Appendix A


Erimus Housing Scrutiny Panel
Report and Recommendations on the Complaints Service

Draft report for Performance Committee
 4th February 2013

1 Introduction 

a. Who we are

We are nine volunteer residents with a view on the services provided by Erimus Housing Association (EH).
In May 2012, we formed a group to scrutinise EH performance.  Since that time, we have been training and working on our first service scrutiny by giving up 2-4 days a month.  This is our first report to the Committee.
b. Why we are involved in scrutiny

We want to be a voice for EH residents in comprehensively reviewing individual services at EH, making recommendations for service improvements which will deliver value for tenants and for EH.
The Regulator (now the Homes and Communities Agency) produced a new framework for regulating registered providers which became active in April 2012.  This framework enforces the part played by tenant groups in reviewing the policies, performance and local offers, making suggestions for improvement and monitoring the delivery of promises.  It supports the setting up of scrutiny panels and the role we will play with support from EH.
We aim to deliver a balanced view by scrutinising approx. 3-4 services a year.
c. Why we chose the complaints service

This is our first review and so we voted on an area of interest, which is self- contained and something which affects all tenants.  
We have heard tenant complaints about reported service failures, so we felt it the area was something we have some prior knowledge of.  We want to ensure we get the service we paid for in our rents and charges and be clear what to do when the service is not delivered.

2
What we looked at

Prior to starting the review, we received a presentation from the Business Improvement Manager.  This helped us to scope our work and frame the service review.

We reviewed a comprehensive list of documents and performance indicators used by TV.  The following documents were reviewed:

· Leaflet on how to make a complaint

· Complaints Policy

· Compensation policy
· Quarterly performance report and annual report
· Benchmarking report and data on complaints management
· Job descriptions

· Information from other organisations

· Website review 
· Good practice review from other organisations 

A staff suggestion box was placed in the 8 Fabrick office locations to enable staff to put forward ideas for improving the service
We asked other tenants about their experience.  
We met with the Mystery Shoppers and engaged with them, asking for their help to call recent complainants and ask them about their experience.
· From the 45 tenants who had used the complaints service, the Mystery Shoppers achieved contact with 18, and they followed a script to ask the tenants what they felt about the complaints procedure 

We spoke to staff in interviews and focus groups:
· EBS planned maintenance and repairs 
· Call centre and reception
· Training

· Housing staff

· Operatives

· Risk and Insurance staff

· Governance and business support
We visited and observed the work of those dealing with complaints in the call centre and in Erimus Building Services (EBS).  This visit to EBS was considerably delayed which impacted on the lateness of our final report and the patience of the Panel.  
We needed to review repairs complaints as the majority of complaints which Erimus receives are about this service.  The information at EBS is recorded on a separate system and could not be accessed from elsewhere.
We presented our initial findings to Performance and Business Support Managers on 18th December 2012
3.
Key recommendations
We thank the EH Board, senior team and staff for the strengths and their commitment to the management of complaints.  
We have listed a number of requests for improvement in each section of the report.

We have listed here some of our key recommendations.

a) Set up a designated complaints panel when changes to complaints occur in April 2013.
b) Record toolbox talks on complaints, so those who cannot attend still hear the messages and service failures and how they will be managed.
c) Support the call centre and all staff to distinguish and explain to tenants the difference between complaints and failures.
d) Set timescales for dealing with complaints, the Panel would like to challenge staff to deal with complaints in 7 days.
e) Benchmark complaints and publish the results for tenants to see.
f) Produce a comprehensive complaints leaflet and procedure, in plain language for tenants which considers the content of favoured complaints procedures of other landlords detailed in this report.
g) Deliver a comprehensive training programme on customer care and how to deal with complaints for staff and managers.
h) Include complaints updates at each team meeting and toolbox talks as a standard agenda item and identify any additional training from this.
i) Ensure managers complete and update the complaints database so tenants get up to date information on their problems from the call centre.
j) Close complaints in writing with reasons and actions and advise of the next stages which tenants can consider if they wish to escalate their complaint.
k) Redesign the complaints satisfaction survey with tenants and consider using the mystery shoppers to follow up in complaints when they are closed as they have had more success contacting tenants than the call centre.
l) Publish learning from mistakes in the newsletter for tenants and the annual report.
m) Review the content of the website on complaints and share performance data on this.
n) Review the systems and priority given to complaints at EBS.
o) Review the area of administration complaints at EBS.  
4.
Changes to complaints under the Localism Act 2012
Changes to complaints are coming in April 2013 for all landlords through the Localism Act 2012.  The changes include the creation of a new role for designated persons (defined as any MP in the UK; any Councillor in the local Council or an Independent Tenant Complaints Panel).

