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DERWENTSIDE HOMES

SOWAT GROUP

FEEDBACK FROM MYSTERY SHOPPERS

1.0   
Contact

1.1   
Phillip Curran - Performance, Strategy & Service Improvement Officer is available at p.curran@derwentsidehomes.co.uk or telephone 01207 524216.

2.0   
Background

2.1
As part of our commitment to improving the quality of services to our customers we have set up the SoWat Group. The SoWat Group is responsible for mystery shopping our services to drive forward service improvement. The group will inspect estates and mystery shop services through phone calls, writing letters, emailing and visiting our offices. The group will also be responsible for inspecting void properties before allocation. They will base their judgements on our agreed service standards and our lettability standard.

2.2
The group consists of several tenants who at different consultation events expressed an interest in getting involved. After the first meeting 15 tenants furthered their interest in getting involved. Eleven group members attended training sessions on estate inspections (including a mock inspection with staff) and mystery shopping exercises, which include letter writing, sending emails, telephone calling and visiting our HQ. All mystery shopping took place the week beginning 12th October 2009. 

3.0 Telephone mystery shopping
3.1
We asked shoppers to ask several questions from seeking repairs to information of our home contents insurance scheme. Shoppers also rated their customer experience with how long it took to answer the phone, corporate greeting and were officers polite and helpful.    

3.2
The shoppers made 7 telephone calls of which staff answered within 60 seconds, although 2 were unable to contact and left a message. The shoppers had concerns about the time customers had to leave a message on the answer machine. One mystery shopper felt they did not have enough time to leave their name and address. In all but 1 case, officers answered the telephone with the corporate greeting, were polite, friendly and helpful. Again, in 1 case the shopper thought the officer was not helpful when they asked for information on when their gas service was due.   

3.3 The main issues raised by the shoppers were reporting repairs, ways to pay rent, gas servicing and information on insurance. All reports made received a high standard of service and no case needs any action. Mystery shoppers gave an excellent response and issues corrected at the point of contact, appointments made for repairs operatives or inspectors to call. Shoppers on average rated their customer experience as excellent. One case did highlight issues regarding ways to pay; the shopper said she was unable to get into the office to pay and what were the other ways to pay? The staff member told the mystery shopper they could pay by bankcard, send cheque into Greengates House or pay at bank. Another shopper highlighted that they had telephoned about CLB and the information they received was comprehensive, which lasted around 10 minutes explaining the details. Contact person was Denise Dixon and the service was excellent. Some other responses were:

“Information given was clear and good”

“Andrea said she would have the information in post. Quick to answer the call and question and very pleasant and helpful. I received the information the next day.”

“Very quick response, inspection on path carried out and inspector also highlighted other outside repairs required.”

4.0
Office Visit

4.1 Two mystery shoppers visited Greengates House to test services and both visits sought information on Choice Based Lettings, while looking at the facilities, staff and information on display. Information they received on CBLs was excellent with a good explanation of how it worked.

4.2 One of the shoppers was not sure if the counters were accessible by disabled people, while the other did. Both shoppers agreed the reception area was clean, safe and tidy with one shopper aware of the hearing loop while the other was unaware of the facility. Both shoppers agreed no information was on display or available. There was no signage for toilets and lift. One shopper agreed that staff were friendly, helpful, wore visible name badges and acknowledged them within 5 minutes. Some other comments were:

· No Anti bacteria gel (swine flu)

· No signage to office from either side of the industrial park

· Seats in reception too low

· No café opening hours / office opening hours

· Nowhere to have a cigarette

· No post box

5.0
Written letters and e-mail

5.1
One shopper wrote a letter to the organisation seeking a repair to their roof and another shopper sent an e-mail seeking information on when he would receive new windows and doors.

5.2 One shopper confirmed she sent the letter on the 12th October and received a telephone response on the 13th with a follow up letter on 14th. She found the letter clear to understand, satisfactory information, contact details visible although was unsure about other formats. The letter sent out was also on official letterhead.

5.3
One shopper was happy with the service they received by e-mail. The shopper received a satisfactory response within one hour of sending the e-mail.
6.0 Next step

6.1 The Sowat Group will meet again next week to discuss the first phase of the mystery shopping and tenant inspectors. The group will reinspect Burnopfield and Tanfield Lea again over the coming weeks and to re-examine any issues from the previous report. The group will re-inspect any issues raised in this report within a month from the date of this report.

6.2 Main issues highlighted in this report are:

· Amount of time to leave message customer answer machine if officers busy

· Ways to pay rent or garage charges

· Disabled access and the height of the counter for disabled customers’ counter

· Information on display

· Clearly marked toilet and lift

· Signage to/from either side of the industrial park

· Seating area in reception

· Office and café opening hours on display

· Area for cigarette

· Post box
6.3
Some other issues highlighted were with the “Henry Van” and its location for the capital works choice list. When the shopper called customer services they were unaware of the location or that capital works used it for choices of programme works.
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