Tenant Scrutiny Panel

Report on Customer Access Scrutiny
1
Introduction
1.1
The Tenant Scrutiny Panel (TSP) began work on its first scrutiny exercise in September 2009.  Wulvern was committed to a review of customer access and asked the TSP to pilot their first scrutiny on this area. The TSP agreed to do this with a view to the panel’s work contributing to and complementing the review that is taking place.
1.2
This report outlines the methodology used and evidence considered during this scrutiny exercise, it identifies strengths and areas for improvement.  This report identifies a number of recommendations to improve access for Wulvern customers.
2
Methodology
2.1
The TSP used a variety of methods to scrutinise Customer Access.  They included:

· Testing out Wulvern’s website and comparing with others
· Listening exercises with Customer Services
· Visit to Wulvern Choices
· Meeting with Wulvern staff working group to discuss their Accessibility Review
· Group discussion and personal experiences of access
· TSP meetings to agree the strengths, areas for improvement and recommendations.
2.2
The TSP has been assisted by Jayne Boote from Engage Associates who has facilitated TSP meetings and group discussions to enable the TSP to produce this report.  Other members of staff, including the Customer Involvement Manager, Customer Involvement Assistant, Head of Repairs and Customer Access and the Customer Services Team Leader have assisted in this scrutiny by attending meetings and answering questions that the TSP have had.
2.3
The TSP reviewed a variety of documentary evidence as part of the scrutiny exercise. This included:
· Data collected by staff as part of the Access Review

· Results of website focus group

· Review of Wulvern’s Key Performance Indicators

· The Audit Commission’s Key Lines of Enquiry (KLOE) for Access and Customer Care in Housing Services

· Wulvern’s Short Notice Inspection Report.

2.4
Each TSP member focused on a specific area to scrutinise and produced a report for each aspect of their scrutiny work, which was shared with all members.  These reports have shaped the recommendations of the TSP and are available to staff if they require further information. 
3
Overall strengths and areas for improvement of Customer Access at Wulvern
3.1
The TSP looked at a range of ways that customers access Wulvern and the quality of service they receive.  The following overall strengths and areas for improvement were identified.
3.2 Strengths:

· Willing to listen, take people seriously and respond to individual need
· Wulvern making strenuous efforts to be a caring landlord
· Customers have a range of accessible methods available to contact Wulvern.
3.3 Areas for improvement:
· Consistency across all departments in the delivery of customer service standards

· All staff need to work to the same standards

· Making use of the You and Yours data to help identify the needs of all customers and use the data to improve services.

4
Scrutiny areas
4.1
The TSP focused the scrutiny on a range of areas, with a view to complimenting, rather than duplicating the work that staff were carrying out as part of the Access Review.  Detailed below are the findings from each of the areas the TSP looked at.
4.2 Website
The TSP found that the website contained lots of relevant information and that the facility to report repairs was easy to use. 
It was felt that there was no clear structure to the site, which made it difficult to find specific pieces of information. The group looked at a number of Housing Association websites for comparison, and found that Weaver Vale particularly clearly displayed the information that was available and provided quick links to it.

It was also found that where documents were available to download from Wulvern’s site, they were not accessible by all computers depending on the software that users have installed on their PC’s. 

Searching for information on the site was also difficult, for example if you wish to find out the opening hours of the office, and type in ‘opening times’ this does not give you the required information.

Panel members found that some of the font sizes were too small and difficult to read, and the background and font colours also made reading difficult.

4.3 Telephone access to Wulvern’s Customer Services

The TSP members participated in a ‘listening in’ exercise and listened to 30 calls in total. Members found that all calls were answered in a polite and helpful manner, with all requests from tenants being effectively dealt with. 

Members noted the challenges that staff face when dealing with customers who do not speak English as their first language.  The TSP were satisfied that on the evidence of the calls heard by TSP Members,  Wulvern effectively addresses language barriers, as they employ multi lingual staff and have access to University Translate and RNID Typetalk.

4.4 The Customer Access Survey and the Accessibility Review
The TSP scrutinised the Customer Access Survey and the Accessibility Review and identified a number of issues, these are summarised below:

· Not all staff return calls

· Not all written communications are acknowledged

· Disabled customers are less likely to get involved in activities that Wulvern has on offer
Members noted that although all Wulvern offices are DDA compliant, the evidence would suggest that disabled customers are not accessing Wulvern shops. The data would indicate that many find it difficult to get to the shops with customers reporting lack of access to transport or ability to walk long distances as an issue. 
One member of the TSP uses a wheelchair and reported to the group that it was difficult to get into the Crewe Shop. The Nantwich shop was found, however to be accessible and the staff were able to deal with all enquiries. The survey results indicated that for those who accessed the shops, the Nantwich shop was the shop mentioned the most frequently. The TSP felt that the location of the shops and their accessibility might both provide barriers to customers using these facilities. 

The TSP noted one survey of 32 customers, where 91% of customers did not know who their Neighbourhood Coordinator was. Members of the TSP felt that this was reflected in their experiences, where many people in their neighbourhoods have told them they do not know who their Neighbourhood Coordinator is.

Members noted that Wulvern through the collection of the You and Yours data now has lots of information about its customers, and therefore should be able to go beyond statutory and legal requirements to meet the needs of customers.

5. Recommendations

The TSP has considered their findings and proposed the following recommendations, which they feel will improve access to the services that Wulvern provides.