All housing complaints will go to the Housing Ombudsman Service (HoS) on issues of landlord performance, but tenants will have to wait for eight weeks to ask the HoS to intervene, unless referred by designated person(s).
Under co-regulation, EH is obliged to work with tenants who may wish to set up an Independent Tenants Complaints Panel, provided they meet specific recognition criteria, set locally.
EH Scrutiny Panel would like to see Fabrick Group form a designated panel to consider complaints from both Tees Valley Housing and EH.

5
What we found during our scrutiny
5.1
Management and systems in complaints - Strengths

a) MPs and Councillors are kept informed of individual complaints that they have passed on to EH.
b) All staff were involved in Project Weave to look at all steps on every process, reducing duplication.
c) EH has achieved Customer Excellence and asks every staff member what prevents them from doing the job.
d) There are policies and procedures on complaints and, where there are changes in policy, a sheet on the cover of a new policy forces managers to identify training needs.
e) There is a Compensation Procedure, which paid customers £610.00 in 2011.  The policy allows also for goodwill gestures to be offered.
f) EH have been able to log all contact calls with tenants since 2007.
g) Complaints are invited in a variety of way, for example in person, by telephone, in the office, by letter/email/weblink or through a third party such as a friend or Councillor.
h) If a tenants makes vexatious complaints, or need support due to mental health problems to make a complaint, specialist agencies are brought in to support the complainant.
i) Norcare has just joined the Group and will be able to give advice on customer service to managers dealing with vulnerable people.
j) Performance data on complaints is collated and sent to managers quarterly, which shows 62.05% increase in complaints.
k) Post complaints satisfaction surveys are completed.  They were formerly completed by an outside agency, but now the call centre is doing this which has saved EH money and given them more control of changes to questions asked.
l) Value and failure demand calls are accessible by managers monthly.
m) The time to deal with complaints has reduced from 37 – 21 days.
n) Training staff are in contact with other IIP gold accredited companies to learn from them.
o) Improving customer experience (ICE) training allows a group of staff at different levels to meet and pick up issues which are barriers to their work.
p) From the phone calls, the Mystery Shoppers said that tenants were happy with the complaints procedure and that it was easy to follow.
q) There has been no bespoke customer care or complaints training for tenants (the Panel want this put into area for improvement).
r) A local offer includes how complaints will be dealt with and was sent to tenants in 2010, but there is no separate or comprehensive complaints leaflet with guidance for tenants (area for improvement).
5.2
Management and systems in complaints – areas for improvement 

