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	Executive Summary:
	ASP undertook a full review of the Alliance complaints service from a tenant and value for money perspective from February to July 2013.
ASP members will attend the meeting and do a short presentation of the full report which is available to members on the “glass cube” and welcome discussion and questions.

	Recommendation(s):
	Members are invited to:

a) Discuss the contents of the full report

b) Consider and agree recommendations (section 2 and 4 of this report). 
c) Address areas for improvement in the full report, drawing in these when implementing these recommendations

d) Treat scrutiny reports as an Internal Audit reports, inviting reporting on delivery of recommendations by exception, to the appropriate Board Sub-Committee.


1 Purpose of the report

Alliance Scrutiny Panel (ASP) was re-launched in February 2013. The new panel reviewed Complaints Management at Alliance Homes from February to July 2013, during which time we underwent training and agreed revised Terms of Reference, Role Descriptions, Code of Conduct and Confidentiality Agreements.

We noted the many strengths in the Alliance approach to complaints. ASP ask Members to read the full detailed report, which picks up the ASP approach to scrutiny, our view of the strengths and areas for improvement of complaints service from a unique customer service and value for money perspective.
This report is a summary report of the key recommendations.
2 Summary of key recommendations

The following are the key recommendations for agreement by the Customer Services Committee. Our detailed reasoning for these is discussed in the full report:
a) Reduce the stages in the complaint procedure to 2. This is simpler for tenants. We suggest a Manager of the service at Stage one to ensure ownership, but we also recommend that a manager for that directorate reviews the responses to ensure the complaint has been comprehensively and politely answered and records lessons learnt as a departmental champion at stage one. (see section 4 of full report)

b) ASP suggest moving from 10-15 days to handle the complaint at Stage One, to all for a more comprehensive investigation and for closure at Stage one.

c) Refresh the internal Complaint Review Panel. (See detail in Section 4 of full report) to offer the complainant a choice on the majority membership of the Panel, but not the individuals who would participate. ASP consider it important to always have a Board member at the Panel, but complainants could be given the choice of having independent tenants in the majority.
d) Recruit openly, train and provide guidance and for all new tenant members of the new Complaint Review Panel, taking the total of available independent tenants to six.
e) The Panel would like to work with Alliance and the Review Crew on the definition of service failure/informal complaints and how these will be identified, recorded and handled. This includes a new recording of pre complaints as “Concerns”. Treat “concerns” reported as if they were as important as complaints, record them separately and learn from them in the same way as lessons learnt from complaints.

f) Set up an offer to tenants allowing a tenant the opportunity to have a trained tenant buddy (like an advocate) to help them through Stage One. These tenants can support the complainants to understand the process and support Alliance to resolve the complaint ahead of or at Stage One 

g) Review the Feedback Policy, leaflets and website content in line with the recommendations and the areas for improvement in this report, with ASP and the Review Crew, taking into consideration the research and better practices of some HAs which we have outlined in Section 6 of the full report

h) Always apologise to tenants for the way they are feeling when they feel they must make a complaint or report a concern

i) Set up a system to record and share information on complaints and concerns, in line with regulatory requirements to enable lessons to be learnt and reported to tenants annually (see section 4 of full report)

j) Promote complaints as “welcomed” and encourage feedback to staff and tenants on results from complaints, at a senior level at Alliance, in Insight and on the website.

k) Ensure lessons learnt are discussed in team meetings as a standard agenda item and ensure cross learning with other teams, if relevant

l) Always reply in writing to any telephone call made to rectify the complaint.

m) Allow the same time for tenants (15 working days) to consider taking the complaint to Stage 2. Allow 20 working days on both sides to organise and hear a stage 2 complaint. Always offer this in the complaint response.

n) Confirm receipt of a complaint or concern and what Alliance will do about this within 24 hours (currently 5 days)

o) Set targets for current low quartile performance improvement on quality and lessons learnt/ applied/recorded, as well as timescales met, so that improvements can be measured

p) Publish comparisons with other landlords on complaints performance in Insight and on the website and share these with Customer Services Committee from the Housemark Benchmarking Club.

q) Ensure the concerns, complaints and lessons learnt are reported 6 monthly to Think Aloud Groups 

r) Increase the feedback on complaints management by improving the feedback form. Involve ASP Members with the Review Crew in the design of a new Complaints Feedback Questionnaire. Incentivise feedback. Make it easy to capture lessons learnt from complaints. Remind tenants by text to feedback on services. 

s) Provide training on the new complaints process/policy for all staff, so all staff can advise a tenant on what will happen next, ensuring this is customer care based, and not only based on the workings of the planned new customer relationship computer system.

t) Deliver Customer Care training  to all staff based on techniques for calming irate customers for staff who might pick up the phone or manage a reception

u) When the new CRM is introduced, ensure contact centre staff can review details of complaints and concerns and give advice to tenants on progress 
v) Review all the other areas for improvement in the full report and address the issues raised
AND
· ASP would like to work with staff to summarise our report in “Insight” and to display our full report on the website, to attract more tenants to support our scrutiny work.
· ASP would like managers to share our report to staff in team meetings, to raise our profile.
· ASP will work with senior staff to agree a delivery timetable and action plan for the recommendations agreed.
3 Discussion on the key recommendations
ASP will attend and present information in more detail on the following ideas:
a) Recording concerns expressed by tenants and clarity of complaints v concerns and acting on lessons learnt
b) The need for staff training on complaints and dealing with difficult customers
c) The reduction of the number of stages to two and more time to resolve complaints at stage one 
d) The revised Complaint Review Panel
e) Lessons learnt from reviewing the complaints processes of other landlords
4 Moving Forward
ASP would like to thank all the Board, staff and tenants at Alliance Homes for their support though this service review and look forward to working with you again soon.
Paul Whitehouse, Pam Davies, Maddie Dunne, Linda Willcox, from Alliance Scrutiny Panel
Yvonne Davies, Mentor, on behalf of ASP 
Tel: 07867974659 
E-Mail: Yvonne@tenantadvisor.net 
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