	Task
	Resources required
	By whom
	Timescales

	Agree and produce action plan to undertake and complete the review.
	Chevin HA and PP time
	GW ,VR and PP.
	April/May 2011

	Carry out background research on complaints including reference to other organisations, the TSA and governmental policies and recommendations.
	Reports from Housemark, policies/procedures, internal reports, other RSL’s etc. 
Staff time in providing information and reports.
	All PP members and VE.
Chevin HA  staff to provide information as required
	April/May 2011

	Obtain information on current position and policies within Chevin HA  and carry out a desk top review
	Internal policies and procedures, examining case files and any relevant performance statistics.
Access to contact management module

Staff time in providing information and reports. Meeting room.
	All PP Members and VE
Chevin HA staff to provide information as required.
	May/June 2011

	Undertake reality checking of staff and customer experiences.
This may extend to other ‘together’ staff/residents and external organisations.
	Meetings/interview rooms and telephones to undertake feedback.

Conversations with complainants and staff that deal with and manage complaints.
Examine mystery shopper experiences/reports.
	PP members allocated to task groups. 
Chevin HA and ‘together’ staff as required.

Chevin HA to provide support staff as required.
	June/July /Aug 2011

	Reality checking feedback
	Meeting room and resources to report findings of reality checking 
	PP members 
	Aug/Sept 2011

	 Undertake and complete draft report ,conclusions and recommendations including action plan proposals
	PP time and possible meeting room.
Administrative support
	PP members and VE
Chevin Staff.
	Sept/Oct2011

	Report submitted to Chevin Staff for consideration and discussion
	Meeting room and Chevin staff
	PP members and Chevin HA staff.
	Oct/Nov2011

	Formal report and action plan agreed.
	
	
	


Complaints Service Review.

Commencing April 2011
Performance Panel proposed action plan for discussion.
