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Service Plan -

Objective: Improve
Customer Service

* |dentify key * Implement new call
transactional services handling telephone
to be delivered online system

» Create online forms * Increase texting
and workflow services

* Publicise and refer
tenants to online
services

. Naw\ej

Online -

- Eight areas identified \h‘.,‘.’f{?(\@
* Four forms live
 Six forms testing

» Easier to complete
* Mobile responsive
» Customer language

Apply to rent a council owned garage

AR -
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Digital Platform

« Meet expectations < Phase One view rent
accounts

 Rent due
* 24/7 contact - Payments paid
Account balance

» Self service

* Avoidable contact

« Value for money

. \:\)ave(\a

Publicity
« All Tenants Open Ea51er onlme
Meeting - July e e e

ﬁndnglease T to connect

» Waverley Homes and
People - Summer

« Information at sign up ==EEEE
and other contacts
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Telephony

* Implemented UC
Analytics

* Monitoring of calls
* Live info

* Decreased number of

lost calls 11% to <3%

* Focus on quality of
call

AR
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Texting

» Contractor
appointment texting

» Day before, ETA on
day and completion

* Rents texting

» Missed payment,
missed DD and
bespoke messages

AR

#44 aus Reply Information *++4

RecID: -

gite: Waverley
Contract: D1: Responsive Repalrs
JoblNol:

Adress: IQueensway, Cranleigh, Surrey, &U6 .,
RemotedeviceID:
Mahile No:

Reply Measage: I'm on my way will be there about 1 30mm

Weverey
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Housing Service
Restructure
Objectives

* build on improvements made
* structure support customer focus

 strengthen the corporate vision of a streamlined
customer service, and provide a single contact
point for tenants

» ensure that value for money and quality service
delivery

« further develop and maintain the housing U\'\m,\

ms 2

Performance - calls

3500
3000 //A\
2500 w A
\——/ \/ \ mmm o of calls received by Customer
Service Team in month 2017/18
2000 ¥
\ mmm Numberof calls lost by Customer

Service Team in month 2017/18

1500 —#—no0 of calls received by Customer
Service Team in month 2016/17

Number of calls lost by Customer
Service Team in month 2016/17

1000

500

April May Jun Jul Aug Sep Oct Nov Dec Jan Feb Mar
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Performance - jobs

3500

3000

2500

2000

1500

1000

500

mmm jobs raised 2017/18

—&—jobs raised 2016/17

BOROUGH COUNCIL
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Performance — repair

time

35

30

25

~/\

20

15

10

mmm average time taken for RR job to
be completed 2017/18

—&—average time taken for RR job to
be completed 2016/17

BOROUGH COUNCIL

Na«zr\a

Page 6

17/11/17



Performance —
complaints
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Drivers for change

* Excellent customer service
for our tenants

» To work smarter to deliver
efficiencies

« Staff empowerment
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“customer Service=

iEs R Eotact _customery
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Property Services
division

Head of Housing Operations

e O

Commissioning Manager Operations Manager

AR
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New Structure —
Property Services

Operations
Manager
Special ) ) _
PPojects ggf\}ﬁ:@er Compliance Senior Senior
Coordinator Manager Manager Surveyor Inspector
Na«zr\a
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New Structure —
Customer Service

Customer Service
Manager

Customer Service
Officer x 7

AR
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New Structure —
Surveyors

Senior Surveyor

Surveyor x 2

AR

Clerk of Works
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Page 9

17/11/17



New Structure —
Responsive Repairs
and Voids

Senlor Inspector

Void
Coordinator

Inspector x 2 Void Officer

AR
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New Structure —
Tenancy and Estates

Tenancy and

Estates
Manager
Tenancy and
Estates Team
Leader .
Community .
Development Intervention
Officer x 2 Officer x 2
Tenancy and
Estates Officer
X5
AR e
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New Structure —
Development

Housing
Development
Manager

Support
Officer

Development Tenant Liaison
Officer x 3 Officer

AR
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New Structure —
Service Improvement

Service Improvement

Manager
Service Tenant Orchard System
Improvement  Involvement  System Project Officer
Officer Officer Project Officer
. \:\)aslzrka
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Next steps -

* Implement the restructure

» Testing phase two online forms

» Testing online rent account

* Implement T&E Case management system
» Development of digital platform

* Further develop texting services

« Ongoing monitoring of service delivery

. Naw\ej
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