ACTION PLAN

To address recommendations from the Tenant Led Inspection into the repairs reporting process

	-Recommendations
	Comment
	Lead Officer
	Action
	Target date
	Review date

	1. Job numbers should be given to all tenants reporting a repair. The importance of keeping the job number should be explained to tenants 
	All CSAs should be aware of this and it is classified as a critical error in quality checks if job numbers are not given out
	Vicky Meighan
	Ongoing quality assurance
	Ongoing
	January 09

	2. Operators should not be afraid to ask customers to speak slowly or more clearly or – in the case of language problems – whether they would like an interpreter


	All staff have training in Type Talk and are aware of the language line facility


	Vicky Meighan
	Customer Service training to be revisited regularly.  New areas for training will be looked at to be in line with the Mainstream Equalities Action Plan (MEAP)’ which will also include vulnerable tenants
	Jan 09
	April 09

	3. Discretion should be used by operators over whether to leave tenants on hold while clarification is being sought from EBS or to offer to call them back.  Scripts should be changed accordingly
	This is reinforced by coaching.  We like to empower our staff to make decisions on the call which are in the best interest of the customer.
	Vicky Meighan
	We are looking at a technical solution so that we can provide customers with information without having to call EBS.
These calls are mostly caused by EBS service failures and are not part of repairs reporting but the end-to-end process.
	Feb 09
	April 09

	4. Operators should receive more training in dealing with difficult, vulnerable and special needs tenants, perhaps by greater use of role play exercises


	This is covered in Repairs training and Customer Service training and is also reinforced in one to one coaching with the Team lead
	Vicky Meighan
	Customer Service training will be revisited on a regular basis.  New areas for training will be looked at to be in line with MEAP, which will also include vulnerable tenants
	Jan 09
	April 09

	5. Part of operatives’ training should include a visit to EBS to learn about the repairs process


	This is now part of our training program for new starts, with a visit to EBS to meet different people – team managers, team leaders, planners and administrative staff.  An inspector (Quality Control Officer) will also take them out to an empty home to show them types of repairs, etc
	Vicky Meighan
	Create a program for all staff to have regular visits to see different aspects of EBS, as well as keeping up with the induction program.
	Feb 09
	April 09

	6. Staff at Repairs Direct should accompany inspectors on home visits as part of ongoing training


	This is now part of our training program for new starts, with a visit to EBS to meet different people – team managers, team leaders, planners and administrative staff.  An inspector (QCO) will also take them out to an empty home to show them types of repairs, etc
	Vicky Meighan
	This will be included in action 5
	Feb 09
	April 09

	7. The BT system previously used for recording repairs requests should be mended and reinstated as a matter of urgency


	BT has acknowledged that our current system cannot be fixed.  CEC are, at present, putting forward a business case for a replacement.  Internally, Service for Communities, the Contact Centre and e-Government are evaluating an interim short-term fix.


	Vicky Meighan
	An interim customer management system is being deployed that will capture all customer contact with the Council, including Repairs Direct calls.
A long-term, strategic, Council wide Customer Relation Management (CRM) system is currently being considered.
	Dec 08
	March 09

	8. The additional needs of elderly and vulnerable tenants should be flagged on the system and information passed onto EBS when repairs are reported
	This will be integrated into our new system, in accordance with the Data Protection Act (DPA) and will be considered as part of a wider Equalities Impact Assessment of repairs services for the vulnerable.
	Vicky Meighan
	We will consider how this could be incorporated into the strategic CRM system and explore how all staff can best be advised of vulnerable tenants’ needs
	Depends on corporate strategic solution
	Depends on corporate strategic solution

	9. EBS should have a staff member working in the contact centre to provide technical advice and support


	With a new system and our extensive knowledge base integrated into it, this should not be necessary.  EBS and the Contact Centre have agreed to remote working to provide technical support to all staff
	Vicky Meighan
	We are working with EBS to identify long-term solutions to provide additional technical support to Contact Centre staff.
	Dec 08
	March 09

