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. Introduction

In August the Health, Care and Housing Scrutiny Committee considered
the outcome of the ‘STAR’ Tenant Satisfaction Survey conducted earlier
in the year. The findings of the report are summarised below:

e 65% overall satisfaction
77% satisfied with quality of the home
84% happy with neighbourhood as a place to live
71% felt rent provides value for money
65% felt service charge provides value for money
54% satisfied with repairs and maintenance
47% felt PCC Housing listens to views and acts upon them
62% agree housing service has a good reputation in my area
78% agree housing service has friendly and approachable staff
72% trust Powys County Council Housing Services

The Committee noted that an action plan to address the concerns
identified in the survey was being developed. The Customer First
Improvement Plan was in October 2019 presented to the same
committee.

This report brings the Council’s response to the survey to the attention of
the Cabinet, with a recommendation that the Cabinet endorse the
Housing Services Customer First Improvement Plan.

Customer First Improvement Plan Description

The Customer First Improvement Plan sets out work already underway
to improve tenant satisfaction along with initiatives and future changes to
policy and process. It has been developed in consultation with tenant
representatives and important stakeholders, including Heart of Wales
Property Services (HOWPS), the organisation that provides day-to-day
repairs and maintenance to municipal homes. The full support of
HOWPS is of critical importance in driving forward an increase in
customer satisfaction with Housing Services. This is because the survey
results show that improvement is most needed in the field of repairs and
maintenance.
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The Customer First Improvement Plan has been discussed at the
Strategic Housing Partnership, with an agreement that all members of
the partnership will share comparable performance data and examples
of policy and procedures that contribute to high levels of customer
satisfaction.

The Customer First Improvement Plan is being led, on behalf of the
Housing Management Team, by the Housing Strategy Team Leader.
The Housing Strategy team lead on tenant and customer engagement
so are well placed to have a first-hand understanding and intelligence of
how the Council’'s housing services are experienced by tenants and
indeed, all other users of housing services such as people registering
with the council for an affordable home. The plan is being monitored
monthly by the Housing Management Team.

The document attached to this report as Appendix A sets out the current
Customer First Improvement Plan. This is a live document and is kept
under regular review as work progresses.

Intention of the Plan

The intention of the Customer First Improvement Plan is to increase customer
satisfaction ratings to be among the best in Wales. It will also improve the
Council’'s understanding of how its services, and those of its contractors such
as HoWPS and those delivering the Welsh Housing Quality Standard
programmes, are received by tenants and residents. This in turn will help
raise the standard of services by providing the information both the Council
and its contractors need to understand where improvements can be made to
services.

This will be underpinned by focusing on ongoing and constant monitoring of
service quality and moving away from set-piece tenant engagement
structures, such as residents groups, towards a model focused on mass
communication and feedback. This is to encourage a high proportion of
tenants — and indeed all users of Housing Services - to share their
experiences and ideas for improvements.

Housing Services is currently developing change to the way it is structured to
better to make sure of a more appropriate and efficient response to customer
enquiries by having in place a greater understanding of what people want and
expect of the whole of Housing Services and a more streamlined approach to
management.

Joint working with HOWPS will be enhanced with a number of changes
already introduced, including for example in November 2019 more quality
assurance of the repairs process from service request to completion of work.

Officers are now encouraged to engage more regularly and closely with
Councillors to benefit from the local knowledge and insight that Councillors
have about their communities.
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Scrutiny Committee Comments and Observations

The Housing Service will be taking the Customer First Improvement Plan

forward as a live document, which will change in the light of evidence of the
impact of work being taken to improve customer satisfaction. Feedback and
comments of the Health Social Care and Housing Scrutiny Committee on its
content and approach will be a major contribution to the success of the plan.

The next STAR survey for Powys will be conducted in 2021, in line with
good practice which recommends undertaking such surveys once every two
or three years. This is to allow time for improved policy and process to have
an impact on the customer experience.

Impact Assessment

An Impact Assessments is not required as there are no formal policy
changes, changes of objective or budget savings arising from this report.

Corporate Improvement Plan

Housing is intrinsically connected to a range of strategic priorities arising from
national directives and Powys County Council’s strategic and service
initiatives including Vision 2025, with particular regard to the ‘Residents and
Communities’, ‘Health and Wellbeing’ and ‘Economy’ themes, the
Homelessness Strategy, the Housing Strategy and Love Where You Live.
Improving the way Housing Services understands the needs, desires and
aspirations of its tenants and other users of the service will allow the Council
to be better able to support these important initiatives by managing its own
homes effectively and efficiently and understanding where to invest its
resources to help housing contribute to a better quality of life in Powys.

