AGENDA ITEM 5 APPENDIX 2


Complaints and Customer Feedback Action Plan
	Recommendations from Scrutiny Assembly
	Key Action(s)
	Who Responsible
	Timescale
	Progress

	Management of the complaints system

· BCH to sign up to Housemark Complaints Charter, demonstrating to customers that all complaints are welcomed, taken seriously, resolved and learned from.
· Review staff guides, policies and procedures. Develop master document for staff. Develop a process map to demonstrate flow for improved understanding for users.

· Review Orchard system and investigate the ability to link complaints and to log all initial enquiries at the first point of contact. Continue to expand Orchard to capture all contact and feedback including complaints, compliments and comments, individual actions such as emails, phone calls etc relating to all enquiries from customers.

· Completion of evaluation forms and a system of monitoring outcomes. Feedback reporting process across services to implement actions.

· Improve communication with customers and across services. Develop communication strategy. 
	Investigate costs, process and benefits. Identify other organisations that have this charter, gather feedback. Discuss information with SMT. 

Make recommendation to Access & Customer Care Group.

Review current process and identify ways to improve. Incorporating any other actions within this action plan e.g. staff training. Produce an agreed process, liaise with service managers and other key members
Implement changes

Work with IT team to investigate the use of CRM and agree any timescales. 

Incorporate any actions for the development of the contact centre.

Identification of training needs
Review current evaluation forms identify issues. 

Review how lessons learned can be recorded and performance data captured within the system.

Incorporate in to management and  team meetings

Review internal and external communication strategy.

Raise staff awareness of process.

Link across services and embed within practice.

Report to Acc & CC group
	Sara 

Acc & CC Group

Sara/IT 
Service Managers

Sara/Sharon P

Service Managers

IT
Sara

Sara/ IT
SMT/Service 
Managers

Maggie/Denise/Sara
Sara/Service Managers

Sara
	May 2013

September 2013 (this may move following other actions within the plan)

March 2014

September 2013

June 2013


	

	Performance Monitoring

· Review current performance monitoring and reporting process. Enhance Orchard system to enable performance data to be produced. Develop process for discussing performance across teams. Develop learning from analysis of performance.
	Agree performance reporting requirements for service managers. 

Develop reporting process

Include performance reporting within communication process
Identify training needs of SIP’s members so they can understand and challenge service performance

Agree higher level reporting with Access and Customer Care Group 


	Sara/IT/Service Managers

Sara/CI Team
Sara


	September 2013


	

	Front Line Services

· All staff to be trained to use the system correctly. Enable staff to respond to customer complaints and provide good customer care.

·  Review all avenues for the collection of customer feedback is filtered in to the system, inclusive of Cllr enquiries. Review the current ability for customers to “fast tracking” complaints via the councillor. 
· Review customer feedback process ensuring that all feedback is captured at first point of contact and recorded within the system.

· Review reception facilities at Coastal House to enable staff to respond to customer enquiries appropriately. 
· Review current provision of IT within the reception area. Enhance privacy for customers when using these facilities. Ensure provision is accessible for customers with mobility issues
· Review current complaints process to enable clear understanding and communication to both staff and customers. Communicate with customers appropriately. Ensure customers are provided with reference numbers for stage 1 complaints. Provide all customers with the opportunity to complete satisfaction surveys allowing them to escalate complaints via these surveys if they wish to do so.  Improve recording, reporting and monitoring of stage 1 complaints
· Review current administration process for customer feedback across all teams. Ensure all teams manage complaints appropriately
· Develop reporting processes across BCH, using the appropriate strategic leads/groups to deliver and monitor progress. Identify system improvements to ensure management and reporting of customer feedback are in place.
· Review current service provision of the free phone number and resources to deliver customer services. Communicate with customers different methods of communicating with BCH. 
· Investigate the use of technology to enable staff to deliver services effectively when off site i.e. how staff can log repairs
· An out of hours and out of office procedure and policy should be developed for capturing all feedback.
	Refresh staff training on customer feedback. Embed customer care across all services
Identify all sources of collection for customer feedback. Assess process of recording and responding. Make recommendations for recording within Orchard.

Continue awareness raising with Cllr’s regarding complaints raised outside of the customer feedback process.
Develop Orchard to enable recording of all customer feedback.
Develop performance reporting process.

Customer care training

Health & Safety Training- de-escalation

Review current risk assessment for reception 

Identify availability of current IT facilities for all customers. 
Investigate ability to install 2nd free phone

Identify costs and make recommendations to Acc & CC group

Review current communication strategy, agree how BCH are to communicate with customers and internally.

Review policy, leaflets, user friendly, wording, understanding

Incorporate into Orchard developments and staff training 

Record and report on stage 1complaints 
Identify current processes in teams. Discuss issues with managers, identify solutions and make recommendations to Acc & CC group

Review communication strategy; identify links to delivery plan, relevant strategies and team plans.

Review developed  performance data within SMT and cascade actions to Acc & CC group 

Deliver action plan and report back to Acc & CC group on a bi-monthly basis and cascade appropriately. 

Standing agenda item on all team meetings. 
Develop single point of contact for customers using the hot line to deliver this service.

Review IT provision and needs to develop this service. Review current performance processes does this provide adequate information or require development
Identify staff training
Communicate with customers appropriately and within agreed timescales

Review impact of the office closures has this increased number of enquiries 

Develop lone working capabilities of housing services. 

Identify how the different IT packages can be linked to Orchard and enable effective working for all staff.

