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	Report to West and Central Area Board 

6 January 2005


	
	

	Title:


	Mystery Shopping Progress Report – Third 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 October to December 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 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. 

5. 





Results of mystery shopping October – December 2004 
October 2004 – Operational Support

6. In September 2004 the mystery shopping team carried out reality checks on the Caretaking and Concierge service.  In October 2004, checks were continued in this service area and the mystery shopping team contacted the Operational Support team.  The team provides administration and support service to those tenants benefiting from the caretaking and concierge Service.

Key findings:

· There is a charge for the caretaking and concierge, which is included in the tenant’s gross rent.  The mystery shopping team contacted Operational support on two separate occasions and asked an employee if they could provide the amount charged for a specific property.  The correct information was provided on both occasions.

· In October 2004 residents living in multi-storey accommodation were asked to give their views on what services they would like to see developed in their blocks.  A number of meetings were organised and advertised throughout the borough to encourage residents to attend.  The mystery shopping team contacted Operational Support and asked them to explain the purpose of the meeting and provide details of the meeting.  The employee provided a detailed response and was rated as extremely helpful.

7. The exercise confirmed the team provides up to date information on services provided. One action has been developed to ensure this continues as follows:-

· Employees will be provided with further service charge information, which will include costs and what service the tenant receives for this amount.

December 2004 – Repairs Service Standard
8. A service standard for repairs was introduced in May 2004, which explains what customers can expect from the repairs service.  In December 2004, the mystery shopping team contacted 34 tenants to compare service delivery against the service standard.

9. Key findings:

· Employees are expected to inform tenants how long repairs should take.  Out of the 34 tenants, 30 confirmed that they were told the maximum days it would take to complete the required work.

· An appointments system is now available for urgent or routine repairs.  Out of 37 tenants, 32 were eligible to be offered an appointment. Of these 32 tenants 29 reported that they were offered a suitable time and date for the operative to call.

· Tenants now receive a confirmation letter when reporting repairs, which provides information on the repair they have requested and an indication of how long the repair should take to complete.  A repairs satisfaction survey is also included for their comments. All 34 tenants should have received a repair receipt however 14 tenants were unable to confirm this.

· Tenants can expect their furnishings to be covered whilst work is carried out in their home.  All of the tenants contacted benefited from this service.

· Following a repair the operative should tidy the area and arrange to have any rubbish collected within two days. 33 out of 34 tenants advised us that this was carried out.

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

· On-going training will be given to employees to ensure they are aware of 

the published service standard, which explains the repairs service and what our responsibilities are as a service provider.

· Where appropriate, results of the exercise will be discussed on a one-to –

one basis with employees. 

· The system in place for generating repair receipts will be looked at to ensure compliance with the published service standard.

Recommendation

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

Contact:  Hazel Forster, Housing Manager

Tel:  (0191) 433 8981
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