
Report of the Corporate Issues Overview and Scrutiny.




Title:  Meeting held on Monday 22nd November 2010.

Recommendations: 
Actions arising from today’s meeting:
1. It was agreed to organise further training on the corporate complaints system for Members to encourage use on line rather than contacting an officer direct.

2. John Tanner agreed to provide members with a report which will focus on the capturing of information that will inform service improvements. Schedule April/May 2011.

______________________________________________________________________
Executive Summary:

This report concerns the matters considered by Corporate Issues Scrutiny on Monday 22nd November 2010.
Issues considered were: 

· Corporate Complaints System.
BACKGROUND DOCUMENTS: These can be found on SOLAR.
______________________________________________________________________

SOURCE OF FUNDING:

Not applicable

______________________________________________________________________

CONTACT OFFICER:  Karen Lucas, Senior Scrutiny Support Officer


Tel: 793 3318   E-mail: karen.lucas@salford.gov.uk

______________________________________________________________________

DETAILS

Members Attendance:
	Councillor
	June
	July
	Aug
	Sept
	Oct
	Nov

	Cllr Turner
	
	R
	
	
	
	

	Cllr Balkind
	
	e
	A
	
	
	

	Cllr Burgoyne
	
	c
	
	
	
	

	Cllr Tope
	
	e
	
	
	
	

	Cllr Dobbs
	A
	s
	
	
	
	

	Cllr Houlton
	
	s
	A
	A
	
	

	Cllr  Cullen
	
	
	
	A
	
	

	Cllr Jolley
	A
	
	
	A
	
	

	Vacancy
	
	
	
	
	
	

	Vacancy
	
	
	
	
	
	


A – Apologies received.

Invitees: John Tanner – Assistant Director Customer Services, Janet McGrail - Head of Revenues & Benefit Service and Complaints Officer and Ash Patel - Senior Systems Development Officer (CRM)
1. Apologies for absence - None received.
2. Declaration of interests - None

3. Questions from members of public - None submitted.
4. Corporate Complaints System.
John Tanner provided Members with an update on the Corporate Complaints System. The last update presented to scrutiny was September 2009.
To support the system a Complaints Officer Network has been established, to provide a forum for sharing best practice, consistency of approach and also to develop the process to ensure fit for purpose.
As from April this year John has become the lead officer for corporate complaints and chairs the above meeting.

City West is not included on the Corporate Complaints System as they are an independent company.
John informed members that considerations have been given on how we can capture information to inform service improvements for our customers; including development on how we can use avoidable contact as a data set. The idea being that whilst it is not a ‘complaint’, by resolving a problem possibly around a failed service we may be able to identify efficiency savings.
There are ongoing discussions on how the recently launched single customer account can incorporate will support the on line complaints system. Enable customers who report on line to track their complaint themselves via their on line account.
The development of data mapping will allow complaints data to be presented against a set of criteria and highlight hot spot areas in the city.

Officers are working with AGMA to design once and share best practice.

Members received a demonstration of the Corporate Complaints System.

Agreed:
It was agreed to organise further training on the corporate complaints system for Members to encourage use on line rather than contacting an officer direct.

John Tanner agreed to provide members with a report which will focus on the capturing of information that will inform service improvements. Schedule April/May 2011.
5. Forward plan – Members asked for further information on the re-alignment of the Intensive Supervision and Surveillance team who are part of a cluster arrangement with Salford Bolton Wigan and Trafford, including TUPE transfers.
An Intensive -24 hours per day, 7days per week scheme focussing on the  times when young people are most at risk of re-offending.
Highly structured service that provides education, training, health, supervision and surveillance.
Based in the community in order to help young people break away from offending by providing support, for young people their families, and the community.  

Provides additional services to local statutory and voluntary services to fill gaps in service provision identified by local Youth Offending Service.
Uses currently provided statutory and voluntary services  where necessary.
Manage by local Youth Offending Services as part of a consortium/cluster.

The current cluster arrangement has been successful in delivering against the Youth Justice Boards aims of reducing offending and re-offending. It has brought great benefits in terms of partnership working across the initial four local authorities.
6. Report from the October meeting - Agreed.
7. Work programme
To be updated from today’s meeting.
8. Any other business - No issues raised.
9. Date of next meeting - This will be held on Monday 24 January 2010. Members will have the opportunity to consider a progress report on implementing equality and diversity into the procurement process.
Please note there will not be a meeting in December as it falls in Christmas week.
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