







APPENDIX 6
Using complaints to improve performance

The information gained through the monitoring of complaints should be used to improve the provision of the services throughout the Council reflecting the Council’s overall approach to value for money and continuous improvement. There were several occasions where the resolution of a complaint led to additional instructions being given to employees to reinforce existing procedures. Changes to the provision of services have also been made as a result of complaints received or the opportunity to improve has been identified.

In Development and Enterprise improvements continue to be made to the way complaints are being identified and recorded. Improvements to the services include

· The Development Control Service arranged a training event for all employees to identify the circumstances when re-consultation on a planning application is required.

· The introduction of new arrangements to ensure that rigorous checking of the detail of outgoing correspondence is undertaken.
· The Group to ensure that we communicate direct line numbers to all known customers and look to include as many as possible the next time the website is updated, this will help to avoid any potential delays as a consequence of accessing the service via the C S U.

· A revised protocol has been put in place for the provision of pre application advice that will both raise the quality of the applications that we receive and secure a smoother pathway through the planning process.

In Community Based Services improvements have been made by 

· The Library service has reworded the ‘overdue letter’ to make it friendlier, whilst still informing the library user of the need to return their books.

· In response to complaints about the way in which computers are booked in the central library, changes have been made to ensure that the computer with the scanner attached is the last to be used, making it more likely to be available for those who wish to use it.

· All swimming pools in Gateshead now have programmed lane swimming sessions in both the afternoon, for lunchtime swimmers, and in the evening. These are advertised in the current swimming timetable.

· To ensure appropriate provision, a room at Birtley swimming pool has been adapted to be used by disabled customers pending the updating of changing spaces at all pools
· Following a number of concerns expressed in complaints about the operation of the assisted bids process and the information available for applicants, a new procedure was introduced as part of the lettings policy review that addressed the concerns identified.
In Local Environmental Services improvements include:

· Team Leaders to ensure that area inspections are undertaken following grass cutting and ensure that any issues raised by residents are addressed.

· Additional collection introduced following complaints about the number of plastic bottles and general litter in the area and the waste bins overflowing. Monitoring of the area has been introduced.

· Neighbourhood Wardens are ensuring that they are involved with young people across the Borough attending youth activities and providing information about anti social behaviour issues.

· The introduction of training and advice on telephone handling and communication skills for employees concerned

· Ensure that all changes to services used by the public are advertised well in advance to maximise the awareness of the changes  

· Regular meetings and dialogue with the managers of a company responsible for a site that has generated a large amount of litter. This has resulted in the site being maintained to a suitable standard.

In Central Services improvements include:

· Ensuring that all correspondence to individuals who have asked to receive their council tax bill or housing benefit notification in a particular format (audio CD, braille, audio cassette, large print or audio MP3 disc) is issued in that format. This has improved the accessibility of the service.

· Council tax bills and housing benefit notifications are despatched in the same envelope reducing the chance of any confusion for residents. This reduces costs and the number of follow up enquiries form residents.

· A new overpayments team has been created to ensure that customers receive notification of overpayments promptly and these are then followed up quickly.

· Further automated telephony systems have been introduced resulting in improved call answering performance.
In Housing the improvements implemented by the Gateshead Housing Company include:

· Restructuring of repairs and maintenance service delivery teams.

· Morrison Quality Environment ethos and activity.

· Customers are reminded that operatives will be calling to carry out a repair.

· Morrison controllers constantly review the Opti–time system and the efficiency of appointments.

· Service Managers briefed about effective communication and regular visits to operational workforce should assist communication links.

