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1.0

LOGGING COMPLAINTS

Before you commence logging a complaint within OPENHousing it is important you understand
which parameters you will be selecting within the Main Code, Sub Code and Subject fields. Itis
important that you select the correct relevant fields to enable us to better analyse complaints to
monitor trends and make improvements to the services our customers receive and expect.

The Main and Sub Codes you will now be using are as follows:

Behaviour / Attitude of staff - Conduct/Behaviour of a staff member or contractor was
not as expected

Poor Communication / Response — a query, enquiry or communication was responded
to in an unsatisfactory way

Quality of Work / Service — work carried out or service delivered by a staff member or
contractor was not at the expected standard

Timeliness / Service Delivery — work carried out or service delivered by a staff member
or contractor was not at the time expected or contracted or communicated

We have also bought in the use of the Subject field to record what/who the Main code of the
complaint relates to. This is so that we can monitor trends in who/what the complaints are

about.

The Subject field allows you to choose from:

Advance Housing and Support
Employee

External Agency

External Contractor

Tenancy

You will now be ready to start logging your complaint:
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- Contact Management - Communicaticn Logging [TRATN] o2 =
File Edit Help
© [«
Source: Contact Type: | Ten
Title: Iritials:
Forename Sumame:
Address Mailing Adchess
Fosteode Posteode:
Telephone Home: work: Mobile:
Email  Home Wk
Person Type Comm Ref Date Created Cunent Stage Type Cateqge =
‘ L3
Tenancy Search x|
By Location | By Tenant | By Tenancy |
Heference:l
Street:l Na: I
House:l
Post Code: I Lacation Statuz: I_
Place iddress PostCode |4
ABBEDT 3000011 Fioom 113 Abbey Rd (028 5LN
ABBEDT 3000021 Floom 213 Abbey Rd (028 5LN
Reference M ame Statug |«
.
Cancel

Select the Source of the complaint
from the options on the drop-down
menu (e.g. In Person, Letter,
Telephone).

Select the Contact Type from the
options on the drop down-menu (e.g.
Tenant, Relative, Member of Public
etc).

Click on the Person Search button

The search screen you are presented
with will depend on the Contact Type
selected. If the Contact Type is a
Tenant then you will get the Tenancy
Search screen.

Regardless of which search screen
you are presented with you should
search for the name of the person
making the complaint. If it is not
available then you know that the
person record has not already been
created on the system and you need
to click on the Create button and
create the new person record.

NOTE: If the complainant is an
existing tenant or service user, then
there will be a person record on the
system.

=l If the person making the complaint
Sonrce: RS ] wishes to remain anonymous then
Person Search)| Title: l_ \mualsl_ Anonyrmous you Should Select or Create the
Folename:l Surname: | H H
L o person record details and then click
» S on the Anonymous button.
When you are happy that you have
Poseode| o completed all the details on the first
Telegtne. Home: | | Mobie screen then click OK and you will be
el Hame | Watk | presented with the following screen.
Person Type | Comm Ref|Date Created]Current Stage [Tvee [Catege ~
Add Originator Exit
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i2n Logging [TRAIN) - lolx] In the instance where you need to

File  Edit Help 2. . .
5 o add more than one originator i.e. if a
ource: | Telephone v ontact Type: [{eEEl=y . . .
relative was making a complaint on
Person Search| Title: nitials: Anonymous
_ el el e behalf of a customer you would need
Addoss Search ddss Searh to add the relative also. You do this
s Maling ddess by selecting Add Originator.
When you select Add Originator
e —— e —— another Contact Management —
T - " Communication Logging screen will
EIEpnone Home; Ok [ allln
o v load. You follow the same process

as you did to log the initial Source,
Contact Type and Originator ‘the

nt - Compliments
Compliments Campli™]

BE53 03A10/2016 Compliment Acknowledgment  Complments Compli person’ mak|ng the Comp|a|nt In th|S
BES3 031072016 Compliment Acknowledgment  Compliments Campli N R
BE52 0341042016 Compliment Acknowledgment  Compliments Co% eXampIe We W|” add the I‘e|atlve as

»

T - an originator. Select Person

Search.
ct Contact [TRAIM] x | You will now be directed to a list of all
the relative records created in
Contact Type: [Folaie = OPENHousing. Type the last name
Name: [ in the Name box and press return on
T your keyboard.
Mr. Mark McDowall Relative . .
WMrz Goodenough Fielative If the relative you wish to select
M 7vone Smi Reative appears in the white box section
rz Harker Relative
M1 iohn Colley Fiolative under Contact Name and Contact
Mrs M Tuer Relative Type you simply select them and
s sims sl nesie select OK. If they don’t appear you
1 Samir by Sakran Relative SeIeCt Create-
brz Janet young Relative -

Create | Cancel |
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Create Contact Details [TRAIN]

Code: IHEL]DD Start:l I

TPDEZIHEIalive - End| /¢
Title: |Mr Initials: IJ

Forenames: |J ames

Sumame: |Bloggs

Mame: |Mr Eloggs
Address

14 Test Strest
Leicester

Leicestershire

LE111DP

Tel. 1: 0115 2993339 E-mait
Tel 2: | Fax Mumber: |

Arears: A Papment Cpcle: I
[ Redquires RentCard  PCOL ID:I

Sub Account Cods:
Source Tppe:

B

[

Cieate Caricel |

x|

ct Contact [TRAIN]

Contact Type: | Relative ﬂ

Marne; Ibloggs{

Contact Mame Contact Type

Enter a Code in the code box.
Unfortunately, you can’t double-click
here to see the last code entered so
you will need to create one. The rule
we follow is a 3 digit prefix of the
originator type i.e. for relative it would
be REL followed by a rolling number,
in this example | have used REL100.

Enter:

Title

Initials

Forenames

Surname

Name i.e. how you wish the person to
be addressed i.e. Mr Bloggs.
Address

Telephone number and email
address where applicable.

Select OK.

You will now see that originator
record has been created.

Select OK.