a) There is too much emphasis on first point contact, to resolve multiple issues without adequate and appropriate training.  The call centre does not have specialist knowledge and staff do not always have enough knowledge to answer enquiries.  Training (covered later) has been given but there was an emphasis on IT systems usage and not the customer care training which tenants feel is most needed.  Many of the tenants called by mystery shoppers felt that the length of time for complaints being dealt with was an issue as many have on-going issues which they felt were not resolved.  It is probable that many of these are tenants awaiting a response to a complaint, but are being dealt with as a service failure with a different response offered.
b) The call centre staff found it hard to differentiate between failure and a complaint.  There is a grey area in the definition of a complaint or a failure; this is not explained to tenants, who feel they have made a complaint.  Staff need to be clear with tenants of their actions on whether they are dealing with a complaint or a service failure.
c) Call centre staff can move from a complaint from one area to another, i.e. from enquiry to complaint.  They then send this to the manager who does not update the screen, so when tenants follow up with the call centre again, the call centre cannot see the progress the manager has made.
d) Fabrick wishes to achieve the IIP gold award.  EBS wishes to achieve ISO 9001.  Tenants feel there is a case to be made for training on complaints to help evidence and support success.  There is a lack of recording and evidence at EBS of discussions and toolbox talks on complaints, in team meetings.
e) Manager’s deal with a complaint is such a way that lessons are not learnt, so trends are not captured so training/retraining needs cannot be identified.
f) Managers were required to report centrally on lessons learnt until March 2012 and now the manager is required to update the IT system.  The Performance Team informed the panel that this remains a requirement and they send out reminders.  However, this requirement is not clear to managers, some of which reported that they no longer needed to report on these lessons learnt.  Data completed later will never be as accurate as that which a tenant would get if the systems were regularly updated.
g) Benchmarking by managers does not occur as EH is not able to benchmark with other organisations, and so EH has no timescales or targets for complaints to measure performance against.  The current Complaints Policy includes two stages and no timescale deadlines for repair responses.  It was introduced as a result of consultation with tenants a few years ago.  Many organisations are now moving to a two stage complaints system.  EH does not measure its performance against other organisations which the Panel would like to see.  The Panel would also like to see EH introduce a timescale for dealing with complaints at these stages, so they can also measure the managers response.
h) There is no benchmarking between teams of their success or satisfaction in dealing with complaints.
i) Common questions have been agreed by officers for all satisfaction surveys.  Tenants have not been involved in this.  Complaints surveys and all other survey questions should be designed with tenants.
j) Managers do not know who has been given gifts as compensation.
k) Complaints resolution is open ended, we would like to see set timescales for complaints.
l) Follow on trades no show are the most common reason for complaints.
m) There is no guidance on what is not covered by Fabrick Insurance in Complaints Policy and what is dealt with as a compensation claim on the organisation by a tenant.
n) The Complaints Policy does not suggest that EH should apologise to tenants, though we have been informed that staff during the complaints IT training were told to apologise to tenants in their response.
o) Tenants would like to see complaints dealt with by a manager and then a senior manager, even if this causes a minor delay.
p) The Complaints Policy does not require a letter to be sent to customers to close the complaint.  All complaints should be closed in writing.
q) EH compensates tenants who complain by voucher.  We recommend this should go into the rent account where tenants owe rent.
r) There has been no Customer Care training for the last four years.  Project Weave and the new IT complaints system have provided some training, but no comprehensive customer care training has been given to staff.
s) Learning from complaints – “You said we did” –has not been in newsletters recently.
t) Customer Care Strategy, “Delight”, needs to be reviewed.  It is three years old and we would like to see a bi-annual review.
u) The amount of compensation paid is at the discretion of managers.  These should be recorded and reported to all staff and the Compensation Policy should be made available to tenants through the website.
v) Tenant newsletters did not include lessons learnt from complaints.  (this area for improvement.
5.3
Monitoring the delivery of the complaints service - strengths

a) Business Support has a clear and concise understanding of operating matters, including collation of data and networking with other groups, to allow the identification of training and complaint issues.
5.4
Monitoring the delivery of the complaints service – areas for 
improvement

a) Large volumes of information and data are being gathered and processed, monitoring takes place by managers.  Managers used to feedback on actions taken after receiving a report from Business Support, but this is no longer a requirement.  This means there can be no trend analysis, history and or use of data for corrective actions.  
5.5 Customer Satisfaction - strengths 
a) Customers who were contacted by the Mystery Shoppers and were willing to answer questions said they were in the main happy with the way their complaint had been dealt with.
5.6
Customer Satisfaction – areas for improvement
a) Procedures should be put in place and clear instructions given to front line staff on dealing with complaints and service failure.  
b) The definition of a complaint should be agreed with tenants and staff and then communicated to all staff in new procedures and training.  Information given to tenants in a new leaflet which is re-written when the policy is changed.
c) Feedback around complaints is gathered while satisfaction surveys are carried out by phone from the contact centre.  Feedback regarding complaints should be complete once the complaint is completed; this would give an overall view of what the complainant feels and how they might like to see a complaint resolved in future.

d) Satisfaction surveys are attempted on every completed complaint, tenants are tried up to two times for information, but no paper based survey, or letter with prepaid envelope is then tried.

e) A question on why the complainant remains dissatisfied should be added to the questionnaire.  When a tenant scores a service from 1-10, they give a quantitative answer but more qualitative answers should be asked to determine what changes might improve services.
f) Each month the details of complaints which have been completed during the month are entered onto the satisfaction spreadsheet, but not all satisfaction surveys have been scored.  As all completed complaints are entered onto the spreadsheet feedback is gathered from every service area where a complaint has been made.  As well as the results to the satisfaction questions feedback comments are gathered and entered onto the spread sheet.  Managers could download this feedback monthly.