Local Member(s)
All electoral divisions will be affected by this proposal.
Other Front Line Services

The recommendation in this report does not impact on other services run by
the Council or on behalf of the Council.

Communications

Communications prepared and circulated details to the media in October
2019 of both the STAR survey and the Council’s Customer First Improvement
Plan.

Support Services (Legal, Finance, ICT)

There are no legal matters arising from this report.

The Housing Revenue Account Business Plan is being reviewed for 2020-
2021. Within the fixed envelope of the HRA, current proposals are to increase



the share of resources devoted to compliance and quality assurance to
further improve customer satisfaction with Housing Services.

10.3 ICT works effectively with housing to develop suitable ICT solutions to
improve customer services, including most recently the introduction of the
First Touch system to allow fully enabled on-site working by housing and
asset officers. This will speed up the ability of the Council to respond to client
needs and increase the efficiency of officers by allowing them to spend more
time in the field.

11.  Scrutiny
11.1 The subject matter of the report has been presented to the Health, Social
Care and Housing Scrutiny Committee scrutiny committee in August and
October 2019.
12. Data Protection
If the proposal involves the processing of personal data then the Data
Protection Officer must be consulted and their comments set out below.
13.  Statutory Officers
To be reported at the meeting.
14. Members’ Interests
The Monitoring Officer is not aware of any specific interests that may arise in

relation to this report. If Members have an interest they should declare it at
the start of the meeting and complete the relevant notification form.

Recommendation: Reason for Recommendation:

The Customer First Improvement Plan | To demonstrate high corporate

is accepted and endorsed by the support for the Customer First
Cabinet Improvement Plan, alongside a clear

expectation that both the Council and
its joint venture HOWPS will together
drive forward an improvement in
customer satisfaction with Housing
Services.

Relevant Policy (ies): Love Where You Live (2018); Homes in Powys (2019);
Repairs and Maintenance Policy (2017); WHQS
Compliance Policy (2019); Quality of Accommodation
Standard (2017); Powys PSH Practice Standards Housing
(2017)

Within Policy: | Yes | Within Budget: | Yes

| Relevant Local Member(s): | All Members of the Council |

| Person(s) To Implement Decision: | Andy Thompson (Tenancy Services Manager) |




Date By When Decision To Be
Implemented:

The next independent STAR survey will
take place in Spring 2021.

Is areview of the impact of the decision required? N

If yes, date of review N/A
Person responsible for the review N/A
Date review to be presented to Portfolio Holder/ N/A

Cabinet for information or further action

Contact Officer: Andy Thompson

Tel: 01597 827464

Email: andy.thompson@powys.gov.uk




Appendix A

Powys Housing Services/Customer First Improvement Plan

‘ Date

‘ October 7th 2019

Contacting the Council

STAR 2019 Data: 47% states the service listens and acts upon it
STAR 2019 Comments: 55% related to communication, including difficult to contact, waiting for anything to happen and things not being clear.

Activity

Action

Accountable
Officer

Responsible
Officer

Progress to Date/Next Steps

Timescale

Call and Enquiry Handling

Consideration to be
given to a joint
Powys/Heart of Wales
Property Services Call
Handling Centre

Senior Manager,
Landlord
Services

Resources Team
Leader

Informal discussion has been
held with Heart of Wales
Property Services (HoWPS)
and the principle agreed by
Housing Management Team
and Tenant Scrutiny Panel.

Proposal to be worked
up by 30/12/19

Call and Enquiry Handling

HoWPS - speed up
time to answer calls
and e-mails, from both
tenants and Powys
officers

Client Services
Team Leader

HoWPS

Regular meetings between
Client Services Team Leader
and HoWPS established

On-going

Call and Enquiry Handling

Worktrays to be
checked daily by all
front line officers

All Team
Leaders

All Front Line
Officers

Team Leaders to use regular
monitoring reports of Work
Tray activity to help encourage
prompt responses.

On-going

Call and Enquiry Handling

Web-chat

Senior Manager,
Landlord
Services

Resources Team
Leader

Discussion held with Powys IT

31/01/2020




Direction of Calls and

Quality of information
passed to officers to be
more comprehensive,

Resources Team

First Contact

Resources Team Leader
undertaking a refresh of First
Contact Officers' guidance to

ensure that calls go to the

.. Work Tray of the right person, 1/10/201
Enquiries to allow them to make Leader Officers Y g1 P 31/10/2019
. . first time, every time.
rapid and informed . o
. Straplines will include contact
responses to clients . -
number and brief description
of the call
Powys First Contact Officers to
be given a set of key questions
More accurate & yd
L .. to help make sure that calls are
direction of enquiries . .
. directed to right officer or
S to the right person or | Resources and . .
Direction of Calls and : . First Contact department. To help improve
.. department, to allow | Client Services . . 30/11/2019
Enquiries . " Officers repairs and maintenance
for quicker and 'right Team Leaders -
first time' responses to responses, a shared Building
clients Manual to be introduced for
both First Contact Officers and
HoWPS call handlers.
First Contact Officers asked to
advise tenants that in cases
where the tenant feel HoOWPS
has not responded to their
satisfaction to reported repairs,
Clarity for tenants the tenant should contact
Direction of Calls and calling regarding Resources Team First Contact Heart of Wales directly to 30/09/2019

