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Helena Partnerships

St Helens, Merseyside
Manage approx. 13000 homes

674 staff including 268 trades people In
our Propertycare division

\Jorking with young people since 2005

Stock transfer association — 2002
1
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Excellence @ Helena

Deliver customer services

Listening and acting on feedback
Making decisions that matter most

Hold us to account

Monitor and evaluate services how they
can be improved
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Key achievements

* TSA Co-regulatory
Champions

 Customer Excellence
Website

UK Housing Award 2011
Finalist

e nferences

helena
HOMES




Embedding Challenge

« Customer Excellence
Panel

 Customer Inspectors

* One Voice tenant
panel

* Young Inspectors
« RIMG
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Customer Excellence

Customer
Excellence
Panel

Young Customer .
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Why Young Inspectors?

» Different perspective
 Account for 927 of tenants
 [Future

» Services specifically for
under 25's
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Role of a Young Inspector

“...a volunteer whose role it is to carry out mystery
shopping and inspections to provide feedback from
a customer’s point of view...”

 Check Helena meets any standards
* Report findings and make recommendations
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Benefits

 Christmas activity O i B
» Vouchers for tasks ) ’
« Make friends
* Training Opportunities
 Make a difference
* Build CV
« Updates
Volunteer experience
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Challenges

 Avallability

* Training

« Safeguarding |
* Transportation )
» Catering w W
* Times/location {‘&/ﬁ
» Contact numbers —
Staff expertise

ecruitment
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Recruitment

« Wider group “Inspire”

* Young person projects

* Briefings to Neighbourhood teams
 Open Days

* Bring along a friend :"
. Website )\\’g
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Training

* |nitial Inspector training
 Certificates
* |nspectors choice

* Helena’s wider training
opportunities

. Incentive
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Avallable support

At least 2 members of staff

Training

Out of pocket expenses

Equipment - |-
References O gl
Mentoring d , \

—
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The process...

| 1. Briefing
|

| 2. Fieldwork period
[

| 3. Debrief

| 4. Recommendations developed
|

| 5. Recommendations reviewed in wider context
|

| 6. Recommendations implemented
|

7. Performance monitored by the Scrutiny Group ‘
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Link’s to Helena Board
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e Customer Excellence
Report to Helena Board
Quarterly Update

September 2011
The Panel noted that the percentage of repairs ¢¢ s -

current target is below the benchmark level, we di W ANl -
upcoming service review on repairs and maintens T o S
being taken to address this. The Panel is pleased

required to reduce levels of dissatisfaction. We wr 5

dissafisfaction and failure to complete repairs righ | - -

Customer Inspectors.

Following our annual recruitment ‘Taster Day’, twt l
new members of the group. The training gave eac
skills they require to become a fully-fledged Custc

‘ , the knowledge to carry out mystery shopping and
‘ b O I I O W y O u In all we welcomed an addional new nine recruit

number of inspectors up to an impressive fifteen.

Over the past couple of months the Customer Ins; e

Report by
mystery shops: Customer Excellence Panel

[ ]
1
Office Mystery Shop
The Inspectors completed mystery shops at Helet

East, Helena West, Sutton Fold, Duke Strast Offi
and Alexandra Park. They tested the external and
intemal areas of the offices along with the quality of
the service provided by the members of staff on duty.
Results were positive with all covert and overt shops

receiving a positive response. However the Inspectors
did make some suggested changes that they would
like to see. A copy of the outcomes and

along with feedback
managers will shortly be available on the Customer
Excallence website.
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Communal Areas

* Introduction

* Checklist

* Chose two flats to inspect
* Supporting photographs
* Report developed

« Recommendations
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The future

* Ownership

* Maintain the group/recruitment

* Develop website

« Conduct a webinar J
* More mystery shopping B
Promotion |
Make a difference
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Website

www.excellenceathelena.co.uk

Email: scrutiny@helenapartnerships.co.uk
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Any questions...!
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