g) It is proposed that the feedback comments will be passed back quarterly to managers and Heads of Service.  However, if the CSA feels that the comments need addressing urgently they will refer the feedback immediately to the manager.  
h) On the completed satisfaction results spreadsheet it doesn’t indicate what manager has dealt with the complaint, or which department it has come from this could be made more clear in the future.
5.7
Front line service response – strengths
a) The call centre endeavour to resolve all enquiries, being the first port of call, and the key into the door to all Erimus services.

b) Dedicated time is made available every Wednesday Morning for one hour.  This is known as Gold Time.  It is a valuable asset for communication and learning
c) Systems are in place to record service failures which enable the system to be tracked (i.e.  First Touch/QL) 
d) The complaints process is a formal procedure

e) The call centre has been contacting tenants directly to review satisfaction with complaints for 6-8 months.  Officers report this has achieved an improved return rate of data.  
5.8
Front line service response – areas for improvement
a) There is no clear indication of what constitutes a complaint as opposed to a query or enquiry.  Staff receive conflicting information on how to deal with and process complaint v service failures

b) The system has been changed from logging every negative as a complaint to asking for a formal complaint in writing.  Some staff still think they need a complaint in writing.  There is some confusion which EH needs to address.
c) It is not clear how tenants are able to register a complaint.  Conflicting instructions are given regarding whether complaints can be accepted over the phone, at the reception or only as a written formal complaint.  
d) Managers are not updating the system therefore staff are unable to tell what progress has been made when tenants make enquiries relating to service failures
e) Staff sometimes do not know which manager to send a service failure/complaint to due to staff movement.  
f) Individual training and advanced management skills, are not being passed down, or deployed to relevant staff, and departments.   Low concern is given to all areas of complaints leading to an ethos of complacencies.   
g) No documented evidence of specific training for complaints, except IT training  

h) A reference number should be given to tenant at first point of call with repairs.  The call centre staff can only access the repairs IT systems with a reference number.
5.9
Staff training – Strengths
a) Quality of training is measured by staff feedback using appraisal forms.  Induction training includes elements of customer care / complaints.  Training literature received– Improving the customer experience (I.C.E.) – customer contact report - complaints and use of tenant feedback 

b) Training has been delivered on the operation of the computerised QL system.  
c) Staff we interviewed were co-operative, enthusiastic, and all were aware of their responsibility to tenants.
d) Staff felt there had better perception of complaints and customer care after Project Weave lean thinking 2 years ago.  
e) Toolbox talks are an efficient, cost effective way of delivering training and information to operatives who, by nature of their work, are not normally all together in one location.  (move to strengths)

5.10
Staff training – Areas for improvement
a) No training given for staff on dealing with complaints.  Training for complaints handling covers the use of the computer and IT system only.
b) The training budget for 2012-2013 is £160,000.  None of it has been spent on customer care or complaints training.
c) We have seen no evidence of any formal training material other than computer and IT systems.

d) There is no follow up evaluation training after courses are delivered.  Managers did not enjoy the process for evaluation of training, and felt it was too cumbersome.  This has been dropped, even though it was a feature of IIP Gold service which is an award the company are seeking to achieve.
e) When asked about training, all staff interviewed spoke about an emphasis on half day training on Q.L. (IT system).  No staff interviewed could recall any other training on complaints management.
f) Recollections of the training on the subject of complaints/customer care are approximately four years ago.
g) The identification of follow on trade work at the call centre is problematic.  Due to the lack of evidence and documentation we were unable to measure the impact this has on complaints.
h) Dealing with complaints is not specifically mentioned in the 2012/13 training plan and although customer care is listed in the report none of the staff interviewed could recall either being covered.  
i) The 2012/13 training plan “dealing with complaints” only identifies 100-to-130 employees in supported housing.  
j) Buddy training by other staff causes in how tenants are dealt with.  We recommend a formal mentoring system be adopted.
k) Due to no formal records being kept there is a lack of knowledge as to who attended training on complaints.
5.11
Tenant involvement in the complaints service – Strengths
a) Tenants had been involved in the current complaints policy.
5.12
Tenant involvement in the complaints service – Areas for Improvement
a) Tenants were not involved in the depth we have on policy review, including looking at the service implications in some detail and searching for good practice and performance from other organisations.
5.13
Website - Strengths
a) The EH website provides information on a complaints page and how to make complaint.
5.14
Website Erimus – areas for improvement
We reviewed the websites of other housing associations on complaints and found the following which we would like EH to consider:

· Riverside Homes – have a clear, easy to understand and a staged process with time scales from start to finish.  Financial redress and how to claim is clear.  In house information is given, if the complainant needs more help and information about making a complaint.

