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Complaints prompting improvement to service — Action tracking

Approved complaint response sent to complainant (any stage)
and blind copied to FW customer service team manager

:

st N Actions? > Nf
Action plan developed by Additional process not required

FW customer service team

v

Action plan distributed by FW customer service team
To all identified ‘action owners’

v

Individual action deadlines added by FW customer service team
to FW customer service shared calendar for tracking

v

FW customer service team check the FW customer service shared calendar daily
and where actions are recorded the ‘action owners’ will be contacted
to track progress and seek evidence of completion to add to file
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Updates provided Monthly meetings held to review progress of Actions
by ‘action owners’ all open action plans continue
to be
L (Attended by Director Children’s Social Care, tracked
Customer Service Team Manager, Heads of Service, >
FW customer service Service Managers and other officers
team update action plans N as considered appropriate)
and entries on the shared
calendar as required l

Once draft action plan has been considered and agreed at the
monthly meeting it is sent to complainant

.

Action plan confirmed complete, signed off by Director Children’s Social Care
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Copy of completed action plan sent to complainant
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