	10. Communication between Repairs Direct and EBS should be improved by holding regular meetings between Repairs Direct operators and EBS management and staff


	The Repairs Direct team manager attends monthly meetings with EBS to discuss issues.  The Repairs Direct team lead holds a monthly meeting with the admin team leader who is the first point of contact for CSAs.  The admin team and CSAs already spend time in each other’s roles to appreciate what each do.
	Vicky Meighan
	Regular meetings with EBS involving all levels of staff to promote understanding and cooperation (see appendix 1)
Also as per action 5.
	Ongoing
	Jan 09

	11. A stronger relationship between the day and night teams should be developed


	Repairs Direct staff work until 8pm and then handover to CES, which starts at 5pm. This, however, is out of sync with EBS which has a 5pm handover to emergency staff.
	Vicky Meighan
	This is part of an ongoing initiative to train CES staff to be able to offer a similar service to the daytime.


	April 09
	April 10

	12. Staff at local offices should not judge visitors by their dress and this should be incorporated into staff training
	Agree and this will be emphasised at staff training
	tbc
	Discussions to take place with neighbourhood managers re including in staff briefing and refresher training
	Dec 08
	June 09

	13. Phones in local offices should be located somewhere where tenants can make their calls in private – either a proper booth or a separate room
	This would be useful but some practicalities re space in some offices/resources that will need to be investigated
	tbc
	To be discussed with Neighbourhood Managers
	Dec 08
	June 09

	14. Wheelchair access needs to be improved within local offices – for instance the reception desks are too high
	Some work done on this (see 2003/2004 Disability Discrimination Audit and work carried out 2004/05 to comply). Review will be considered
	tbc
	To be discussed with Neighbourhood Managers
	Dec 08
	June 09

	15. Phones should be positioned within reach of wheelchair users
	As per 13.
	tbc
	To be discussed with Neighbourhood Managers
	Dec 08
	June 09

	16. Staff should be prepared to help vulnerable customers that ask for additional help, for instance due to learning difficulties, literacy problems or language
	Agree and this will be emphasised at staff training

	tbc
	Discussions to take place with neighbourhood managers re including in staff briefing and refresher training
	Dec 08
	June 09

	17. The current IT issues within concierge offices need to be resolved


	All concierge staff have access to a computer but a small number of estate concierges are not confident/ regular users.
	Mike McCrossan
	Ensure basic IT training for all concierge staff and encourage regular computer use. Include in staff induction.
	March 09
	Sept 09/ ongoing

	18. Training in repairs reporting should be provided to all concierge staff


	At present staff receive induction and on the job training. 
	Mike McCrossan
	Reinforce during induction and ongoing on the job training.  Training for concierge staff is being reviewed and repairs training is being strengthened
	March 09
	Sept 09

	19. Concierge staff should visit Repairs Direct as part of their training


	Agree that this is a good idea that will improve an already good relationship.


	Mike McCrossan/Vicky Meighan
	Service staff from both services to visit each other to better understand roles 
	March 09
	Sept 09

	20. Repairs staff must be required to sign in at the concierge office before starting and finishing a job 

	Current procedures require operatives to contact concierge staff, by phone or in person, prior to attending to a repair.

Measures are being taken to ensure full compliance.


	Colin Bellett
	Procedure has been raised again at team briefings in October 2008 and operatives reissued with Concierge contact numbers.

Post-inspections by team managers and QCOs to monitor compliance. Regular Concierge feedback will be required 

Informal visits by an EBS Service Improvement Manager and Contracts Manager  to take place at the end of November 2008 

	Nov 08
	Feb 08

	21. Operators should speak more slowly as some tenants are hard of hearing or vulnerable in other ways.

	This is covered in Repairs training and Customer Service training and is also reinforced in one to one coaching with the Team lead


	Vicky Meighan
	Customer Service training to be revisited regularly.  New areas for training will be looked at to be in line with the Mainstream Equalities Action Plan (MEAP)’ which will also include vulnerable tenants
	Jan 09
	April 09
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