-
Create | Cancel |
= TME T You will now see that originator has
File  Edit Help b " d th h
Source: | Telephone ~| Contact Type: | Relative 'I een pu € roug "
BN SRR Tite: [Mr Initials |J Anorymous
Forename: [James Sumame: [Eloggs Select OK
Address Search Address Search
Address: |14 Test Street Mailing Address:
Leicester
Leicestershire
Postcode: |LE11 1DP Postcods:
Telephane Home: [0116 2339333 work: | Mobile:
Email Home: [ wiork; [
Person Type Comm Ref|Date ClsatedICurreﬂt Stage IType ICateg( -
-
4 »
0k Add Onginator Exit
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\ o 8 Ref 0 [TRAIN! —|=]x
) @ erence 0 [ 1

Communication Maintenance

oa & [B

QK Exit Access  Add Add te
Entity Entity Communication ks
Actions Menu

Person: Wi T Test Room 3. 13 Abbey Rd. ‘Witney, Oxfordshire, 0X28 SLG

Details:

Date Logged: 22/02/2017  + Time: 1400

Description: Mr T Test Room 3, 13 Abbey Rd, ‘witney, Oxfordshire, 028 5LG

Incident Date:  / /

Fieference: 134901

+ Time:

Address: Room 3 Mail Address:
13 Abbey Rd
itney
Owfordshire
Postende: 0x28 6LG Posteode:
Area H21 Sub Area: LD
Identification Detail
Person Type Comm Ref Date Created Curent Stage Type Category
« 3
N @ - = Reference 0 [TRAIN — =]
) @ [ 1
Communication Maintenance
oal & & [B
w0 .o +]
oK Exit Access  Add Add Create
Entity Entity Communication  Links
Actions Menu

Perzon: M1 T Test Room 3, 13 Abbey Rd, Withey, Oxfordshire, 028 5LG
Detals THIS |5 4 TEST COMPLAINT PLEASE IGNORE

Commurication Type: | o

Date Logged: 22/02/2017  + Time: 1400

Description: | tr T Test Room 3, 13 Abbey Rd, Witney, Oxfordshire, 028 5LG

Incident Date:  / / + Time:

Reference: 134301

Addiess: Room 3 tail Address:
13 Abbey Rd
Witney
Oxfordshire
Postcode: 0X28 5LG Postcode:
Area H21 Sub &rear LD
|dentification Detail:
Person Type Comm Fef Date Created Current Stage Tvpe Categary
qd 3

[Type text]

Type in summary details of the
complaint into the Details box.

NOTE: Remember that this
information can be seen by all users
and you should only enter enough
information to ‘tell the story’. Do not
include sensitive and confidential
information, but enter details about
the location of confidential
information e.g. secure filing cabinets
and office location.

Select Complaint from the
Communication Type drop down
menu.

Select the relevant code from the
Main Code drop down menu.

The Main Code options are also
repeated within the Sub Code drop
down menu, therefore if you have
selected Behaviour/ Attitude of Staff
within Main Code you would select
Behaviour/Attitude of Staff within Sub
Code.



Reference 0 [TRAIN]

)@

Communication Maintenance

Od 28 B

Exit  Access  Add Add Create

Entity Entity Communication  Links

Actions Menu

Person: Wi T Test Room 3, 13 Abbey Rd, Withey, Oxfordshire, 028 5LG
Detalls: THIS 1S & TEST COMPLAINT PLEASE IGNORE.

Caommurication Type: | Complaint hd

Main Core: | Behaviour/Attitude of Staff -

Sub Code: | Behaviour/atitude af Staff -
Incident Date:  / / + Time:

Work BIOUEL Timgliness/Service Delivery Case Worker: S
Subiect: Reference: 194901

Deseription: Mr T Test Room 3, 13 Abbey Rd, Witney, Oxfordshire, 028 5LG

BehaviourAttitude of Staff
Date Logoed: Poor Communication/Resporse
Gualty of Work/Service

Addiess: | Room 3 Mail Adress:
13 Abbey Rd
Witney
Dsfordstire
Posteode:| 1X28 5LG Postcode:
drear H21 Sub Arear LD
Identification Detait
PersonType  Comm Fief Dale Cieated Current Stage Type Category
Select Contractor [TRAIN] @
Contractar Description -
&0 & 27 Cleaning Services
ABA003 AB& Cleaners
ADADOR Adams Glass & Windows
ADADNS Adamsz Contractors (D evelopment Contracta
ADPOD2 ADP Maintenance & Engineering Ltd
ADTOM ADT Fire & Securiy PLC
AEGON Aeqis Service & Aftercare Limited
AGEONG Age UK. Leicestershire & Rutland
ALLO0S Jeff &llen b

Enter the Date Logged (this can be
backdated for cases that are being
logged late, but which have been
actioned).

Enter the Incident Date (date of
occurrence from which complaint
resulted from).

Select the Work Group i.e.
Complaint Lead.

Select the Caseworker i.e.
Complaint Lead that will be
completing the investigation and
managing the rest of the case in
OPENHousing.

In Subject you should select one of
the following options:

Advance Housing and Support
Employee

External Agency

External Contractor

Tenancy

Dependent on the subject you select
will define what you are able to select
within the Reference box e.g. if you
were to select external contractor or
location, when you double click in the
Reference box you will be able to
select the contractor that the
complaint relates to.
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Place Search [TRAIM]

@ -
) @
Place Search

18222

)
0
Create OK  Exit Detailed Coordinates Draw a
Criteria Search
Actions Menu
Reference: |
Street:
Building:
Sub Building:
Post Code: LLPG Shreet:
Reference Address

41 STUART STREET GRANTHAM
GRANTHAM

or select the location that the

complaint relates to.

Z

Cpticns

Cptions

Start Mo Suffis End Mo Suffis
0 0

0 0
UPRN:

Chestnut House, High Street, b arton, Gainsborough, Lincs

Fieldviews, Petworth Road, Witley, Godalming, Sumey, GUE 50w

****** 000004 Cygnet Hospital, cygnet, Kewstoke, Weston-Super-Mare, Svon, BS22 3U2
****** 00000S Rosewood Lodge, Invicta Road, Dartford, DAZ BAD
****** 000006 Midland Hotel, Station Road, Mansfield, Mottingham
****** 000007 DUSTOM, NORTHAMPTON
****** 000002 DUSTOM, NORTHAMPTON
****** 000003 DUSTOM, NORTHAMPTON
@ - 3 Reference 0 [TRAIN]

Communication Maintenance

p .I & =

O 2% (B

OK  Exit  Access  Add Add Create
Entity Entity Communication Links

Actions Menu

Person: Mi T Test Room 3, 13 Abbey Rd, Witney, Oxfordshire, 0428 5LG
Detalls: THIS 1S & TEST COMPLAINT PLEASE IGNORE.

Comrnunication Type: | Camplaint hd

Main Cade: Eehaviour/Attiude of Staff ! Sub

b4

Date Logged: 22/02/2017  + Time: 1400 Incide

‘wiotk Group: | ICT - PhiipJackson A
Subject | Employes =

Reference:

However, if you were to select
Employee, External Agency or Group
of People you can only enter the
information as free text within the
Reference field.

NOTE: All complaints are about
Advance which includes contractors
or agencies who provide services on
our behalf. If the case is about some
other person or organisation, then it
is not a complaint and will be
managed differently. If the complaint
is about a tenant then this should not

Code: | Behaviour/Attitude of Staff M

ntDate: / / + Time:

Description

Addiess st be logged as a complaint but should

be logged under the Tenancy
Management process.
Puostcode: Paostoode:
dea 21 Subvea LD If you haven’t already added the

denifcaion Detak address of the property for which the
PersonType  Comm Ref Date Created Current Stage Type Categary

complaint relates to you can also do
this from the Address Search button.

Once you have completed the above
select OK.

[Type text]
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Microsoft Office Qutlook

Y

[

A program is trying to access e-mail address information
stored in Qutlook. If this is unexpected, didk Deny and verify
your antivirus software is up-to-date.

