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1. Background 
The Scrutiny Pool noted that in June 2016 a number of changes had been implemented with regards to the delivery of the 
Independent Living service. The IL service has reported that since the changes have been introduced customers have given 
mixed views with regards to how satisfied they are with the new service.  
 
In order to find out more from customers with regard to their views on the service the Independent Living Team are planning a 
consultation in November 2016. The consultation will seek to identify how the new service is working in practice for customers 
and if there are aspects to the new ways of working that can be improved.  
 
2. What we chose to look at 
We recognise that it is important for as many customers as possible to share their views on the service, so that staff and 
customers can work together to develop a service that fits with the current funding structure and meets customer need. To 
ensure that as many customers as possible participate in the consultation we identified the following areas to be reviewed: 

• The proposed methods for consultation with customers  
• How feedback will be provided when the consultation has taken place. 

 
3. What we reviewed 
We conducted the scrutiny by: 

• Receiving a briefing from IL staff on how the consultation will take place  
• Reviewing the questions that are proposed for the consultation 

 
4. What is working well? 
We welcome the opportunity for all IL customers to attend a consultation event at their scheme where they can have face to 
face discussions with staff about the services they receive.  
 
5. Value for Money 
Seeking the views of customers contributes to an assessment of what services IL customers require, the quality of services expected 
and how they can be funded. 
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6.  What we think can be improved and our recommendations 
Having reviewed the information available to us we have detailed below our findings and recommendations. 
SP Rec. 
No 

Recommendation PHG response  Proposed actions 

1 Consider issuing a survey and a freepost 
envelope to those customers who cannot 
attend the meeting. We have provided an 
example of what the survey may look like, 
which mirrors the questions that will be 
asked at the consultation meeting. You 
may wish to consider use of a returns box 
in a communal area of the scheme. 

Agree to work with the 
Pool to produce a survey 
that can be completed 
and posted back by 
customers.  

These recommendations have 
been addressed and a supply 
of surveys and envelopes will 
be left following the meetings.  
(These are due to commence 
on 15th November). The 
completed forms can be either 
posted or passed to the 
Independent Living 
Coordinator to forward to the 
Head of Independent Living. 

2 Consider making a copy of the survey 
available at the meeting for customers to 
complete and return. 

Agree. As above.  Copies of the survey 
will be made available for any 
tenant who wishes to 
complete one. 
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3 To increase awareness of the meeting 

consider providing a flyer / letter to each 
household and use text message and /or e-
mail to remind customers of the meeting. 

Agree to promote the 
sessions to increase 
attendance from IL 
customers. 

A flyer has been produced that 
will be delivered to every 
tenant one week prior to the 
meeting.  In addition larger 
posters will be displayed on 
the communal notice boards. 

4 Before the consultation takes place 
consider issuing all tenants with 
information on how the new service 
operates and what that means in practice. 
This will help to ensure that tenants are 
clear about what the new service is when 
they are consulted on the service. 

As part of the meeting the 
new service model will be 
outlined to how it has 
changed since June 2016.  
Therefore it is not felt to 
be necessary to send 
additional information 
prior to the meetings. 

Detailed information will be 
given out at each meeting. 
Information will be passed on 
to non-attendees via scheme 
managers.  

5 Ensure timely feedback following the 
consultation so that tenants can see how 
their views are being taken in to account 
and used. We would like you to provide 
details of how and when you think you can 
achieve this.   

Agree - feedback to be 
given to customers 
following on from the 
meetings. 

Once all meetings have been 
completed (end of December) 
then the information will be 
collated. This will be done 
during January 2017 with a  
report highlighting the  
outcomes being made 
available for tenants. 

 
7. Support provided for the Scrutiny Review 

3 
 



 
Progress Housing Group 

 
Review Group Scrutiny Report 

Independent Living (IL) Consultation 
 
The group wishes to express its thanks to all those staff members who have supported and assisted with this scrutiny 
review. 
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