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Report to 2010 Rotherham Ltd

ITEM NUMBER: 11

	MEETING:
	2010 Board


	DATE:
	2nd July  2008


	TITLE OF REPORT:
	Customer Feedback Procedure


	ACTION REQUIRED:
	Decision


	FINAL DECISION TAKING BODY:
	Board


	CLASSIFICATION:
	Public


	RECOMMENDATION(S):
	The Board considers the appended papers and agrees:

1. The revised process to manage Stage 1 and Stage 2 complaints as set out

2. and the full Customer Feedback Procedure subject to the amendments as agreed above.


	REPORT OF:

Contact details:
	Name: Sneh Soni

Customer Services and Engagement Manager 

Tel:01709 822292

Email address sneh.soni@2010rotherham.org 

	
	


	EXECUTIVE SUMMARY
	Revisions to the customer complaints procedure were included in proposals for an integrated Customer Feedback procedure presented to the Sustainable Communities Committee at its meeting on 21st May.  The Committee met again on 30th May to discuss the matter further and agreed the full Board should be included in the discussion and decision making process.  This paper sets out a brief summary of the one outstanding issue to be resolved by the Board with a recommendation for further amendments.  Subject to the resolution of the outstanding issue and further amendments to the document, the Board is then asked to approve the Customer Feedback Procedure. 


	IMPLICATIONS:
	

	CONSULTATION:
	Consultations have taken place with staff and partners to review the Complaints procedure. 

A survey was carried out with 2010 staff from the Neighbourhood Management, Asset Management, In-house Service Provider, Decent Homes and Business Support. The responses from staff were across roles and areas of the Borough. The survey included key questions about staff perceptions and their experiences of dealing with complaints and their comments about improving the feedback procedure.

	FINANCE AND VFM:
	The feedback procedure includes guidelines about compensation payments for customers, a budget has been identified.

	RISK:
	There is a risk around loss of reputation for 2010 if it fails to deal with feedback from customers in an efficient way.  

	LEGAL:
	Any procedures for dealing with customers’ complaints must be fair and equitable.

	PERSONNEL:
	If the proposals are agreed it will result in a more effective use of the existing personnel. 

	ENVIRONMENTAL:
	None. 

	EQUALITIES/DIVERSITY:
	This procedure is inclusive of all 2010 customers and gives all our customers an opportunity to provide feedback to 2010.

The procedures have been developed so that they are easier for customers to understand and use.

The feedback procedure allows complainants to give feedback to the 2010 Panel at the final stage of the complaints procedure.

The procedure also takes into consideration customers’ needs where customers are not able to put their complaints in writing due to English not being their first language or where customers are not able to articulate their complaint in writing.

There will be more access points for customers to give feedback to 2010 staff in all areas, and the emphasis is on all front line staff being able to handle feedback and complaints without routinely referring the issues up through more senior staff. 


	1. Background

A paper was presented to this Sustainable Communities Committee on 21st May describing the review process that had been undertaken regarding the procedures for dealing with complaints and the need to coordinate all learning gained through customer contact and feedback.

The Committee welcomed the idea that comments made from customers, whether in person, by telephone or in writing were all being fed back into the service.  It was requested the procedures for dealing with enquiries made by Councillors/Surgeries be incorporated into a single document for completeness and consistency.  

However, the Committee was concerned regarding the proposed constitution of the appeals panel and asked for the document to be redrafted for consideration at an extra meeting of the Committee on 30th May 2008.  The detailed comments of the Committee are recorded under item 6 in the minutes of that meeting.

2. Current Position

Following the discussion regarding the responsibilities of the Stage 3 panel, there remained only one significant area to resolve, relating specifically to the investigation and management of formal complaints at Stages 1 and 2.  To address this matter, the Chair of the Sustainable Communities Committee requested that a summary be provided outlining the respective proposals of the Committee and the management team, and giving a rationale for the respective proposals.  

The Sustainable Communities Committee reviewed the summary at the meeting held on 18th June 2008 and agreed, after a minor amendment, to forward the report to the Board to determine the outcome of the outstanding issue.  The summary is attached as Appendix A to this report.  

