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	Report to West and Central Area Board 

4 November 2004


	
	

	Title:


	Mystery Shopping Progress Report – Second Quarter

	Report of:
	Principal Housing Services Manager

	
	


Purpose of the report

1. To provide a quarterly progress report to the Area Board on those areas of service, which were tested by mystery shopping between July to September 2004. 
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 is used as a tool for research and we use it to develop actions plans to improve levels of customer service.  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. 

5. 





Results of mystery shopping July – September 2004 
July 2004 – Repairs Service Standard

6. A service standard for repairs was introduced in May 2004 which explains what  customers can expect from the repairs service.  In July 2004, the mystery shopping team contacted 39 tenants to compare service delivery against the service standard.  

Key findings:

· Employees are expected to inform tenants how long repairs should take.  Out of 39 calls, 32 were told the maximum days it would take to complete the required work.

· An appointment system is now available for urgent or routine repairs.  Out of 39 calls, 31 were offered a suitable time for an operative to call.

· Tenants can expect their furnishings to be covered whilst work is carried out in their home.  Out of 39 tenants, 36 benefited from this service.

· Following repair the operative should tidy the area and arrange to have any rubbish collected within two days.   38 out of 39 tenants advised us that this was carried out.   

· All tenants now receive a confirmation letter when reporting repairs.  During the reality check this service improvement had not been introduced boroughwide. This part of the service standard will be re-evaluated in November 2004 and details reported to the area board meeting February 2005.

5. An action plan has been developed to ensure that every tenant is given the correct information and a consistent approach in future.  As a result: -

· On-going training will be given to employees to ensure they are aware of the publicised service standard.

· Regular meetings with our contractors will be held to discuss mystery-shopping results.

· We will re-evaluate this service in November 2004 to incorporate a check on the confirmation letter sent to our tenants.

August 2004 – The lettings standard
6. Between 28 June and 3 August 2004 we received satisfaction questionnaires from 50 people who had viewed properties we classified as being available and ready to let. 10 out of 50 people who responded indicated that they felt the property they viewed did not meet the lettings standard for empty homes.  In August, the mystery shopping team successfully contacted 7 of those 10 people to discuss this with them.  
7. All of the applicants recorded the property they viewed was safe and secure.

8. 3 out of the 7 thought the property they saw wasn’t clean and 4 out of the 7 took the view that it was not in good condition.

9. The exercise highlighted that 3 out of the 7 properties had met the lettable standard, although customers had specific comments to make.

10. An action plan has been developed following this exercise and includes the following:  

· Training for the lettable standard was carried out prior to its introduction in May 2004. This training has recently been repeated for all relevant employees within the Company and Local Environmental Services to ensure that standards are being consistently applied.

· The procedure for accompanied viewings has been revised and an information pack has been developed to assist estate officers when showing prospective tenants around a property. The pack also contains a questionnaire, which will ensure all prospective tenants are given the opportunity to comment on the lettable standard of the property they have viewed.

· Questionnaires will continue to be evaluated to inform further service improvements.

August 2004 – Ending a Tenancy
11. Tenants who wish to terminate their tenancy are now given specific advice about how we will deal with this process. Estate Officers visit tenants at home during their four weeks notice period and advise them on any rent account balances, the condition of any repairs and improvements which they may have made themselves and about handing in their keys to the local office.

12. In August 2004 the mystery shopping team identified 9 tenants who wished to terminate their current tenancy and 2 were successfully contacted.  1 tenant was given the relevant advice relating to their termination, but the other was not.

13. The number of tenants contacted in the reality check is not sufficient to represent this service area so we intend to repeat this check within our annual programme.  

14. An action plan has been implemented following this exercise and includes the following: -

· Housing Managers must carry out an audit of specific activities detailed in employees Personal Work Plan to ensure a consistent approach.  This includes a 10% check of properties that have become vacant.

· Guidance about ending a tenancy has been included on the company website and as a public information leaflet. A service standard checklist is being developed to assist Estate Officers when carrying out the pre-termination visit to ensure consistency of advice.

· Further training sessions will be held to ensure all employees are aware of what information tenants should be given when they terminate their tenancy.

September 2004 – Caretaking and Concierge Services

15.
In September, the tenant inspectors carried out visits to 14 multi storey blocks to see whether our caretakers and concierge are providing a friendly, clean and secure environment for tenants to live in.

16.
Caretakers are expected to display their duty details on the communal notice board in their block so tenants know when they are available. 9 out of 11 caretakers had displayed these details appropriately.

17.
On-site employees are expected to provide advice to our customers if they contact them with a query.  The tenant inspectors thought 8 out of 11 provided good advice and 4 out of 11 provided a leaflet for further information.

18.
The inspectors were also asked to comment on the cleanliness of the multi storey block they visited and thought 12 out of 14 blocks were clean.

19.
An action plan has been developed following this exercise and contains the following: -

· A standard notice is to be developed and issued to all caretakers so they can display their availability details for tenants.

· The Learning Curve, which contains all the public information leaflets produced by the company has been issued to all staff.  All employees in the caretaking and concierge service are being encouraged to participate in the quiz, which will help to enhance their knowledge of the company services

Recommendations

20. The Area Board is recommended to:

· note the outcomes from the mystery shopping exercise 

· agree to receive a further report on repairs reporting in February 2005 in relation to the rollout of confirmation letters borough wide, as part of the quarterly report. 

Contact: Kevin Lumley, Principal Housing Services Manager
 Tel: 433 5305
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