to them, but also their responses to their experiences. It can reveal opportunities for improvement in that experience, acting as a strategic tool to ensure every interaction with the customer is as positive as it can be. 
3. Analysis/Findings
3.1 The Scrutiny Group analysed performance information around

· Vision Management Survey (VMS) satisfaction for May 2011.

· VMS satisfaction for August 2011.

· Number and nature of complaints around repairs for August and September 2011. 

· Informal comments made around repairs.

3.2 The Scrutiny Group also carried out further investigations which included:
· Job shadowing a front line member of staff responsible for logging repairs. (The results can be found in Annex 1)
· Visited the Gentoo officers in Crook. The results can be found in (Annex 2)
· Held a focus group with customers who had recently had a repair carried out. The results can be found in (Annex 3).
3.3
All research was put into a customer journey map template to identify where the service is performing well and where improvements could be made. (This can be found in Annex 4)
	Positive
	Negative

	· Telephone access is very good, calls are answered in good time.

· Workmen do a good job and provide a good service.
	· Dale & Valley Homes direct line number is not advertised for customers with a contracted phone.

· In a number of cases when a repair has been reported by a customer it has not been logged onto the system resulting in the repair not being carried out and the customer having to re-report it.

· Customers are not being informed when changes are made to the repairs appointment time resulting in some customers waiting in unnecessarily. 

· New tenants customer profile information is not always available on the system for staff to see when logging a repair.


3.4 Following this it is recommended that following improvements are embedded. 
· Advertise the direct line number to customers.
· A reference number and appointment to be given to the customer whilst on the telephone logging the repair. The reference number is to be associated with the repair logged.

· Embed staff empowerment to use the systems and information available to them to determine the best appointment for both parties based on individual needs of the customer. (E.g. Customer Profile information indicates vulnerability therefore depending on the type of repair the timeframe may be reduced)
· Establish a timeframe for profile information for new tenants to be input onto the IT systems.

· Managers need to ensure all repairs are logged at the time of reporting and from then on a communication protocol should be followed which ensures customer are informed of any changes.
3.5
Executive Management Team (EMT) have responded to the proposed recommendations and projected timescales for completion.
	Recommendation
	Management Response
	Responsible Officer/Target Date

	Advertise the direct line number to customers.
	
	

	A reference number and appointment to be given to the customer whilst on the telephone logging the repair. The reference number is to be associated with the repair logged.
	
	

	Embed staff empowerment to use the systems and information available to them to determine the best appointment for both parties based on individual needs of the customer (E.g. Customer Profile information indicates vulnerability therefore depending on the type of repair the timeframe may be reduced)
	
	

	Establish a timeframe for customer profile information for new tenants to be input onto the IT systems.
	
	

	Managers need to ensure all repairs are logged at the time of reporting and from then on a communication protocol should be followed which ensures customer are informed of any changes.

	
	


4. Implications
4.1
There are no direct costs associated to this report however there may be financial costs incurred to implement the recommendations. Management should investigate this. 
4.2 
There are no direct Equality & Diversity implications to the report however recommendation 4 will help with Equality and Diversity information sharing.
4.3
There is no risk implication to the report or the findings.
4.4 
There are no legal implications directly related to this report however, data protection act 1998 must be adhered to when implementing recommendations 3 and 4.
5. Conclusion
5.1 The Scrutiny Group found 


Positives

· Telephone access is good and calls are answered in good time.

· Workmen do a good job and are providing a good service.

Negatives
· Dale & Valley Homes direct line number is not advertised for customers with a contracted phone.

· In a number of cases when a repair has been reported by a customer it has not been logged onto the system resulting in the repair not being carried out and the customer having to re-report it.

· Customers are not being informed when changes are made to the repairs appointment time resulting in customers waiting in unnecessarily. 
· New tenants customer profile information is not always available on the system for staff to see when logging a repair.
5.2 
The Scrutiny Group proposes 5 recommendations for improvement.

· Advertise the direct line number to customers.
· A reference number and appointment to be given to the customer whilst on the telephone logging the repair. The reference number is to be associated with the repair logged.

· Embed staff empowerment to use the systems and information available to them to determine the best appointment for both parties based on individual needs of the customer (E.g. Customer Profile information indicates vulnerability therefore depending on the type of repair the timeframe may be reduced).
· Establish a timeframe for profile information for new tenants to be input onto the IT systems.
· Managers need to ensure all repairs are logged at the time of reporting and from then on a communication protocol should be followed which ensures customer are informed of any changes.
Recommendations

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