Subsequently, however, the relevant paragraphs in the procedure (appearing in a grey font on pages 12 to 14 of Appendix B) have been reviewed and the following revised paragraphs are being proposed instead for inclusion in the procedure:

Informal complaint:

“If the officer receiving the complaint is unable to resolve it at this stage, the officer should try to pass the complainant over to a manager (eg Neighbourhood Champion).

If this is not possible, or fails to resolve the complaint, the customer should be advised of their right to request that the complaint goes through the formal procedure, and staff should help them with this process.  This should be passed initially to the central complaints team and the member of staff who has been dealing with the complaint should also contact the central complaints team for a preliminary discussion.”

At Stage One:

“The relevant Manager responsible for the service receiving a complaint will be responsible for managing the investigation.  Managers can utilise their staff resources to conduct the investigation but will be responsible for the quality of any formal response to the customer. “
At Stage Two:

“An Assistant Director in the service which has received the complaint will be responsible for managing the investigation. Assistant Directors can utilise their staff resources to conduct the investigation but will be responsible for the quality of any formal response to the customer.”
Flexibility is required to allow Assistant Directors to manage the conduct of stage 3 level complaints to ensure the complaints workload at this level is manageable.
The Board is asked to approve the above amendments so they can be included in the 2010 Customer Feedback procedure.  Subject to these amendments, the Board is also asked to approve the full 2010 Customer Feedback procedure, attached at Appendix B. 

3. Recommendations
The Board is asked to consider the appended papers and agree:

1. The revised process to manage the informal stage and Stage 1 and Stage 2 complaints as set out; and 
2. the full Customer Feedback Procedure subject to the amendments as agreed above.



Appendix A: 

Summary of the Complaints Procedures as presented to the Sustainable Communities Committee 18th June 2008

	
	Current Procedures
	Officer Recommendations
	Sustainable Communities Committee Recommendations

	Informal Complaints


	· Many officers will take a complaint from a customer either in writing , in person or over the phone and see it through to resolution 
	· Like all customer feedback, any member of staff may be the first line of contact for a complaint.  Staff are encouraged to deal with any complaints that they receive as best they can, work with customers and involve colleagues or line managers where necessary to help them to resolve any problems
· Staff can get advice about whether a complaint is formal or informal from the Customer Service Officer.
· The focus should be on resolving the problem as quickly as possible to the customer’s satisfaction


	· This to be dealt with informally by a Neighbourhood Champion or someone of a similar grade within the service.



	Formal Stage 1


	· Responses are usually assigned to an Officer eg Neighbourhood Champion

· An acknowledgement is sent to the customer within 5 working days of receiving the complaint

· The customer is advised of the name and position of the officer the complaint is assigned to

· A full response is given to the customer within 10 working days. 

· If a response is not possible within this timescale, a letter will be sent to the customer explaining why and when they will receive a full response

· The response will inform the customer of stage 2 of the complaints procedure, if they are not happy with the stage 1 response. (The customer is not given a timescale to pursue a  request to proceed to stage 2).

· If the customer wishes to proceed to stage 2, they are asked to explain why they are not happy with the stage 1 response.
	· The person responsible for delivering the service which has received a complaint will be given responsibility to lead an initial investigation.  This could be, for example, a Neighbourhood Champion/Repairs Champion (Unless the complaint is about the Champion).

· The member of staff who received the initial complaint should have a preliminary discussion with the Customer Services Officer to outline the details of the complaint, and steps taken to resolve the problem so far.

· The central complaints team will facilitate the complaint in this stage (and subsequent stages if necessary) – i.e. make sure it is logged into the system, check that it is passed to the right person to lead the investigation.

Rationale: There is a need to ensure that teams accept responsibility for complaints to underline that staff understand that there are costs and consequences if we fail to deliver excellent services.  Having the central complaints team facilitate the complaint helps to ensure that we respond in a consistent way across the company.

There is a concern that involving Managers and ANIMs at this stage in leading the investigation / responding to the complainants would occupy too much time and detract from other responsibilities.  
	· It was recommended that Neighbourhood Managers/ ANIM/Service Managers have responsibility for sending out correct correspondence at Stage 1 level and for taking the overall responsibility for the Stage 1 process.

Rationale: This suggestion seeks to ensure that we raise the standard of responses to customers with a view to preventing the escalation of cases.  It assumes that Neighbourhood Champions / NHOs have been involved already in the attempts to deal with the issues informally before the formal complaint has been submitted.