For more information about e-mail safety and how you might
be able to avoid getting this warning, dick Help.

[7] Allow access for | 1 minute

| Mow | [ Dey || Hep |

Outlook will then send an email to the
Complaint Lead informing them that
they have a complaint in
OPENHousing that needs
investigating. A second email will be
sent to all Housing and Regional
Administrators. If at this stage you
get a message warning you that
Outlook is attempting to send an
email then please click Allow.

[Type text]
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2.0 STAGE 2 — MAINTAINING COMPLAINTS

<~ Communicaton MainSearch [TRAN] [=|==| Inorderto maintain the complaint from the
file Help OPENHousing menu bar select:
ARENE |
= 4 E i .
- Contact Management
Case|D: 0 Communication Type: E G Searches
. Active 0 .
Reference: MamEudeE Eatmplele i Maln Search
Stage: | Sub Code: - Perdng 0
Task: Group Case Wrker

Comm Fef Comm Type  MainCode  SubCode  Case Worker Work Gip A/C/P Logged CaselD »

(riginator
Entity
<. Commurication i Search [TRAI] =E Select Search — this will bring up all
File Help complaints logged
Q% N . . . . .
A 4 E El. . Find the complaint, select it and click the

Update Button to open.

CaszlD: 0 Communication Type:E 0 Al
Reference; 0 MamEode:E Active 2801
Complete: 3835
Slzge: | Sub Cade: = Penirg 0

Task: Group: Case Worker:

Comm Ref Comm Type  MainCode  Sublode  Case'Worker Work Gy A/C/P Logged CaselD »

F320 CMPT BEHA BEHA. Hi1 ICT & 0w 0
313 CMPT QUAL UAL RO3 PRRS & 2u02/017 0
EBTBCMPT HQUAL (UAL A0S PRPS & 2007 i
£317 CHPT QUAL 0AL il PRRS A 2w/ 0
B316 CHPT HUAL 0AL il PRRS C©  2u0e/ans 0
Ba15 CMPT QUAL 0AL AL2% (S 0
Ba14 CMPT BEHA BEHA. H30 HOus © vz 0
EBTICMRT COMM (O HE0 CWS & Ay i
£312 CHPT COMM COMM Ha OS5 A vt 0
£311 CHPT COMM COMM H30d Hus © v/ 0
310 CMPT COMM COMM AL2% ICT A 20w 0+

Originator; i T Test Room 3, 13 Abbey Rd, Winey, Dsfordshire, 0%28 5LG
Entity: Advance Housing & Support
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Communication

i Dy
O g@ Enks

0K Cancel

1

Actions
CaselD: 0
Contact Type: Tenant/Service User

Comm Type: Complaint

Cunent Officer:

Contact Management - Communication Amendment [TRAIN]

£ Ad-HocDoc [ Suvey @ Refemals # Log Detail //
2 Originators #/ Notes+ |y DocsReceived [E] Map :
- . Options
ts 8] Images £ Costings+ g Actions ¥ Mobile Visits .
Menu Options ~ Fl

Rieference; 6820

Source: Telephone
Main: tude of Staf Sub of St
111933 866430 - phiip jack son@advanceuk. org

Contact: M T Test Room 3, 13 Abbey Rd, Winey, Oxfordshire, 0428 5LG

Phane Home:

Emal Home:

otk Mabile:
Yhork:

THIS I5 & TEST COMPLAINT PLEASE IGNORE -

Date Created: 22/02/2017
Class Code:

Deciion Date: / /

Target Date: 15/03/2017
Target Date: 22/02/2017

Current Stage: Complaint - Stage 1
Task Code: Inform Complaint Lead/Wark G

Decision: Completion Date; / /

[#-Complaint - Stage 1 Start Date 22/02/17 Target Date 15/03/17 In Progress

Communication Amendment Screen.

Z[= You will be taken to the Contact Management

[Type text]
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2.1 UPDATING STAGES AND TASKS

\ @v s Contact Management - Communication Amendment [TRAIN] | m=fx

Communication

O & Diay +| Ad-Hoc Doc |4 Survey (& Referrals //
& Links 2, Originators #” Notes+ [ Docs Received ’
0K Cancel . Opticns
& Appointments j8] Images & Costings+ [ Log Detall .
Actions Menu Options ~ Flags
Cage[D: 0 Reference: 6320
Cantact Type: Tenant/Service Lser Source: Telephone
Lomm Type: Complaint Mait of Staf Subr i of 5t

Cument Officer: P Jackson (11933 BEE430 - philp. jackson@advanceuk.org
Contact: br T Test: Room 3,13 Abbey Rd, Witney, Oufordshire, 028 5LG

Phone Home: Wark: Moble:

Email Home: work:

THIS 13 A TEST COMPLAINT PLEASE IGNORE.

Date Created: 22/02/2017 Target Date: 15/03/2017

Taget Date: 22/02/2017

Curent Stage: | Complaint - Stage 1
Class Code: Task Code: Inform Complaint Lead/wiork G

Decision Date: / / Decisian: Completion Date: / /

omplaint - Stage 1 Stat Date 22/02/17 Target Date 15/03/17 |n Progress

v Irfom Complairt Lead/Wark Group Lead of Complaint Received Start Date 22/02/17 Target
Acknowledge Complaint Start Date 23/02/17 Target Date 23/02/17 Pending

i Appaint Investigating Officer Start Date 24/02/17 Target Date 24/02/17 Pending

i Irvestigation Start Date 27/02/17 Target Date 10/03/17 Pending

e Dpcision - Resolution Letter and Action Plan Start Date 13/03/17 Target Date 15/03/17 Penc

‘ m '

B

« Update Task
File Options Help
00
Stage: CMPT Complaint - Stage 1
Current Task/Sequence: Group 10, Seq 20, Acknowledae Complaint
Mext Task Sequence: Group 10, Seq 30, Appoint [rvestigating Officer
Graup: 10 Seq 20
Task: ACKCMPT Acknowledae Complaint

Start Date: 230272017 | Time: 14:04: Actual Start Date; [

Start Slippage Reasan
Tanet Date: 23/02/2017 Completion Date:
Slippage Reason
Removed Dae: Reason:

Case Warker P Jackson Days between Taget / Actual 0

Mates

Click on + to open up all stages of the
complaint.

The first task which the system has
automatically completed as part of the
logging process you can see is Inform
Complaint Lead/Work Group Lead of
Complaint. This is an email that is
generated by the system to the Complaint
Lead/Work Group Lead together with all
Housing and Regional Administrators.

Double Click on the next task to open it,
which in this example is Acknowledge
Complaint with customer.

Enter Actual Start Date and Completion
Date.

Select OK

[Type text]
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o Select Muttiple People [TRAIN]
File Help

oE4.

