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OUTLINE PROCESS MAP


Customer Involvement, Regulation and Improvement Lead








PROCESS:  Spotlight Review request from a Customer Review Group





UPDATED


September 2012





Responsibility:


CIRIL





Responsibility:


CIRIL & BM





Responsibility:


CIRIL





Responsibility:


CIRIL, BM & Director





Responsibility:


CIRIL





Responsibility:


Director





Area of interest formally identified by Customer Review Group and in discussion with The Chair of the Board and Director / Business Managers


Quarterly performance discussion at Customer Review Group


Area of service highlighted as requiring focus


Scope of review discussed 








Areas of interest to Customer Review Group/Neighbourhood Matters flagged via:


Discussions with Business Managers and Co-ordinators when they attend Customer Review Group and Neighbourhood Matters meetings


Quarterly performance discussion at Customer Review Group


Monthly summary of Customer Review Group sent to EBRM to raise issues of interest or concern








Reported to EBRM and Audit Committee 








CIRI Lead meets with Business Manager and Director to:


agree outline of review and scope


agree timescale of review and involvement of staff











CIRI Lead presents agreed scope of review to EBRM


 EBRM discuss scope and spotlight area


 EBRM authorise review











Review carried out


Draft report produced by CRG 


Report and concerns shared with Director, Business Managers and Board representative


Final report discussed with Director


Director reports findings to Exec and agree action plan


Report and action plan presented to the Board


Report produced by CIRI and Business Manager  summarising work undertaken – 