	Formal Stage 2


	· Investigation by a senior independent officer 

· An acknowledgement is sent to the customer within 5 working days of receiving the complaint

· The customer is advised of the name and position of the officer the complaint is assigned to – the officer will work independently of the service area involved with the complaint.

· The investigating officer will reply in writing to the customer within 20 days, referring the customer to Stage 3 if they remain dissatisfied.
	· A more senior manager in the service on receiving the complaint e.g. either at Manager level or Assistant Neighbourhood Involvement Manager level will be given responsibility to lead the investigation into a Stage 2 complaint. 

At this stage:

· As in Stage 1, members of staff who have been involved in dealing with the complaint at earlier stages should be consulted.

· Customers should continue to be involved and informed of progress in the same way that they are at an informal stage.  Every effort should continue to be made to find a satisfactory solution which involves customers.
Rationale: Under these proposals the teams retain responsibility for the complaint and it is in their best interest to resolve it to the satisfaction of the customer. 

There is also a concern that involving assistant Directors at this stage in leading the investigation / responding to the complainants would occupy too much time and detract from other responsibilities.
	· It was recommended that Assistant Directors have responsibility for sending out the correct correspondence at Stage 2 level and for taking the overall responsibility for the Stage 2 process.
Rationale:  This suggestion seeks to ensure that we raise the standard of responses to customers with a view to preventing the escalation of cases to stage 3.  This could also ensure that 2010 shares the ‘learning from customers’ across the company.  Investigation 

	Formal Stage 3


	· Within 20 working days a stage 3 complaints review panel will be arranged. The panel will consist of a scrutiny panel member, 2 members of the 2010 Board and a representative from legal Services. The complaints officer will act as clerk to the panel.  An officer from 2010 will attend to present for the service.

· a summary of the complaint will be prepared outlining the complaint and , specifying the remedy that the customer is seeking.  It will also detail the actions taken so far. 

· A summary, a copy of the independent officers report, the Stage 2 reply and any other relevant documents will be forwarded to the customer and members of the panel  prior to the hearing. 

· The complaints review panel will meet within 20 days to consider the complaint. 

· Within 5 working days of the meeting the clerk to the Panel will write to the customer and head of service concerned to inform them of the panel’s decision. The letter will refer the complainant to the Local Government Ombudsman if they remain dissatisfied.
	· The first step at this stage is an internal review of the complaint. 
This will take place within 5 working days of a request for Stage 3.  This review should be carried out by the Assistant Director or the Director for the service area in consultation with the Customer Service Officer. This review should consider the rationale for the appeal request and ensure that the appeal can not be redirected outside the formal mechanisms and also that the appeal is within the scope of services provided by 2010 Rotherham Ltd.

If an Appeals Panel is recommended:

· The Panel will be set up to include 3 Panel members. These will be: 

Appeals Panel

· Two members of 2010 Rotherham Ltd’s Board of Directors, ideally from the 2010 Sustainable Communities Committee

· One Councillor 

     The criterion to select the Councillor are as follows:

· The Councillor will be from the Sustainable Communities Scrutiny Panel.  
In  Attendance

· A representative from Legal Services should be requested to attend. They will act as legal advisors to the panel on matters of policy and law.

· The Customer Services Officer (who will prepare the case papers).

· The Officers/Managers from the relevant 2010 service to attend to present the case.

· The Customer or their representative

· Any witnesses

	· Appeals:  It was recommended that a Director assesses the initial part of the Stage 3 process and takes the overall responsibility for the Stage 3 process.

· Appeals panel:  It was recommended that the appeals panel includes 3 panel members.  2 x Directors of the 2010 Board, ideally from the Sustainable Communities Committee and 1 x Councillor, ideally from the Sustainable Communities Scrutiny Panel (RMBC).  The Councillor, however, should abide by the Councillor’s Code of Conduct.

In attendance at the appeals panel – it was recommended that this is comprised of:-

· Representative from legal services;

· Customer Services Officer, who will act as clerk;

· Officer/Manager from relevant service to attend to present the case for 2010 Rotherham Ltd;

· Customers or their representatives;

· Witnesses.




Report to the 2010 Board re Customer Complaints 02 07 08
Page 1 of 8
Report to the 2010 Board re Customer Complaints 02 07 08
4