B

Person Type  Detals #
Onighator e T Test: Room 3, 13 Abbey Rd, Withey, Oxfordshire, 0328 LG

“I @ v s Contact Management - Communication Amendment [TRAIN]

Communication

O [§ Diary «#| Ad-Hoc Doc |2 Survey & Referals -

& Links 2 Originators ¢ Notes +  Docs Received
Ok Cancel . Options
& Appointments §@] Images & Costings + [# Log Detai 5
Actions Menu Options Flags
CaselD: 0 Reference: 6820

Contact Type: Tenant/Service Lser Source: Telephang

Cornm Type:| Complainl Main: Bef bttide of Staf Sub, Bl Altivde of St
(11993 BEE430 - philip.jack son@advanceuk.org
Contact: Mi T Test: Room 3, 13.Abbey Rd, Witney, Oxfordshive, 0X28 5LG

Cunent Officer. P Jackson

Phane Home: Work, Mable:
Email Home: ok,
THIS 15 A TEST COMPLAINT PLEASE IGNORE

Date Created: 22/02/2017 Current Stage: Complaint - Stage 1 Taiget Date: 15/03/2017

Class Code: Task Code: Acknowledge Camplaint Taiget Date: 23/02/2017

Decision Date: Decision: Completion Date;

SR8 Complaint - Stage 1 Start Date 22/02/17 Target Date 15/03/17 In Progress

-~ Inform Complaint Lead/Work Group Lead of Complaint Received Start Date 22/02/17 Target

- cknowledge Complaint Start Date 23/02/17 Target Date 23/02/17 Completed 22/02/17
Appoint Investigating Officer Start Date 24/02/17 Target Date 24/02/17 Pending

- Investigation Start Date 27/02/17 Target Date 10/03/17 Pending

.. Decision - Resolution Letter and Action Plan Start Date 13/03/17 Target Date 15/03/17 Penc

« Il b

Case Worker I L Simpzon A
Eance\l

[Type text]

The above screen will popup.

Select the Originator to whom you wish the
acknowledgement letter to go to.

Select OK

This will then generate the letter in Microsoft
Word. Please edit the letter as required and
save a copy to the drive where you save your
documents.

Attach a copy of the letter to the Complaint
Case in OPENHousing.

When you then exit out of Microsoft Word you
will be taken back to the Contact
Management — Communication Amendment
screen.

Click on + again, you will see the next Task to
be completed is Appoint Investigating
Officer.

On task Appoint Investigating Officer, if
this needs to be changed, double click in
Current Officer Box and select an alternative
officer.

Original Investigating Officer will appear.

Select a New Investigating Officer from the
Case Worker drop down box and

Select OK

Page 13



Code [Description | =

-

Cancel I

x|
Message 1D
2964

Update Incomplete Tasks Mow. Do you wish to continueg?

Yes
@- - Contact Management - Communication Amendment [TRAIN]
Communication
O [E piery £Z| Ad-Hoc Doc [%# Survey & Referrals =2
& Links 2B Originators  ## Notes + & Docs Received -
oK Cancel | . Options
@ Appointments [l Images. 4 Costings+ [# Log Detail o
Actions Menu Options  Flags
Case ID: 0 Reference: 6320

Carntact Type: Tenant/Service User Source: Telephone

Comm Type: Complaint Mair of Staf Sub: of St
Curment Officer: L Simpson 0115 9781133 - linda simpson@advanceuk. org
Contact: Mr T Test: Room 3, 13 Abbey Rd, ‘witney, Osfordshire, 0X28 5LG
Fhone Horme: Work: Muobie:
Email Home: “work:

THIS IS A TEST COMPLAINT PLEASE IGNORE.

Date Created: 22/02/2017 Curtent Stage: Complaint - Stage 1 Target Date: 15/03/2017

Class Code: Target Dater 23/02/2017

Task Code: Acknowledge Complaint

Decision Date: Deecision; Completion Date:

[ Complaint - Stage 1 Start Date 22/02/17 Target Date 15/03/17 In Progress

i Inform Complaint Lead/Work Group Lead of Complaint Received Start Date 22/02/17 Target
Acknowledge Complaint Start Date 23/02/17 Target Date 23/02/17 Completed 22/02/17
Investigation Stat Date 27/02/17 Target Date 10 nding
Decision - Resolution Letter and Action Plan Start 7 Target Date 15/03/17 Penc

« n ’

= Update Task
File Options Help

0.

Stage: CMPT Camplaint - Stage 1
Current Task/Sequence: Group 10, Seq 30, Appoint Investigating Officer
Mext Task Sequence: Group 10, Seq 40, Investigation
Group: 10 Seq: 30

Task: INVESTOFF Appaint Investigating Officer

Start Date: 24/02/2017 | Time: | 14:04: Actual Stark Date: 22/02/2017
Start Slippage Reason:
Target Date: 24/02/2017 Completion D ate: M
Slippage Reason:
Removed: | | Date: Reason:

Case ‘worker: L Simpson Days between Taget / Actual: -2

Motes

= B e

Select OK

Select Yes

Double Click on the next task to update it, in
this example Appoint Investigating Officer.

Complete Actual Start Date and
Completion Date

Select OK

This will generate an e-mail to the new
Investigating Officer.

[Type text]
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(= B ]

<~ Remove Task
File Options Help
00.
Stage: CMPT Complaint - Stage 1
Current T ask/Sequence: Group 10, Seq 30, Appoint Investigating Officer
Mest Task Sequence:| Group 10, Seq 40, Investigation
Group: 10 Seq 20
Task: IMVESTOFF Appoaint Investigating Dfficer
Start Date: 24/02/2017 | Time: 14:04: Actual Start Date:
Start Slippage Reason:
Target Dater 24/02/2017 Completion Date:
Slippage Reason:
Reason: TASKN/

Femoved: v Date: 22/02/2017

Cass Worker: L Simpson Days batween Taget / Actual 0

Mates

) @- - Contact Management - Communication Amendment [TRAIN] — =[x
Communication

O 8 Dary

{Z| Ad-Hoc Doc [ Survey & Referrals

&P Links 2B originators  ## Notes + 5 Docs Received #
oK Cancel @ Appointments 8] Images & Costings+ [# Log Detail Op{:m
Actions Menu Options  Flags
Case D: 0 Rieference: 6520
Contact Type: Tenant/Service User Source: Telephone
Comm Type: Complai. Mair: of Staf Suby of 5t
Curert Dfficer: L Simpson 0115 3791193 - linda simpson@advanceuk.org
Contact M T Test: Foom 3, 13 Abbey Rd, Witney, Oxfordshire, 0428 5LG
Phone Home: Work: Muobile:
Emal Home: Work:
THIS IS A TEST COMPLAINT PLEASE IGNORE.
Date Created; 22/02/2017 Curient Stage: Compiaint - Stage 1 Taiget Date: 15/03/2017

Class Code Task Code: Appoint Invesligating Dficer Taget Date: 24/02/2017

Decision Date: Deecision: Completion Date:

omplaint - Stage 1 Statt Date 22/02/17 Target Date 15/03/17 In Progress
-+~ Inform Complaint Lead/Work Group Lead of Complaint Received Start Date 22/02/17 Target

