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	Report to the East and South Area Board 

5 September 2005


	
	

	Title:


	Mystery Shopping Progress Report – First quarter

	Report of:
	Principal Housing Services Manager

	
	



Purpose of Report

1. To provide a quarterly progress report to the Area Board on those areas of service, which were tested by mystery shopping between April to June 2005.

Background

2. The Area Board agreed at its meeting on 5 August 2004 to receive quarterly progress reports on the outcomes of mystery shopping exercises.  This report details the results from the first quarter.

3. Mystery Shopping is used as a means of reality checking service delivery.  It enables the company to identify strengths and weaknesses in the way customers are dealt with and helps inform action plans for service improvement.

4. The Mystery Shopping team was established in September 2003 and consists of a Housing Manager, and nine tenant inspectors.  In consultation with the tenant inspectors a work programme has been developed to test the range of services offered by the company.

Results of mystery shopping April – June 2005

5. April 2005 – Estate Tours and Housing Benefits

Estate Tours

In April 2005 the mystery shopping team contacted all of the housing offices by telephone and asked the following question ‘When is my next estate tour?’

Key Findings;

· The tenant inspectors advised that 12/15 offices answered the telephone within the target of 20 seconds.  

· The tenant inspectors also said that The Gateshead Housing Company’s telephone protocol was used in most cases.

· The tenant inspectors stated that 8/15 offices did know the dates of the estate tours in their area.

Action Plan

An action plan has been developed following this exercise and includes the following;

· All employees of the company should make themselves familiar with the company telephone protocol.

· All employees should have a guide to estate tours at hand so they can provide the customers with the correct information.

· All employees should know when estate tours would take place especially in their own neighbourhood.

· All employees should aim to provide the right information.  

Housing Benefits 

Also in April 2005 the mystery shopping team contacted the housing offices by telephone and asked the following question ‘When can I see a benefits officer?’

Key Findings

· The telephone protocol was used all cases except one.

· There was only one office that did not provide the information requested.

Action Plan 

An action plan has been developed following this exercise and includes the following;

· We reminded staff of use of the telephone protocol even though there was only one incident when it was not used.

· We asked all employees to have a guide to benefits leaflet at hand to provide the right information.

6. May 2005 – Repair Reporting Service

In May 2005 the mystery shopping team contacted the repair reporting service by telephone and asked them to raise 15 separate repairs for various addresses.  The mystery shopping team thought it would be beneficial to carry out a mystery shop before the repair reporting service relocated to the Baltic Business Centre.

Key Findings

· The tenant inspectors were not always able to contact repairs and received a message stating the service was busy.

· On some occasions the tenant inspectors received an engaged tone.

· When repairs are to be carried out by the contractor Morrison’s we do not offer the customer an appointment at first point of contact.  The contractor Morrison’s will contact the customer with an appointment after they have reported the repair. 

· The repair reporting service was in the process of moving to the Baltic Business Centre when the mystery shopping exercise took place and we were able to report 5 repairs.
· 4/5 calls were answered within the target timescale.
· All of the calls answered used the telephone protocol.
Action Plan

An action plan has been developed following this exercise and includes the following;

· To ensure that when a tenant calls the repairs service they receive a number in the queue whilst they are busy.

· The company to ensure the repairs service is fully staffed especially at busy periods.

· To ensure the repairs employees provide the customer with the correct information.

· The repairs employees should always take customers details and advise when they are registering repairs.

· We should ensure an appointment or target date is issued when possible. 

In July 2005 we tested the repair reporting service again to check for improvements.  The tenant inspectors found that the service was much improved once the repair reporting team had relocated.  The mystery shopping team found the following improvements;

· More calls were answered

· All calls were answered and the response time from the customers point of view was quicker

· The quality of the information/advice was excellent

There will be a full report on the July mystery shop in the next quarterly report but this is just to highlight the improvements made and the benefits of mystery shopping.

Recommendation

7.
The Area Board is recommended to note the outcomes from the mystery shopping exercise. 

Contact:
Nichola Cowen, Housing Manager                      Tel: (0191) 433 8981
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