· Salix homes, have a clear website with tick option for complaint, comments or compliments, this helps identify the issues raised.  Their website also includes performance information.
· There is no contact number in the details given, it can be found at the end of page.
· You cannot identify that you are making a compliment, comment or complaint.
· There are no clear stages or promises on timescales.
· There is no contact if manager fails to deal with complaint; tenants are just signposted straight to the Housing Ombudsman.
5.15
General Staff Opinion - Strengths
Staff were encouraged to complete a single sheet questionnaire in confidence on the complaints system which were posted into a box in 8 locations.  Three questions were asked of staff:-

1) What is the best thing/s about Erimus Complaints, and use of Tenant Feedback Service?

2) What doesn’t work so well, about Erimus Complaints, and use of Tenants Feedback Service?

3) If you could, what would be the one thing you would change to improve the Complaints, and the use of Tenant Feedback for Erimus Customers?
21 completed forms were returned, below is a statement as to the main issues raised in the completed forms.  
Staff are aware of the complaints system, though in their feedback, they concentrated on reporting on weaknesses in the system.
5.16
General Staff Opinion – Areas for Improvement 
The following Information was provided by staff:

a) No information on complaints is given within teams and with individuals.

b) No feedback is presented to staff.

c) QL training is not given to all staff, though all staff are aware of complaints.
d) No time scale is in place for complaints.
e) Complaints are often logged as failures.

f) Staff requested more communication between teams and managers, on complaints and their content.

g) A bigger picture is required on tenant feedback, and more emphasis should be placed on recovering data.
h) Complaints are only dealt with on an ad hoc basis.

i) Staff are not encouraged to log complaints, they feel that this may reflect badly on them and their team.
5.17
Risks and Insurance – Strengths
a) Systems are in place to facilitate the logging and tracking of compensation/insurance claims.  
b) The policies and amounts for compensation are paid per room which is a fair system.
c) Claims under £2,500 are dealt with by EH which saves time going to the insurers.
d) Legal liability clearly set out in the risk and assurance policy on compensation, complaints and apologies.  
e) Claims for Injury and health are dealt with straight away.
f) Due to issues with water meters being fitted at the wrong location within the property, Erimus Housing now have an agreement with Northumbrian Water to assist with relocation and prevent this reoccurring.
g) Contractors will deal with compensation for own error.  EH ensure the contractor is insured.
h) Erimus will support tenants to make a claim for compensation or by insurance.
5.18
Risks and Insurance – Areas for Improvement

a) There is no report back from the contractor to EH when a compensation claim has been passed on to the contractor.
b) Tenants responsibilities need to be made clear by EH on what their  content insurance will cover and what EH may be responsible for in their compensation policy, with examples i.e.
In (b) above when there is water running from one flat to the flat below, it should be made clear if EH Buildings Insurance will cover this, or whether compensation should be offered.
c) There is no compensation budget and no central record of compensation paid.  Different compensation amounts may be paid by different managers
5.19
Repairs and Planned Works Complaints – Strengths

EBS was a challenging area for the Panel because of many factors, the primary one being that responsive Repairs receive a disproportionate number of complaints.  This is common throughout the Social Housing, as most contacts are based around repairs and maintenance issues.  This would always give a larger percentage across the board, and also to the fact that it is the area of activity that has the greatest number of individual contacts with tenants.
a) EBS is in the process of a major change to its operational activities, managers reported this will make for a more efficient approach, in handling its work load etc.

b) As the operators are on site, they can assess repairs and prioritise as the work arises.  
c) Complaints are dealt with on site by discussion in tool-box talks, and by the use of suggestion boxes on site.

d) In "tool box talks" operators can pass on compliments from tenants, as well as analyse complaints, as well as provide training and learning opportunities
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e) Recycling takes some  out of date parts to ensure customer service can be maintained

f) Tenants are given starting and completion dates regarding work that is to be completed in their homes.

g) Problems are sorted out on site immediately if possible, or they are handled by a letter or visit from officer.