Acknowledge Complaint Start Date 23/02/17 Target Date 23/02/17 Completed 22/02/17

Appoirt Investigating Officer Start Date 24/02/17 Target Date 24/02/17 Removed 22/02/17

Investigation Start Date 27/02/17 Target Date 10/03/17 Pending

Decision - Resalution Letter and Action Plan Statt Date 13/03/17 Target Date 15/03/17 Penc

« . D

- Update Task
File Options Help
@0
Stage: CHPT Complaint - Stage 1
Current Task/Sequence:| Group 10, Seq 40, Investigation
Mest Task Sequence: Group 10, Seq 50, Decision - Resalution Letter and Action Plan
Graup: 10 Seq: 40
Task: INVEST Investigation
Stait Date: 27/02/2017 | Time: 14:04: Actual Start Date: [2/02/2017 |
Start Slippage Reason:
Target Date: 10/02/2017 Completion Date:  / /
Slippage Reason:
Removed: Date: FRieason:
Case'Worker: L Simpson Days betwesn Target / Actusl: 0

Notes

= Bl

If you do not need to change Investigating
Officer you will need to right click on task
and select “remove task”.

Put a tick in Removed, Complete Date,
double click in Reason and select reason
code.

Select OK

Click on + again and double click next task to
open — Investigation.

Complete Actual Start Date and select OK
this means you have commenced the
investigation and will record the date the
investigation commenced.

Once you have completed the investigation
go back into this task and enter Completion
Date and select OK. This will then complete
this task.

[Type text]
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9 Cortact Management - Commuicstion Amencimer: [TRAIN BEE Click on + again and double click next task to
open — Decision.

A [§ Diary 47| Ad-Hoc Dec [ Survey & Referrals
2
& Links & Originators  ## Notes & Docs Received s
0K Cancel - Options
© Appointments & Images & Costings+ [ Log Detail .
Actions Menu Options  Flags
Case ID: 0 Reference: 6320
Contact Type:| Tenant/Service User Source: Telephone
Comm Type:| Complaint Maire of Staf Sub i of St
Cunent Officer; L Simpson 01159791193 - linda simpson@advanceuk.ora
Contact: Mr T Test: Room 3, 13 Abbey Rd, Witney, Outordshire, 0X28 5L6
Phone Home: Work: Mol
Email Home: Work,
THIS I5 & TEST COMPLAINT PLEASE IGNORE.
Date Created: 22/02/2017 Current Stage: | Complaint - Stage 1 Target Date: 15/03/2017
Class Code Task Code: Invsstigation Target Date: 10/03/2017

Decision Date: Decision Campletion Date:

laint - Stage 1 Start Date 22/02/17 Target Date 15/03/17 In Progress|
rform Complait Lead, Work Group Lead of Complaint Received Stat Date 22/02/17 Target
Acknowledge Complaint Start Date 23/02/17 Target Date 23/02/17 Completed 22/02/17
-~ Appaint vestigating Officer Start Date 24/02/17 Target Date 24/02/17 Removed 22/02/17
o~ Investigation Start Date 27/02/17 Target Date 10/03/17 Completed 22/02/17
Decision - Resolution Letter and Action Flan Statt Date 13/03/17 Target Date 16/03/17 Penc

< T v

- Update Task ol e Complete Actual Start Date and
8’"““’6“&"’ Completion Date.
Stage | CMFT Complaint - Stage 1 Select OK

Current Taskd/Sequence: Group 10, Seq 50, Decision - Resolution Letter and Action Plan

Mext Task Sequence: | Mo further Tasks for this Stage ThIS WI” now generate DeClSlon Letter

Group: 10 Seq: 50
Task: OUTCOME Decision - Resalution Letter a Te m p I ate "
Start Date: 13/03/2017 | Time: 14:04 Actual Start Date: 22/02/2017
Sterl Slippage Reaso: Select OK
Taiget Dale: | 15/03/2017 Completion Date: P2/02/2017 |

Slippage Reason:

Removed: Date: Fizason:
Case Wwharker: L Simpson Daps between Target / Actual: -21
Motes
 Select Muttiple People [TRAIN] The above screen will popup and all you do

E here is select the Originator to whom you
QF ¥ wish the decision letter to go to.

Select OK

Person Type  Details

Orghalor M1 T Test: Aoom 2,13 Asbey . Winey. Osforcshie, 0X23 6LG This will then generate the letter in Microsoft
Word. Edit the letter as required and save a
copy to the drive where you save your
documents.

Attach a copy of the letter to the Complaint
Case in OPENHousing.
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@ - Centact Management - Communication Amendment [TRAIN]

Communication

O @ [§ Diary 47| Ad-Hoc Dec [ Survey & Referrals _/7
& Links & Originators  ## Notes & Docs Received s
OK  Cancel - Options
© Appointments & Images & Costings+ [ Log Detail .
Actions Menu Options
Case ID: 0 Reference: 6320
Contact Type:| Tenant/Service User Source: Telephone
Comm Type:| Complaint Maire of Staf Sub i of St

Curent Officer; L Simpson 0115 9791193 - lind simpson@advanceuk. org
Contact: Mr T Test: Room 3,13 Abbey Rd, Wwitney, Oxfordshire, 028 LG
Phone Home: Work: Muobie:
Email Home: “work:
THIS IS A TEST COMPLAINT PLEASE IGNORE.

Date Created: 22/02/2017 Current Stage: Pending Complainant Responc: Target Date: 07/03/2017

Class Code; Task Code: Decision - Resolution Letter 2 Target Date: 15/03/2017

Decision Date: Decision Campletion Date:

Complaint - Stage 1 Start Date 22/02/17 Target Dte: 15/03/17 Completed 22/02/17]
Pending Complainant Responce Start Date 22/02/17 Target Date 07/03/17 In Progress

Flags

Question (CSS) [TRAIN]

@

B

tessage D
2935

Do pou want to complete this communication?

Select Decision [TRAIMN]

Enqguiry Decizion Description

APEALZ Gone o Appeal Stage 2
APFE Application Feedback - MEA,
APPEAL Gone toAppeal Stage 1
CHUFPH Cormplaint Mot Upheld

COr Complimemnts - FEaA

Complaint Upheld
Logged |n Emor
MFA Mo Further Action

ERR

arBUDS Referred to Ombudsrman

When you then exit out of Microsoft Word you
will be taken back to the Contact
Management — Communication Amendment
screen.

You will now see that sending the decision
letter has triggered the Pending
Complainant Response Stage. The
complainant will now have 10 days in which
to respond to confirm whether or not they
wish to go to appeal.

Complete Decision Date.

Click in Decision Box:

Question screen will appear.
Select No.

Double Click in Decision box again:

Select relevant Decision outcome and select
OK.

