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Worthing Borough Council selected Covalent as its corporate performance management solution in April
2005. Following a short, effective implementation and training programme, Covalent was rolled out across

the organisation.
In April 2008, Worthing merged with  Adur District Council and the experiences of the previous

implementation and training were useful as they moved forward with partnership working across newly
formed Adur &Worthing Council Services. This included a programme of re -education for senior
management in the key attributes of Covalent, which again resulted in top -level buy -in and enthusiasm for

the software across both Council Services.

Pilating ihe-Feddbzck modtule The busimessbeniefits

This module provides a comprehensive feedback

Adur & Worthing were involved in developing and
management system where each complaint, compliment,

piloting a new Complaints module (now called the
Feedback module), along with South Lakeland comment and Freedom of Information request is recorded,
District Council, which was launched by Covalent in monitored and reported to track every stage of a complaint
2008. from initial contact through to resolution and lessons learnt,
which is essential for future service planning
Adur & Worthing regard effective handling of customer
feedback as the necessity to drive service improvement across
. both organisations. This in turn should provide a high  -quality,
O tew... Wodete W seve ¥ efes efficient, cost -effective and customer  -focused service.
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@ ABC2008_21 Fauity street light stil not fixed

The council uses Feedback Central to record
due dates on complaints.
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@ ABC2008 91 Damage/yzedalem W IR Status @ Closed Adding commentary and uploading relevant
Active [4] documentation to a particular complaint,
. OvenedDate 3 oy 209 compliment or comment enables managers to
Above, below and right: : Closed Date () 20 Decenber 2006 | keep all appropriate evidence in one place for
Sample views pf Feedpack omplaint Type § Roads and Street Lights ease of reference.
Central, including details of Source £}, By Phone R ) ) )
the feedback item, na-um,. 6By | inking actions to feedba
personal information about Remedy (] Therong e = lessons to be learnt, managers can easily see the
the customer and a record Lessons Leamt ) = related plans that are in place to improve
oft;eth::storygfteachstage Root Cause ] specific services. d
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Below: Example of trigger set up to notify selected recipients when

Automatic notification when action an item of feedback is due for review
Is needed with triggers

The ability to set triggers based on change of status or when an item
approaches its due date is a key strength of the Feedback module.

O6Managers have the peace of mind that relevant members of st aff
will be automatically notified by e -mail when action is needed
wi t hout having to manually check progress. d

Alan Balkham, Adur & Worthing Council Services

Assigning ownership for
confidentiality and relevance

$QORWKHU NH\ HOHPHQW RI &RYDOHQW: -V IXQFWLR(
limit the ownership and responsibility — of each item and assign
relevant permissions .

60This means that confidential items a
members of staff, and relevant managers and members can log in
and monitor the progress of a compl ai

Alan Balkham, Adur & Worthing Council Services

Above: Levels of ownership and responsibility set up for a feedback it

Developing crganisation-witie

6You ar e alcsstomiselydureowrtgaidance  for
each stage of the process, so that you can develop

council -wide procedures for feedback handling, which is
particularly important for ~ standardising working
processes across Adurand Wort hing council s. 0

Above: Covalent
allows Site
Administrators to set
up customised
feedback stages
and to add

guidance for each
stage

Alan Balkham, Adur & Worthing Council Services
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