Enquiries

previously reported
repairs

Leader

Officers

encourage a prompt response.
Tenants are able, if necessary,
to lodge a formal complaint
with HoOWPS at
complaints@howps.co.uk. Any
such calls will be recorded by
the Council to support




additional quality assurance of
HoWPS services.
S Soc1a‘l Services to be Senior Manager Senior Manager - Mental
Direction of Calls and advised to report Resources Team T
.. . . - Mental Health | Health & Disabilities contacted Completed
Enquiries repairs and complaints Leader . eles .
. & Disabilities and asked to inform all staff.
directly HOWPS
Councillors to be
o ac‘iwsed to report Senior Manager | Member Support Message passed to Member
Direction of Calls and repairs and complaints . .
.. . Landlord Services Support Services Manager for Completed
Enquiries directly to Heart of . - .
Services Manager circulation to Members
Wales Property
Services
Kier are working on the portal
. HoWPS Customer Client Services Heart of Wales | to address the need to allow for
Self-service . . . 01/03/2020
Portal Development Team Leader | property services on-line service requests
reporting.
Review of how user . User Group to be set up to
friendly Abrit Housing E ¢ derstand i £
Self-service riendly Abritas Strategy Team ngagemen understand user experiences o 30/11/2019
(Homes in Powys ICT Leader Officers (South) | Abritas and accessing Homes
system) is for users in Powys
Make sure that people Housing All Powys staff to keeP
. . calendars up to update; line .
Being There are always available to Management Team Leaders . On-going
.. . . managers to be responsible
liaise with clients Team .
that all absence is covered.

Repairs and Maintenance

STAR 2019 Data: 54% satisfied with repairs and maintenance; 32% was very or fairly dissatisfied with the service and 15% neither satisfied or dissatisfied
STAR 2019 Comments: 52% related to repairs and maintenance. The majority were about waiting for repairs.

Satisfaction Monitoring Powys May 2019: 26 phoned about repairs and maintenance. 19 were not satisfied with the outcome.



Activity Action AC%)FﬁIlzble Rez;)f(f)ilzsélble Progress to Date/Next Steps Timescale
Triannual Home MoT
to improve Service
relationships with Improvement Develop format and follow-
tenants, gather service All Team Officer and through for Tri-annual Home
Quality Assurance feedback and Leaders Housing MoT, for trial in Q4 2019-2020 31/03/2020
encourage Management and, if successful, roll-out in
preventative repairs & Team Leader 2020-2021
maintenance and (Newtown)
Capital Investment
Improve knowledge of
customer experience
of the complete
. . Repairs & Resources Team First Contact HoWPS advised that quys 01/10/2019 subjecF to
Quality Assurance Maintenance process Leader Officers First Contact Officers will be shared ICT capability
by First Contact undertaking QA calls. being in place
Officers calling clients
to share their repairs
service experience
Improve knowledge of HoWPS Key Performance
customer experience Indicator H/QA/1 (Number of
of completed Repairs Client Services customer satisfaction surveys
Quality Assurance & Maintenance works Team Leader HoWPS completed as a percentage of Completed
by increasing number jobs completed) was increased
of job satisfaction from 15% to 35%, effective
surveys August 2019
Cancelled, abandoned .
or uncompleted repair Client Services Flégncieetli‘;lg eflrlfcin uilcoc?glp?ei;ll
Quality Assurance & maintenance jobs to Team Leader HoWPS P 31/10/19

be monitored and
challenged

jobs to be shared with
immediate effect.