DO NOT enter a date in Completion date at
this point as the complaint will now go to
pending.
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3.0 CLOSING COMPLAINT

) @- - Contact Management - Communication Amendment [TRAIN] m If no response IS recelved Wlthln the 10 day
Conmuicstor period, you will need to complete the
O [§ Diary £ AdHocDoc [4 Sumey ) Refemals 7 Compl aint_
& Links 2 Origingtors & Notes+ [ Docs Received ‘
OK  Gancel i E - S ] Options
© Appointments 8] Images ogtings + 0g Detail . . . . -
- - - Enter date in Completion Date. This will then
o — automatically remove the Pending Complaint
Caontact Type: Tenant/Service User Souce: Telephone Stag e .
Comm Type: Complaint Main: of Staf Sub i St
Cument Officer; L Simpson (0115 9751193 - Inda.simpson@advanceuk. org
Contact: Mr T Test: Room 3, 13 Abbey Rd, Witney, Oxfordshie, 028 5LG
Phene Home: Work: Mobile:
Emai Hame: Work
THIS 15 & TEST COMPLAINT PLEASE IGNORE. -
Date Created: 22/02/2017 Current Stage: Pending Complainant Responc: Taiget Date: 07/03/2017
Class Code: Task Code: | Decision - Resolution Letter a Taiget Date: 15/03/2017
Decision Date: 22/02/2017 Decisiar: Complaint Upheld Completion Date: 22/02/2017

~Complairt - Stage 1 Start Date 22/02/17 Target Date 15/03/17 Completed 22/02/17
~Pending Complzinant Responce Stat Date 22/02/17 Target Date 07/03/17 In Progress
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4.0

\ @- =
JU

Cemmunication

Contact Management - Communication Amendment [TRAIN]

O [§ Diay 2| Ad-HocDoc |2 Survey & Referrals //
& Links B Originaters /" Notes + 1 Docs Received :
0K Cancel | _ - Cptions
& Appointments @] Images £ Costings+ [ Log Detai .
Actions Menu Options
CaselD: 0 Rieference: 6320
Cantact Type: Tenant/Service User Source: Telephone
Comm Typer: Complaint Main of Staf S i af St

Cument Officer. L Simpaon

Contact Mr T Test Room 3, 13 Abbey Rd, Witney, Oufordshire, 0X28 5LG
Phene Home: Wark:
Emal Home: Wark:

THIS15 A TEST COMPLAINT PLEASE IGNORE.

Date Created: 22/02/2017
[lass Code:

Decision Date: 22/02/2017 Decision: Complairt pheld

-~ Pending Complainant Responce Stat Date 22/

Current Stage: Pending Complainant Respanc:

Task Code: Decision - Resolution Letter a

R Complairt - Stage 1 5tart Date 22/02/17 Target Date 15/03/17 Completed 22/02/17}
02417 Tanget Dats
i pppeal Recaived Start Date 22/02/17 Target Date 07/0

0115 9791193 - linda simpson@advanceuk.org

Mcbile:

Taget Date: (7/03/2017
Taiget Date: 15/03/2017

Completion Date: / /

7/03/17 In Progress
Inactive

MOVING COMPLAINT TO APPEAL STAGE

= Once a complaint decision has been sent to

Flags

« Update Task
Fle Options Help
00.
Stage: PENDING Pending Complainant Respance
Cunent T ask/Sequence: Graup 20, Seq 10, Appeal Received
Mext Task Sequence; Mo futher Tasks for this Stage
Graup: 20 Seq 10
Task: APFEALACD
Stait Date: 22/02/2017

Appeal Receaived
Time: 1418
Start Slippage Reason:
Tanget Date: 07/03/2017
Slippage Reason:
Remaved Date:

Case Worker: L Simpson

Hotes

Actual Start Date; W

Completion Date

Reasan:

Days between Target / Actugl 0

=1

the customer they havel0 days to respond if
they disagree. If during the 10 days we receive
notification you will need to move the
complaint to the appeal stage.

Click on the + by the side Pending Complaint
Response, double click on the Appeal
Received.

Complete Actual Start Date and Completion
Date.

Select OK

This will now open the Appeal Stage.

[Type text]
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J @ o = Contact Management - Communication Amendment [TRAIN]
" Communication
O [§ Diary | Ad-Hoc Doc [ Survey 2 Referals //,
& Links & Originators ¢ Notes + @ Docs Received -
0K Cancel g iments. [8] Imoges £ Costings + 3 Log Deta Dpt'mns
Actions Menu Options Flags
Case lD: 0 Reference: 6320
Contact Type: Tenant/Service Lser Source: Telephone
Comm Type: Complaint Mair: i of Gtaf Sub: of St
Cunent Officer: L Simpson 0115 9731193 - inda simpson@advanceuk. arg
Contact: Mr T Test: Room 3, 13 Abbey Rd, Witney, Oufordshire, 0%28 BLG
Phane Home: Whork: Mobile:
Email Home: Work:
THIS 15 A TEST COMPLAINT PLEASE IGNORE -

Date Created: 22/02/2017 Curment Stage: Camplaints Review Panel - Apy Tanget Date: 03/04/2017

Class Code: Task Code: Appeal Received Target Date: 07/03/2017

Decision Date: 22/02/2017 Decision: Complaint Upheld

Completion Date;

[ Complaint - Stage 1 Start Date 22/02/17 Target Date 15/03/17 Completed 22/02/17| .

Pending Complainart Responce Start Date 22/02/17 Target Date 07/03/17 Completed 22/02/17
B ~Complaints Review Panel - Appeal Stage 2 Start Date 22/02/17 Target Date 03/04/17 In Progres|
e Appairt Investigating Officer Start Date 22/02/17 Target Date Z i
Acknowledge Appedl Letter with Complainant Start Date 23/02/17
Appeal Resolution wih Complainant Stat Dete 01/03/17 Target Date 10/03/
- Arange Panel Meeting and Inform Complainant Start Date 11/03/17 Target Date

« n,

Wark Groug: | ICT - Phip Jackson v CasWorker|P.Jackson

Select Work Group and Warker [TRAIN] @

Meszage 1D
o 2964

Update Incomplete Tasks Mow. Da pou wish to continua?

Information (CSS) [TRAIN] ==

[Type text]

=« You will now need to change the Current

Officer to the Case Worker who will be
dealing with the appeal.

Double Click in Current Officer box.

Original Investigating Officer will appear.

Select a new Investigating Officer from the
drop down box and Select OK.