Incorporate developments across BCH to ensure a joined up approach in developing this provision- e.g. welfare reform action plan

Identify any funding issues/resources  

Review current out of hour’s provision from Vitaline.

Agree a process for recording customer feedback.

	Sara

Service Managers

Sara/ IT

Sara/IT

Paul/ H&S

Sara/IT

Sara/IT 

Service Managers

IT/Service Managers
IT/Service Managers

Sharon P/IT

Maggie/IT

Denise


	On going 

September 2013

September 2013

March 2013

August 2013

September 2013 (this may move following other actions within the plan)

May 2013
May 2013

March 2014

March 2014

April 2014


	On going target, training previously completed following system update, new staff to be trained as required

Risk Assessment reviewed, actions being implemented.

Staff attended training

	Customer Satisfaction

· Review of the way the ALMO relationship is communicated to the customer should be made and a strategy developed to address this.
· Develop methods for collecting satisfaction surveys from customers, such as e-mail, and telephone. Develop links of satisfaction surveys to complaints analysis. 
· Review current appointments policy including compensation process, identify if this can be cascaded across other services
	Develop communication strategy for BCH which clarifies how it is different to the Council
Deliver clear communication to customers using current methods- Viewpoint, website etc. 
Develop CRM, enabling BCH to have more up to date information on customers.

Investigate how this system can be used to improve services, how the information can be utilised to direct service development in conjunction with other methods.
Analysis Star Survey 

Develop smart methods of data collection.

Link data collection across services to enable analysis and service improvements
Review policy, identify if this can be adopted across services. Identify issues, costs and service implications. Carry out any relevant benchmark. Discuss with SIP, make recommendations to Acc & CC group 
	Maggie/Denise/Sara

IT/Sharon P/Service Managers

Ian F
	June 2013

March 2014

October 2013
	

	Tenant Involvement
· Review management and operation of the complaints panel. Identify requirements of the panel following any changes in the current customer feedback procedure. 

Consider whether membership of the complaints panel should be anonymous and protected in the same way as mystery shoppers. Review risks associated with panel membership being public information as part of the customer feedback process
	Review role of the panel, identify areas for improvement. Identify any training requirements of panel members. 

Consult with panel members. Assess risk to tenants- make recommendations to group

Complete a risk assessment on panel members identify as part of the current process. Put controls in place to minimise risks.
	Sara

Sara
	June 2013

June 2013
	

	Customer Information, Documents  and Policies –

Customer Charter

· Review the customer charter to expand the offer for feedback (and complaints) beyond the minimum and what is expected and ensure it matches and links with the procedure designed to meet it.
Customer Feedback Procedure

· Rewrite the staff procedure taking on board the changes and recommendations to the process.  Develop a master document to which all other documents in the suite are linked and schedule for regular review.
Customer Feedback and Complaints Leaflet

· BCH to work with customers to rewrite the leaflet in a more simple, clear and customer friendly way. Ensure communication regarding complaints is clear, encouraging customer to provide feedback in order to deliver service improvements. 

Habitual and Vexatious Complaint Policy

· Review the staff procedure inclusive of any changes and recommendations to the process. Link  to the master feedback procedure. Ensure that the procedure is scheduled for a regular review.
Compensation Payments BCH information Series

· Work with customers to rewrite the leaflet in a more simple, clear and customer friendly way. Linking it with all other leaflets in the series and scheduling a regular review of it.
Website

· Review  website and the way information is communicated to customers. The layout and design of the website should be overhauled in line with other organisations. The content should be reviewed to be clearer and use plain English and more customer friendly language, with the use of pictures, diagrams and charts increased
	Work with scrutiny group and identify solutions
Carry out benchmarking across other providers. Make recommendations
Feedback to appropriate individuals and Acc & CC group

As above

Recommendations to be included in communications strategy, to include internal recording methods.
Identify document control process

As above
Identify and agree BCH website development.

Review current information from customers such as star survey, customer information on orchard, other survey results 

Identify what council is doing re website, link to communication strategy.

Ensure all leaflet are linked to others in the series and is scheduled for regular review.
As above.

Develop a clear procedure and staff guidance, definitions.

Communicate to staff.

Develop a process for managing these complaints and recording information on the system which can be accessed by all departments.
As above
Develop a clear procedure and staff guidance, definitions.

Communicate to staff.

Develop a process for managing these complaints and recording information on the system which can be accessed by all departments.

As above

Identify and agree BCH website development.

Review current information from customers such as star survey, customer information on orchard, other survey results 

Identify what council is doing re website, link to communication strategy.

Ensure all leaflet are linked to others in the series and is scheduled for regular review
Identify costs and budget 
	Sara/CI Team

Scrutiny Panel

Sara/IT

Scrutiny Panel

Sara/CI Team

Scrutiny Panel

Sara/CI Team

Scrutiny Panel

Ian F

Scrutiny Panel

Sara/CI Team/IT

Scrutiny Panel
	October 2013

October 2013

October 2013

October 2013

October 2013

March 2014


	

	Training

· Develop staff training in general customer service and dealing with feedback and complaints. Identify additional training requirements for staff teams that are more customer facing and deliver training that meets their needs. Identify how other organisations have embedded a “customer” culture and what good practice they can offer.
	Liaises with managers and HR, identify needs of service teams.

Develop a process of identifying refresher training.

Link performance data to teams to assist in service development including training requirements.

Standing item in team meetings and IPA’s

Carry out benchmarking across other providers, identify organisations that have made cultural changes and how these have been implemented.
	Service Managers/HR
	March 2014
	In process of identifying staff training requirements as part of the IPA process. 

Ongoing action through out the year.