	AREA
	RECOMMENDATION
	MANAGEMENT COMMENT & RESOURCE IMPLICATIONS
	IMPLEMENTATION DATE
	MANAGER RESPONSIBLE

	1. Website
	1.1 Change the font and background colours of the site to make it easier to read for everyone
	The body copy font is black on white. These two colours are of maximum contrast as recommended by IRIS.

Where we use coloured text this is simply on graphics. Going forward we will try and use colours which have a good contrast.

In addition the website has text enlargement options to make reading small text easier.
	Customer Focus Group to be organised by July 2010.
	Ceris Jones (Marketing & Partnerships Business Partner)

	
	1.2 Improve the search function of the site
	Accepted.  This has been incorporated in the web redesign.  Will validate with customers.

	As above
	As above

	
	1.3 Downloads to be made available in easily downloadable formats
	There are strong reasons for using Adobe PDF as the format for downloads used on the website (particularly security)  This will be discussed at the Customer Focus Group
	As above
	Ditto

	
	1.4 Postcode search to be located on Wulvern’s homepage to enable customers to find out relevant information, e.g. who Neighbourhood Coordinator is, details of local facilities 
	Accepted.  This has been incorporated in the web redesign.  Will validate with customers.

	As above
	Ditto

	
	1.5 Clearer structure to site to enable easier and quicker navigation
	Accepted.  This has been incorporated in the web redesign.  Will validate with customers.

	As above
	Ditton


	AREA
	RECOMMENDATION
	MANAGEMENT COMMENT & RESOURCE IMPLICATIONS
	IMPLEMENTATION DATE
	MANAGER RESPONSIBLE

	2. Access for disabled customers
	2.1 Further research be conducted in to the accessibility of offices and shops
	Accepted.  This research needs to be done.

	End May 2010


	Rachel Chudley (Head of Repairs & Customer Access)

	
	2.2 Disabled customers be proactively recruited to all events and activities e.g. mystery shopping
	Accepted.  This is already under way.
	Ongoing 
	Ali Hyde (Customer Involvement Manager)

	
	2.3 Asking all customers at point of contact if Wulvern have met their needs ‘Have we covered everything you need today?’
	Accepted in principle in that we need to make our Customer Service more consistent.  This will be addressed during our consultation on National and Local Standards.  The TSA requirement is for the new standards to be fully in place by April 2011.  
	April 2011
	Geoff Loughlin (Strategic Director of People & Places)

	
	2.4 An Action Plan be produced for the usage of the You and Yours data, which demonstrates how the data is to be used for the development of Wulvern’s services
	Accepted.  Training has been given to staff on the usage of this data.  An Action Plan will be developed, to detail work to be undertaken and capture usage
	September 2010
	Rob Allen (Director of Partnerships)

	
	2.5 A ‘champion’ on the Board for disabled and vulnerable customers
	This has already been implemented.  Will discuss with Champion how the role could be effectively fulfilled going forward
	May 2010
	Rob Allen (Director of Partnerships)


	AREA
	RECOMMENDATION
	MANAGEMENT COMMENT & RESOURCE IMPLICATIONS
	IMPLEMENTATION DATE
	MANAGER RESPONSIBLE

	3. Involving all customers
	3.1 Fully publicise that Wulvern can assist customers, based on individual need, to enable them to participate in the development of services and activities 
	Accepted.  This is already being addressed as part of the Customer Involvement Equality Impact Assessment
	June 2010
	Ali Hyde (Customer Involvement Manager)

	
	3.2 Use case studies where appropriate to show that diversity of needs is catered for
	Accepted.  This is already being addressed as part of the Customer Involvement Equality Impact Assessment
	June 2010
	Ali Hyde (Customer Involvement Manager)

	4. Surveys
	4.1 To enhance the data collection for the You and Yours data and Accessibility Review by contacting those people who have not yet responded to the surveys
	Accepted.  Frontline staff are gathering this data as they speak to customers
	Ongoing 
	Rob Allen (Director of Partnerships)

	5. Neighbourhood Co-ordinators
	5.1 Details of all Neighbourhood Coordinator’s to be provided in each edition of Homewords
	Accepted.  Regular updates will be given depending on available column space in Homewords
	Ongoing
	Fiona Ratic (N’hood Services Team Leader)

	
	5.2 All Neighbourhood Coordinator contact and surgery details to be publicised more widely - in local shops, community facilities, any communal areas, website and on notice boards
	Accepted.  As well as advertising in Homewords, surgery and estate audit dates will be advertised more widely

	February 2010
	Fiona Ratic (N’hood Services Team Leader)

	
	5.3 Consistent approach to publicising surgeries - one postcard detailing NCO and surgery dates for next 12 months
	Accepted.  Already looking into this

	April 2010
	Ceris Jones (Marketing & P’ships Bus. Partner)

	AREA
	RECOMMENDATION
	MANAGEMENT COMMENT & RESOURCE IMPLICATIONS
	IMPLEMENTATION DATE
	MANAGER RESPONSIBLE

	6. Responding to customers
	6.1 Development of clear standards for responding to letters, phone calls and e-mails for staff across all departments
	Accepted.  This is incorporated in our Service Promise and will be captured in the TSA Standards following consultation.

	April 2011
	Geoff Loughlin (Strategic Director of People & Places)

	
	6.2 All departments to be aware of and implement the standards and procedures


	Accepted.  Briefings for all staff on the Service Promise to be held by March 2010.

	March 2010
	Geoff Loughlin (Strategic Director of People & Places)

	
	6.3 Customers to receive acknowledgement receipts of all letters and e-mails
	Accepted.  This is included in the Service Promise.  Briefings with all staff are planned for March 2010
	March 2010
	Geoff Loughlin (Strategic Director of People & Places)
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