Improve knowledge of

Planned
long term customer .
. Maintenance . ..
Quality Assurance experience of and Resident Liaison Research programme and 31/12/2019
completed Welsh Officers questionnaire to be developed
. . Improvement
Housing Quality team Leader
Standard works
Contracts being review to see
Encourage better . . . where there is scope to work
Contract Management performance by Client Services Housing more effectively with 31/12/2019
Team Leader Solicitor .
contractors contractors to improve
performance
Listening to Tenants and Clients
STAR 2019 Data: 47% stated the service listens and acts upon it
STAR 2019 Data: 78% finds staff approachable and friendly
. . . Accountable Responsible .
Activity Action Officer Officer Progress to Date/Next Steps Timescale
Deeper understanding . Tenant Scrutiny Panel reviewed
of, from tenants Housing .
. . Engagement the survey results in September .
Understanding perspective, how Strategy Team On-going
. Strategy Officer and support the need for
services can be Leader .
) Improvement.
improved
Continuous and Engaggrr}ent team to 'refocus
. activity on gathering,
extensive interpreting and analysin
understanding of Housing . °rP & ysthg Pilot to begin 1/10/19
. . . Engagement intelligence and feedback from .
Understanding service and housing Strategy Team 3 . and to be reviewed
: Strategy Officer as wide a range of clients as
needs to inform Leader 01/2020

development of policy
and practice

possible. Repairs Surgeries to
have a wider emit as Housing
Surgeries. Pop-up Powys full




trial (using Library Service
vehicle)

Current status is that initial
conversations took place with

. . Housin Service : .
. Engage with disabled 5 Break Down Barriers' group
Understanding Strategy Team Improvement 30/11/2019
people and two level access groups.
Leader Officer .
Next step is to agree how best
to take this further forward.
01.04.19: Draft Customer
Experience Standard published.
Tenant Scrutiny Panel
Make sure service . . preferred at that time to retain | Customer Experience
ot Housing Service . . R
. standards are in line the current suite of Service Standard simplified
Responsive . . Strategy Team Improvement . . .
with expectations and Standards. Further discussion the current suite of
. Leader Officer . .
available resources with the Panel is needed as standards.
part of taking forward this
Customer First Improvement
Plan
Consultation with all Careline
. . Housin clients taking place in Q2 and
Making Careline Tenancy Using ’ g b Q
. i . Management Q3 2019-20 to find out real
Responsive responsive to the Services . . 31/03/2020
. Team Leader demand for the service. This
needs of clients Manager a1 s
Brecon will inform renewal

programme in 2020-2021




Tailoring decoration of

Client Services

Senior Housing

New voids policy introduced
more bespoke decorating
options, with greater use of
vouchers and decorating packs

Responsive VOlszéi;ezabﬁgt?eeseds Team Leader Surveyors to allow tenants to choose their 31/12/2019
P own approach to décor (where
void properties need
decoration)
Understand why new
tenants report after a Engagement Satisfaction survey of new
year in their new
) Housing Strategy Officer | tenants asking about allocating
. home, higher levels of . .
Quality Assurance disatisfaction th Strategy Team Service and condition of property and 31/10/2019
15atls act 1];)11,1 h Zn Leader Improvement general home-finding service
moreteezaantsls ¢ Officer provided by Housing Services.
tenants aged under 35 Housing Strategy Officer ythe ghave to sav about our
Quality Assurance years old report higher | Strategy Team Service Y Y s 31/12/19
o . services. Analyse statistics in
levels of disatisfaction Leader Improvement .
than older tenants Officer more detail and keep Tenant
Scrutiny Panel informed.
Rolline programme of Phase One Development Days
custorr%el:; c agr e trainin successfully completed. Second
& | Resources Team | All members of | session January 2020 for those
Culture Club and development to . . 31/03/2020
encourage a helpful Leader Housing Services | unable to attend the summer
culture 2019 sessions. Phase 2 to be
developed IN Q4
Smoke alaf“f‘ checks . ‘Scarlet Pointernels’ and Selfie
on all visits to Housing All officers Sticks issued and all visitin
Caring demonstrate customer Management | visiting tenanted . & On-going
health & safety care for Team properties officers required to undertake

all clients

checks.




Accountability to

STAR Survey reported to

Councillors to Senior Manager Housing Scrutiny Committee. Update
Accountability encourage Housing Landlord Strategy Team report and Action Plan to be
Services to improve services Leader presented to Scrutiny
customer care Committee October 2019
Keeping Everyone Informed
Activi Action Accountable Responsible Progress to Date/Next Steps Timescale
ty Officer Officer & P
Any events organised .
. to be notified to Housing Engagement .
Keeping Members Informed relevant ward Strategy Team Officers On-going
Leader
members
Officers to engage
. Tenancy
Keeping it local regularly with Services All Team On-going
Councillors about Leaders
. . Manager
housing services
Options under consideration:
Regular and relevant Review efficacy of Housing on-line only or retain printed
. Engagement o
communications to all Open House and Strategy Team Stratesy Officer edition; merge Open House 31/12/2019
tenants WHQS Newsletter Leader 8y

and WHQS or retain separate
editions?







