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	Report to the West and Central Area Board 

5 January 2006


	
	

	Title:


	Mystery Shopping Progress Report 

	Report of:
	Principal Housing Services Manager

	
	



Purpose of Report

1. To provide a quarterly progress report to the Area Board on those areas of services, which were tested by mystery shopping between July to September 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 second quarter.

3. 
Mystery shopping has been one of the methods the Gateshead Housing Company has adopted to bring our tenant customers to the heart of 
 service delivery and improving standards. Using our own tenants with genuine service needs, we have been able to capture the experience from contact through to enquiry resolution.
4. 
The Mystery Shopping team was established in September 2003 and consists of a Housing Manager and fifteen 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 July – September 2005 

July 2005 - Repairs

5.
In July 2005 the mystery shopping team contacted the repairs team by telephone to report repairs.


Key Findings

· The tenant inspectors advised that all calls made were answered.

· The tenant inspectors advised that all calls used the company telephone protocol.

· The tenant inspectors advised that all of the information provided was helpful in all cases.  Overall this was a very successful mystery shop.

Action Plan

· Repairs to ensure they take essential details name/address/telephone numbers. 

· Repairs team to advise the customer they are registering the repair.

· Repairs team to advise the customer of the target date to complete the work.

· Repairs team to always offer the customer an appointment when appropriate

August 2005 – Lettings

6.
In August 2005 the mystery shopping team contacted all of the housing offices, the lettings team and the Council’s housing advice section and asked the following question ‘I want to apply for a flat? Where can I get one and what are my chances?’

Key Findings

· The tenant inspectors found that the company always used the telephone protocol.

· Most of the information/advice provided was helpful and 5 of the offices provided excellent information.

· The tenant inspectors found that not all calls offered basic housing advice.

· Information could vary from lots of information to a small amount.

Action Plan  

· Managers of the company are to ensure that employees are aware of the criteria in terms of answering lettings queries and how to offer good, sound advice.

· Employees of the company should not pass customers to another office for advice.  Regardless of location all offices should provide clear, consistent advice to our customers.
· Employees of the company should be using the tools available to them lettings bulletin/website/daily void lists/employee resource etc.

September 2005 – Anti-social behaviour and Repairs

Anti-Social Behaviour

7.
In September 2005 the mystery shopping team contacted all of the housing offices and the Neighbourhood Relation’s team and asked the following question ‘How do I report anti-social behaviour?’

Key Findings

· All of the calls made used the company telephone protocol.

· The tenant inspectors felt that 10 out of the 17 calls made provided good, helpful information.

· 6 of the offices and the Neighbourhood Relations team did provide excellent responses.

· As the tenant inspectors wanted to remain anonymous when reporting anti-social behaviour they sometimes found there were barriers.

Action Plan

· All Housing Managers and Neighbourhood Relations Team Managers to ensure their teams are adequately trained in terms of offering advice about anti-social behaviour and to ensure all employees are aware of the service standards.

· All Managers to ensure their teams have read the Neighbourhood nuisance leaflet and keep a copy on their desk for reference.

· Neighbourhood Relations Team to provide local offices with training to ensure they can offer the right advice.

8. In June 2005, the mystery shopping team asked the same question to test anti-social behaviour.  The results from June to September 2005 have indicated a slight improvement in service standard provided to our customers.

9. In the June mystery shopping exercise, only half of the offices provided good information.  This exercise has shown a slight increase in good responses.  Six of the responses were excellent. This was not the case in June.  Training is still on going within the company to ensure front-line employees are able to provide the information needed.

Repairs 

10. In September 2005 the mystery shopping team also contacted the company’s repair service and raised a number of repairs.

Key Findings

· All of the calls made were answered.

· The company telephone protocol was used in all cases.

· All of the calls made provided a helpful response.

Action Plan

· The repairs team need to ensure they always take the name, address and telephone number of the customer.

· The repairs team should advise the customer they are reporting the repair.

· The repairs team should always provide a target date for completion.

11. When comparing the September mystery shop with July 2005 regarding repairs the company has seen a huge improvement in terms of service delivery.  The latest mystery shop had higher statistics when considering the standard we expect.  More names/addresses/telephone numbers were taken and all of the repairs reported were given an appointment.  

12. The repeated action plan is a reminder to the Management and the Repairs team so they continue to ensure this information is requested and provided.  We need to ensure the expected standard is being delivered when our customers report repairs to the company.


October/November 2005 – Lettings

13.
Following the disappointing results from the August mystery shop, the mystery shopping team carried out a re-evaluation on lettings.  This mystery shop was carried out in two phases, hence leading to a crossover into the November month.  The team contacted all of the housing offices and the Council’s housing advice section and asked the same question used in the last mystery shop ‘I want to apply for a flat? Where can I get one and what are my chances?’ 

Key findings

· There was no significant improvement with regards to advice given from the last mystery shop
· The advice given on allocation in some housing offices was inconsistent and inadequate. However, some front line staff did give some good advice and went that extra mile.

· Some officers were advising the mystery shoppers to contact the homeless section/housing advise centre without trying to give the caller sufficient general advise on the allocations at the first point of contact.

· There was consistency with regards to sending out application packs.

·  Only a few officers referred to or mentioned the lettings bulletin.

· In general officers did not make much effort to investigate the circumstance of the mystery shopper i.e. household details, age, then give realistic advise on what they could apply for to enhance their chances of being re-housed.

· The majority of calls were answered within their expected time scales.

Action Plan

· The above weaknesses set out a robust action plan, which mainly entails training on the lettings policy which to be provided to all Housing Offices. A target date has been set for the 11th January 2005. 

· Managers will address individual performances of staff that were mystery shopped in the one to ones/appraisals.

· Housing managers will confirm to the mystery shopping team that all employees have received training on all the areas of weakness identified in the mystery shop.  This should not be any later than the target date set for the 11th January 2005.

· The mystery shopping team will re evaluate the service again by carrying out another mystery shop. The date of the mystery shop will remain anonymous.

Equality and Diversity Implications

14.
Mystery shopping teams are representative of the community within Gateshead and the exercises take into consideration the diverse needs of the community
Recommendation

15.
The Area Board is recommended to note the outcomes from the mystery shopping exercises.

Contact:  Henry Mayanja, Housing Manager                 
Tel: (0191) 433 8981







