
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.
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Adur & Worthing were involved in developing and 

piloting a new Complaints module (now called the 

Feedback module), along with South Lakeland 

District Council, which was launched by Covalent in 

2008.  

Piloting the Feedback module The business benefits

This module provides a comprehensive feedback 

management system where each complaint, compliment, 

comment  and Freedom of Information request is recorded, 

monitored and reported to track every stage of a complaint 

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, 

efficient, cost -effective and customer -focused service.

The council uses Feedback Central to record 

due dates on complaints.

ôThis allows managers to see the traffic-lighted 

status of each item at a glance, thereby 

providing an early warning of service delivery 

failures, and helps with exception reporting to 

target areas where action is needed .õ 

Adding commentary and uploading relevant 

documentation to a particular complaint, 

compliment or comment enables managers to 

keep all appropriate evidence in one place for 

ease of reference.

ôBy linking actions to feedback where there are 

lessons to be learnt, managers can easily see the 

related plans that are in place to improve 

specific services.õ 

Alan Balkham, Performance Officer, Adur & 

Worthing Council Services

Above, below and right: 
Sample views of Feedback 
Central, including details of 
the feedback item, 
personal information about 
the customer and a record 
of the history of each stage 
and status updates

http://www.aws.gov.uk/


www.covalentsoftware.com
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Developing organisation -wide 

procedures with 

customised guidance
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limit the ownership and responsibility of each item and assign 

relevant permissions . 

ôThis means that confidential items are only visible to certain 

members of staff, and relevant managers and members can log in 

and monitor the progress of a complaintõs resolution.õ

Alan Balkham, Adur & Worthing Council Services

ôYou are also able to customise your own guidance 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 Adur and Worthing councils.õ

Alan Balkham, Adur & Worthing Council Services

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.

ôManagers have the peace of mind that relevant members of staff 

will be automatically notified by e -mail when action is needed 

without having to manually check progress.õ

Alan Balkham, Adur & Worthing Council Services

Assigning ownership for 

confidentiality and relevance

Automatic notification when action 

is needed with triggers

Above: Covalent 
allows Site 
Administrators to set 
up customised 
feedback stages 
and to add 
guidance for each 
stage

Above: Levels of ownership and responsibility set up for a feedback item on the councilõs Covalent site

Below: Example of trigger set up to notify selected recipients when 
an item of feedback is due for  review


