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4 INITIAL RISK LOG

5 AUTHORITY TO PROCEED




Project Brief: HfH Customer Consultation

1 PROJECT DEFINITION
Description < To putin place a range of processes that will

improve our understanding of our customers’
satisfaction with the services they receive

= The scope of the review will include:

= Current customer service feedback

* Gaps in current knowledge

* Methods of data collection and analysis
* Quality of data

Scope

Response to data

Feedback to customers
2 To ensure that customer feedback is

embedded in the business planning process

= To improve our understanding of Homes for
Haringey customers’ levels of satisfaction
with the services received
To identify and address the gaps in our
understanding
To establish robust procedures for data
collection and analysis
To improve data quality and recording
To identify areas for improvement

Objectives

L 2N0 2K J .

This review will not investigate the
opportunities for resident involvement.

Exclusions

= The scope will be limited to reviewing the
quantitative and qualitative methods of gathering
customer feedback.

2 The timescale for this project is tight. The
final report of this project is required by .........

Constraints

Project Brief Agreed: 13/10/06
Final Report; 15/12/06

OUTLINE BUSINESS CASE
initial Business Case

Initial Milestone Plan

This project is critical to ensuring that
Homes for Haringey have robust methods in
place for reviewing and responding to customer
feedback.

- Robust customer feedback methods in place
= Quality assured methods of qualitative and
quantitative research

= Addressing gaps in current data collection
and knowledge

Expected Benefits

- To enable Homes for Haringey to respond
appropriately to customer feedback.