Select Yes.
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<

 0- - IR —== Click on + by Complaints Review Panel —

Communication Ap p eal St ag e -

O [§ Diary & Ad-HocDoc 4 Suvey (& Referrals 2
& Links 2 Originators  #” Notes + @ Docs Received :
QK Cancel - Options
@ Appointments f8] Images & Costings+ [ Log Detail .
Actions Menu Options Flags
CaseID: 0 Reference: F320
Contact Type: Tenant/Service User Source: Telephone
Comm Type: Complaint Main: i of Staf Sub: i af 5t
Cunent Officer. P Jackson 01993 866430 - phillp.jackson(advanceuk.org
Contact MrT Test: Room 3,13 Abbey Rd, Witney, Osfordshire, 028 5LG
Phaone Home: Work: Iabile:
Email Home: Work:
THIS 15 A TEST COMPLAINT PLEASE IGNORE
Date Created: 22/02/2017 Cunent Stage: Complaints Review Panel - Ap Tanget Date: 03/04/2017
Class Code: Task Code: Appeal Received Tanget Date: 07/03/2017

Decision Date: 22/02/2017 Decigion: Complaint Lpheld Completion Date:

|8 Complaint - Stage 1 Start Date 22/02/17 Target Date 15/03/17 Completed 22/02/17]
Pending Complainart Responce Start Date 22/02/17 Target Date 07/03/17 Completed 22/02/17
[@---Complaints Review Panel - Appeal Stage 2 Stat Date 22/02/17 Target Date 03/04/17 In Progress

=E Double click on Appoint Investigating

- Update Task
Officer to open task.

file Options Help

O @ ) Complete Actual Start Date and Completion
Date. To change Case Worker double click in

R L v R P e e box and select Case Worker who will be
Curert T ask Sequence: Group 30, Seq 10, Appoint Investinating Oficer dealing with the Appeal
Mest Task Sequence: Gioup 30, Seq 20, Acknowledoe Apneal Letter with Camplainant
Giou 30 Seq 10 This sends an e-mail to the Case Worker to let
Taske IVESTORF1 | AppaitIvestigeing Ofce them know a case has been re-assigned to
StatDale: 21212017 | Tine: 1422 foalStatDate [ them.
Start Slinpage Reason: . . o
- S It is then their re§p0n5|b|I|ty to complete the
S rest of the tasks in the Appeal.
Removed Date: Reason:
Cae Worker, PJackson Days between Taget / Actugl 0
Notes
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5.0 COMPLIMENTS

) -@- s Capita Software Services - OPENHousing [TRAIN] m We |Og Compllments |n OPENHOUSlng |n
W s the same was as complaints. From the
i“ 5 u ) 2 & OPENHousing menu bar select:

~ 7 7 Estates
T e Gt T T | e R Log Communication
Actions Opticns

| Communications

FAN
Ll Housing and Voids 1 I
kﬂ@ Rent Accounting ¥

/ 1 Allocations [
4+

! _ .
HJ Repairsand Maintena... %

m

5
f@' Right to Buy 3

s, Asbestos ¥

\-':_,_:' Contact Management %

Communications
Searches
Rennrtinn o
~ Contact Management - Communication Logging [TRAIN] l=l==s| From the Source dropdown select the
F(IE)EdEg " source of the compliment i.e. how it was
i received.
Source: @phone § v | Contact Type: | =
Tithe: Initials:
Forename Sumame: From the Contact Type dropdown select
__Addrass Search __Addless Search .
s g e contact type from whom the compliment
was received.
Fosteod Fosteode As this is identified as a Tenant/Service
Telephone Home: Work: Mabile:
ot e wok User you can then go to Person Search
Person Type Comm Fef Date Created Current Stage Type Catege = and SearCh for the CUStomer.
- Select OK
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\ @~ - Reference 0 [TRAIN, _=lx]
) (7] [TRAIN]

Communication Maintenance

o L5 B

OK  Exit  Access Add Add Create
Entity Entity Communication  Links
Actions Menu

Person: | Mr T Test Room 3, 13 Abbey Rd, ‘Witney, Oxfordshire, 028 5LG
Detalls: THIS |5 & TRAINING COMPLIMENT, PLEASE IGNORE

Communization Type: | Compliments A
Main Code: | Compliments A

Date Logged: 22/02/2017  +Time: 1436 Incident Date:  / / + Time:

Subject Reference: 194301

Description: Mr T Test Room 3, 13 Abbey Rd, Witney, Oxfordshire, 028 BLG

Address: Foom 3 Mail Address:
13 Abbey Rd
Witney
Ofordshire
Posteode: 0X285LG Posteode:
e H21 SubArear LD

Identification Detail

Perzon Type Comm Ref Date Created Cunent Stage Type Category

) @. s Contact Management - Communication Amendment [TRAIN] =l

Communication

O [§ Diary | Ad-Hoc Doc |4 Survey 2 Referrals //
& Links & Originators ¢ Notes+ | Docs Received ’
OK  Cancel - X Options
& Appointments  §@] fmages £ Costings+ [ Log Detail .
Actions Menu Options ~ Flags
CaseD: 0 Refererice: £821

Cantact Type: Tenant/Service User Source: Telephone

Maint | Complimerts Subr| Complimerts
Cunent Dfficer. L Simpson 01159791193 - Inda.simpsoni@advanceuk. org
Contact: Mi T Test: Room 3, 13 Abbey Rid, Witney, Oufordshie, 0X28 5LG

Phore: Home: Work: Mabile

Cormm Type: Complimerts

Emal Home: Work:
THIS 15 & TRAIMING COMPLIMENT, PLEASE IGNORE

Date Created 22/02/2017 Target Date:| 22/02/2017
Target Date: | 22/02/2017

Completion Date; 22/02/2017

Cunent Stage: Compliment Acknawledgment
Class Code: Task Code: Compliments Acknawledgment

Deckion Date: 22/02/2017

Decision: Compliments - NFA

- Compliments Acknowledgment Stat Date 22/02/17 Target Date 22/02/17 Completed 22/02/

] 0. b

A ] R =] i

Enter the details of the compliment in the
Details box.

Communication Type — select
Compliments

Main Code — select Compliments

Sub Code - select Compliments

Date logged will automatically populate.
Incident Date enter the date the
Compliment was received.

Work Group — select from the drop down
list the Work Group the Compliment relates
to.

Case Worker — from the dropdown list
select the officer for the Department for
which the compliment relates to.

Subject — select from the dropdown the
subject of the compliment.

Reference — if the compliment relates to a
member of staff for example you could
enter the staff number or the name of the
individual.

Select OK

When you go back in to review the
compliment you will see the Decision Date
and Decision Outcome are automatically
completed, this is because there is no
action to take, therefore the compliment
automatically closes down.

[Type text]
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6.0 ATTACHING IMAGES

) @v : Contact Management - Cemmunication Amendment [TRAIN] EIEE] When attaChIng documents tO a. ContaCt
Communiaion Management record from the following screen.
O @ Diary +%) Ad-Hoc Doc | Survey &; Referrals _/7
Link 2} Originat Not Docs Received
o el @;9 inks 2 Originators { otes+ [ Docs Receive e SeleCt the Imag es Button
© Appointments 8] Images 4 Costings+ | Log Detal .
Actions Menu Optiens ~ Flags
CaselD: 0 Reference: 6421
Contact Type: Tenant/Service User Source: Telephone:
Comm Type: Compliments Main, Compiments Subt| Compliments
Cunent Officer; L Simpson (11159751193 - linda simpson@advanceuk. arg
Contact: Mr T Test Room 3, 13 Abbey Rid, Witney, Oufordshire, 028 5LG
Phone Home: Wark: Mobie:
Emal Home Work,
THIS 15 A4 TRAINING COMPLIMENT, PLEASE IGNORE P
Date Created: 22/02/2017 Current Stage: Compiment Acknonledgment Target Dater 22/02/2017
Class Code: Task Code: Campliments Acknowledgment Target Date: 22/02/2017
Decision Date: 22/02/2017 Decision: Compliments - NFA, Completion Date: 22/02/2017

Compiment Acknowledgment Start Date 22/02/17 Target Date 22/02/17 Completed 22/02/17]
.. Complments Acknowledgment Start Date 22/02/17 Target Date 22/02/17 Completed 22/02/

n b

A e sl

o Associated Files [TRAIN You will be taken into the Associated Files
il Edit Help screen.