h) Staff receive re-training if it is needed and training has been given in the last few months 
i) All complaints are logged from start to finish, and a designated officer in EBS sends them on to the relevant manager if and when needed.

j) Key performance indicators are given to the Board, along with satisfaction indicators, and low scores can be investigated.

k) Information on complaints is shared in one-to-one talks, or by using notice boards, or by being discussed at meetings.

l) There is a planned maintenance system but if repairs are needed prior to this they are done, for example roof repairs.

m) If major works are being undertaken, tenants are given start and finish dates.
5.20
Repairs and Complaints – Areas for Improvement
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a) Gas servicing/repairs was one area identified as a source of large numbers of complaints.  This area has been addressed by EBS and resources and training are now being put into place to remedy problems and reduce complaints.

b) Another common area of complaint is repairs administration.  This covers policy, admin, management, communication, investment.  Complaints are increasing here and further investigation should be made to ensure problems are identified and addressed.

c) The fast-track system is not fully utilised as EH has not purchased Opti-time, which would save on mileage and fuel costs, it would raise staff morale and reduce costs to tenants.  
d) There is no record of complaints kept as they arise on site, (they are dealt with as soon as possible), so there is no analysis and lessons learnt are not passed on.
e) There is a low priority and interest in complaint handling and poor communication, a lack of full documentation and a lack of understanding/confidence in the complaints IT systems and processes to produce complaints reports and data.

f) Procedures state that forms should be filled in before doing some work, but this is considered to be a waste of time, as for example a loose skirting board could be dealt with then and there on the spot.  
g) The feedback on complaints is not obligatory, and staff found extra form filling too time consuming.  
h) It is not clear who fills in survey sheets, who compiles them, who analyses results, how many and what criteria has to be met.  There is no feedback on this.

i) There is insufficient data for records on training on complaints, and re-training if there are changes in procedure.

j) Responsive repairs receive a high number of complaints.  This could be due to the fact that it is the area of activity that has the greatest number of individual contacts with tenants.  
k) Staff reported a lack of experienced inspectors to analyse common faults and a lack of multi-skilled tradesmen for follow-up work.
l) EBS receives complaints by telephone from Homechoice.  
m) 83% complaints are about Repairs and Maintenance.
n) Where there has been a failure of mechanical equipment and a repair is causing inconvenience to the tenant, the tenant can feel the timeframe to resolve this is unacceptable.
o) Managers in repairs do not get feedback on repair satisfaction surveys.
p) EBS does no prioritise follow-up repairs.
q) Tenants would like all trades to be multi-skilled going forward.
r) EH did not purchase Opti-time (£110,000), which has meant that money is being wasted on fuel (which has increased by 18%) and impacts on the morale of the workforce, as well wasted travel time on jobs.  Staff reported on time and money being wasted between destinations and the morale of workforce was low.
6.
Reviewing information from other organisations
We researched policy, leaflets and practice from other organisations.

Some of our ideas for improvement stem from what our customers have said and the following landlords who have found solutions to those problems.
The Panel looked at several leaflets from associations such as:
· Knowsley Housing Trust
· Southway Housing Trust

· Blackpool Coastal Housing

· Herefordshire Housing

· Warrington Housing Association

· Wirral Partnership Homes

All are easy to understand and are presented in a manner that tenants can follow; they have plenty of contact details.

Wirral Partnership Homes is a leaflet that has a step-by-step process, including the stages and a pull-out section that can be completed by the tenant.
Knowsley Housing Trust has a diagram in the complaints leaflet that shows the process and stages taken to resolve complaints - good idea.
EH and Tees Valley Housing complaints leaflets are basic by comparison.
7.
To conclude and what we would like to happen next
We acknowledge EH strengths and do not need to consider these further.  We thank you for them and the efforts you have made to improve this service.

We believe we have captured the actions we would like to see improve in the weaknesses.  We would like you to address in an action plan, all weaknesses, but in particular those which we have drawn out as key recommendations which we feel will have an impact on services and value for money.

Scrutiny would like officers to populate an action plan and to have another meeting with us in February 2013 to discuss the completed action plan, which we hope you will send us back, populated, in one month of receiving the final report.
We would like to thank the officers and residents for giving up their time to help us with this review.  We will make ourselves available to officers to clarify issues raised and we will support officers by commenting and helping you shape the new ways of working.
We look forward to moving on to improve the complaints service in partnership with EH.
We look forward to working with you on our next service review.
19

