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Derwentside Homes – Mystery Shopping Improvement Plan 2010

All actions below were highlighted by mystery shoppers and actions agreed with managers


Key:

	Progress Status:
	Red = not yet started
	Amber = in progress
	Green = complete


Service Area: Independent Living for the over 55’s 

Dates mystery shopping carried out: week commencing 12th April 2010 

Lead Officer: Angela Hodgson / Phillip Curran

Date improvement plan agreed with group: 25th May 2010
	Ref
	Recommendation
	KLOEs and Report No.
	Milestones
	Lead Officer
	Target Date
	Resources
	Improved Outcomes for Customers and Evidence
	Progress Status
	Revised Date
	Any Barriers

	
	
	
	
	
	
	
	
	
	
	

	1
	Officer’s complete application forms with customers or customers can return application to court. Self addressed envelopes made available so customers can return to HQ


	
	· Supply of Choice Based Lettings stationery

· Officers to give advice and assistance to applicants to complete forms

· Training for support officers on how to make bids for properties

· Advertise use of courts for Choice Based Lettings bids

· Performance measure application forms returned from courts
	Stephanie Simpson

H S O’s

Trevor Smith

Trevor Smith/ Angela Hodgson

Angela Hodgson
	May 24th 2010

June 30th 2010

June 1st 2010
	Stationery
	Improved access advice and consistency of services

..\..\Housing Management Performance Management\New HM Stuff\2010-11\Shortcut to Monthly performance spreadsheet 10 - 11.xls.lnk

	
	
	

	2
	Boards available for customers to see when support officer is available. Also information on the support officer, photo etc which is currently on website. This explains and identifies who the warden is with a back ground on the scheme.


	
	· Boards for each court to be ordered

· Boards to include photographs of support officers

· Details of scheme and 
· Leaflet on individual courts explaining what is available and charges

· Hours of work

· Responsibilities of warden

· Details of issues discussed within Support plans

· Service standards


	A Hodgson

A Hodgson/ H S O’s

H S O’s

H S O’s

H S O’s

H S O’s

H S O’s

H S O’s
	Sept 2010

Sept 2010

Sept 2010

Sept 2010

Sept 2010

Sept 2010

Sept 2010

Sept 2010
	
	Ensures literature clearly describes the service provided for current and prospective tenants & ensure that information is also provided for relatives care and support agencies so that all are aware of the role of Housing Service Officers and the benefits of the service provided Access, advice and customer care improvement


	
	
	

	3
	Signage to courts from the main road


	
	· External  landscapes at all courts to include replacement signs to compliment haven and Magdalene Court 

· Review signs at access points to courts 
	D Pye

A Hodgson
	December 2010

December 2010


	
	Evidence\Ref 3 Haven House - Drg for Approval Rev 04.pdf
	
	
	

	4
	Welcoming look of courts i.e. flowers


	
	· Environmental improvements will ensure outside of courts are improved 

· Internal entrance to be reviewed
	D Pye

A Hodgson
	December  2010

	
	Customer panel to review internal entrance to courts
	
	
	

	5
	Ability to leave message on answer machine so support officer can call the customer back. Mobile and landline answer machine. Corporate sheltered accommodation greeting


	
	· Corporate telephone greeting for all courts

· Telephones with ability to leave message


	A Hodgson

A Hodgson
	July 2010

July 2010


	
	Consistent approach to customer care
	
	
	

	6
	Identification to be worn at all times


	
	· Instruction by Older Persons Manager
	A Hodgson
	May 2010
	
	Consistent approach to customer care.
	
	
	

	7
	Leaflets available on access to Derwentside Homes’ services and other services i.e. Durham County Council services.


	
	· Leaflet checklist to be developed

· Reviewed every month by Housing support Officer keep information current and available
	A Hodgson

H S O’s
	Sept 2010

(waiting publication)


	
	Ensures literature clearly describes the service provided for current and prospective tenants & ensures that information is also provided for relatives care and support agencies so that all are aware of the role of Housing Services Officer and the benefits of the service provided Access, advice and customer care improvement.

	
	
	

	8
	Re-fresher training on what services are available here at Derwentside Homes.


	
	· Service provision

· Listening skills

· language line details

· On line  Benefit calculations 

· Involvement opportunities

· Furniture schemes and support services which are available to tenants


	A Hodgson

T Smith

S Gowland
	Sept 2010 – March 2011
	
	Knowledgeable staff who are able to give advice and assistance to customers. 
Development Training Plan.
	
	
	

	9
	Audit of Improvement Plan
	
	· Sowat Group member and Older Persons Manager to visit courts to audit progress on improvement plan every six months

· Improvement plan progress to be published in around the courts on a 3 monthly basis

· Improvement plan monitoring through clearview project management process
	P Curran/A Hodgson

A Hodgson

A Hodgson
	March 2011

July 2010

March 2011


	
	Monitoring of actions 
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