Q [% Y D D i| Select Create
J {

SetasMain  Export :

Date From: [ To. // Description:
Filed Date  Description Type  Mai

[Type text] Page 24



Select Browse to navigate to document which
you wish to attach.

. File Search, [TRAIN] =3 R =

CAFITA CAPITA @ ﬂ

Web Page  Link

Select the source file;

ane or more files £ SeleCt document

Select Open

W] COMPLAINTS & APPEALS USER GUIDE - September 2018
1] compliments

My Diocuments

"

My Computer

| File riame: JCOMPLAINTS & APPEALS FROCESS DISGR = | Open |

Files: of tupe: [ Fies . =l Cancel |

I™ Dpen as read-only
A

Enter in the free text box a description for the
document.

. File Search. [TRAIN] =il

CAFITA CAPITA ll
Select Copy
Web Page Link

Al

Select the source file:

UMLindash TRAIMINGY. PROGRAMMES\Course Feedback For

Course Feedback Form P
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- Associated Files [TRAIN]

File Edit Help
\pll 5 Y CAPITA
R £ g

Set as Main
Date From: 7 / Ta: 7/ Descrption

Filed Date  Description
22002127 Cowse Feedhack Form

E=RER
CAPITA i|
Export s
Type Mail »
dac na

You will now see the document has been
attached with the Filed Date and Description.

Select Exit

[Type text]
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7.0 DIARY MAINTENANCE

) @v 3 Contact Management - Communication Amendment [TRAIN] =x

Communication

O [§ Diary & Ad-HocDoc [ Survey @ Refemals i
&P Links & Originators #” Notes+ [y Docs Received .
Ok Cancel @ Appointments [8] Images+ £ Costings+ [ Log Detail Cpt'\ons
Actions Menu Options Flags

CaselD: 0 Reference:| 6521

Cantact Type: Tenant/Service User Source: Telephone
Comm Type: Conmplinents Main: Compirerts
0115 5791152 - linda simpsoni@advanceuk org

Contact: Mr T Test Room 3, 13 Abbey Rd, Winey, Oxfordshie, 0528 5LG

Subs Compiimerts

Cunent Officer: L Simpson

Phone Home: Work: Mabile:
Email Home: whork:
THIS 15 A TRAINING COMPLIMENT, PLEASE IGNORE.

Date Created: 22/02/2017 Current Stage: Compliment Acknowledament Target Date: 22/02/2017
Target Dater 22/02/2017

Completion Date: 22/02/2017

Class Code: Task Cade: Compliments Acknowiedgment

Decision Date: 22/02/2017 Deecision: Compliments - NFA

 Compliment Acknowledgment Start Diate 22/02/17 Tanget Date 22/02/17 Completed 22/02/17}
Compliments Acknowledgment Start Date 22/02/17 Target Date 22/02/17 Completed 22/02/

« Diary Maintenance [TRAIN]

=3 Il )

File Edit Help

20447 = &
- Audit -

Ref. 6821 MiT Test

Contact Nurnbers
Priority Contact Type Cantact Detalls

Entered Date Reference Type Type Entry Test

220242017 Estates TEXT Course Feedback Form Created

22/02/2017 Estates ESTATES  Completed Communication 6821 Compliments - NFA
22/02/2017 Estates ESTATES  Completed Stage Compliment Acknowledgment
22/02/2017 Estates ESTATES  Completed Task Compliments Acknowledgment
22/02/2017 Estates ESTATES  Trigger 1/10/1 Action No Action Requied

Create Diary [TRAIN] (=3a]

Reference: | E645

Entry Type: | Text -

Date: | 28/09/2016

Feference Type: Estates

Diary Status: | Marmal w7

Time: | 18:38:35

Audit Create

Itis really important that you add notes within
Diary Maintenance to record any additional
actions or conversations.

From the Contact Management
Communication Amendment Screen select
Diary.

In the Diary Maintenance screen you will see
other tasks that have been actioned as part of
the complaints process. However, you can
add additional free text entries, to do this
select Create.

Enter the text you wish to add in the white
box.

If you wish to send a message within
OPENHousing select the Send button.

Enter the text you wish to add in the white
box.

If you wish to send a message within
OPENHousing select the Send button.

[Type text]
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Create Message [TRAIN]

Fram: | LINDAS

To: Select User[z):

@) |nfarmation ) Question

Commmunication BE45 - Test

Linda Simpzon

Active Date: 28/09/2016

0 Answer

Uszer Favourites
Select User [TRAIN] ==

[T Inchude Disabled Users

ADMIN Adrinigtrative Account

Enii

AGEREYH Aggrey Nhiwativa

AN Ajay Patel

ALANN Alan Mical

ALEXH Alex Hunter

ALMAK Alma Kemp

AMANDAL Amanda Longhurst

ANDREWE Andrew Bemy

AMDREWW Andy White >

Cancel

Create Message [TRAIN]

From: | LINDAS

To: Select User(s]:

PLIMDAS HIPS

@) |nformation ) Question

Communication 6645 - Test

Uszer Favourites

Linda Simpzaon
[T &N Users

Active Date: 28/09/2018

) Answer

Double Click in the Select Users box.

Select the user you wish to send the
message to and select OK.

You can then select the Information,
Question or Answer radial.

Select OK

The message will be sent to the user you have
selected which will pop-up within
OPENHousing when they next log into the
system.

[Type text]
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[ Create Diary [TRAIN] [==l| Select OK

Reference: E645 Feference Type: Estates
Entry Type: Diiary Status:
Date: | 28/09/2016 Time: | 18:38:35
Test

it

= Diay Meintenance [TRAIN) f=l=l=sl| You will see the text diary entry in the Diary
File Edit Help
. v M Maintenance screen.
(a2 3 E P = &
Audit 5

Ref: 5821 MiT Test Select Ex|t

Contact Mumbers

Pricrity Cortact Type Contact Details -
Ertered Date Reference Type Type Ertiy Text -
22/02/2017 Estates TEXT TEST
22/02/2017 Estates TEXT Course Feedhack Farm Created
22/02/2017 Estates ESTATES Completed Communication 6821 Compliments - MFA
22/M02/2017 Estates ESTATES Completed Stage Compliment Acknowledgment
22/02/2017 Estates ESTATES Completed Task Compliments Acknowledament
22/M2/2017 Estates ESTATES  Trgger 110/ Action Mo Action Required
. ;
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