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PHG TENANT INSPECTION REPORT 

INSPECTION METHOD Mystery Shopping 

INSPECTION DATES Quarter 3 (October to December) 2014-15 

SERVICE AREA(S) 
INSPECTED  

1. PHG Supported Living Schemes
2. PHG Customer Services

REPORT BY Daniel Craine, Service Development Manager 
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Background 
 

Tenant Inspection has been highlighted as an excellent way of obtaining feedback 
from Progress Housing Group customers on the services it provides.  General Needs, 
Sheltered and Supported Living Tenants have been trained to undertake mystery 
shopping of the Group’s telephone services.   

Inspectors have been provided with forms and asked to complete one any time that 
they contact the Group.  As of Quarter 3 2012/13 tenant inspectors have carried out 
all mystery shopping from their own homes using real scenarios providing better 
information with regards to: 

 Performance throughout the day  
 Performance on different days of the week 
 Real-life scenarios 

 

Context 
 

A total of 13 mystery shopping phone calls were made in the quarter.  12 of these 
were carried out by Supported Living tenants, 11 ringing the PHG Supported Living 
and LiLAC offices and one ringing the PHG Customer Services number.  One General 
Needs or Sheltered Accommodation tenant inspectors provided a mystery shopping 
report which refers to the PHG Customer Services number.   

 

Overall Performance 
 

The structure of the pro-forma used by the tenant inspectors allowed for easily 
created performance information.  The results in this report have been summarised to 
contain; 

 Staff greeting;  an overall figure for how the call was answered. 

 Staff manner; an overall figure for how the member of staff behaved on the 
phone. 

 First line resolution;  whether the member of staff answering the phone was 
able to answer the question themselves.  

 Put on hold;  whether the tenant was put on hold at any point during the call. 

 Transferred;  this figure relates to whether the tenant’s call was transferred to 
another member of staff. 

 Happy with result; whether the Tenant Inspector was satisfied with the call as a 
whole and that the answer to the scenario was correct.  

 Speed of response; the number of rings prior to the phone call being picked up 
by a member of staff.   

The overall results are detailed in the tables below.  The information provided is 
exactly as the inspectors completed the form.  Not all questions on the form were 
completed by the tenant inspectors. When considering the percentage result, the 
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numbers in the response column should also be considered.  

 

 
Customer 
Services 

No. 
Supported 

Living 
No. Overall No. 

Staff Greeting  100.0% 8/8 93.2% 41/44 94.2% 49/52 

Staff Manner  100.0% 8/8 100.0% 44/44 100.0% 52/52 

First line 
resolution 

100.0% 1/1 - - 100.0% 1/1 

Put on hold - - - - - - 

Transferred - - - - - - 

Offer to call back? 100.0% 1/1 - - 100.0% 1/1 

Hear clearly? 100.0% 1/1 - - 100.0% 1/1 

Happy with result 100% 2/2 100% 9/9 100% 11/11 

 

 
Customer 
Services 

% 
Supported 

Living 
% Overall % 

1 to 5 seconds 0 0.0% 7 63.6% 7 53.8% 

6 to 10 seconds 2 100% 3 27.3% 5 38.5% 

11 to 20 seconds 0 0.0% 0 0.0% 0 0.0% 

More than 20 
seconds 

0 0.0% 1 9.1% 1 7.7% 

Went to Voicemail  0 0.0% 0 0.0% 0 0.0% 

No response after 
1 min  

0 0.0% 0 0.0% 0 0.0% 

Engaged 0 0.0% 0 0.0% 0 0.0% 

TOTAL 2 100.0% 11 100.0% 13 100.0% 

 
Supported Living Scheme tenant inspectors complete a shortened form and 
therefore do not provide information for some of the performance indicators.   

 
Key figures were: 
Staff Greeting 

 This is the first time in four quarters that Overall Staff Greeting did not score 
100%.  This relates to one phone call where only the member of staff’s name 
was given and not the organisation or a hello as per the performance criteria.   

 Of the 79 calls made in 2013/14 staff greeting was scored at 95.7%.   

 In 2012/13 the result of 51 calls made was 94.8% and in 2011/12 the result 
from 52 calls made was 96.6%, demonstrating consistently high results.   

Staff Manner 

 Overall Staff Manner has scored 100% for the sixth quarter running.   

 Of the 79 calls made in 2013/14 staff manner was scored at 98.3%.   

 In 2012/13 the result of 51 calls made was 90.0% and in 2011/12 the result 
from 52 calls made was 96.5%, demonstrating consistently high results. 

Satisfactory result 

 For the second quarter running 100% of calls were marked as satisfied with the 
response.  18 of the 19 (94.7%) phone calls made in quarter 1 2014/15 
provided a satisfactory response. 

 Overall results for 2013/14 were 97.2% (70 out of 72). There has been a 
significant improvement in this measure since mystery shopping began. 

 31 of 46 (67.4%) phone calls in 2012/13 provided the tenant inspector with a 
satisfactory result, a significant decrease on previous years.  The overall result 
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for 2011/12 was 82.7%, which was a slight decrease on 2010/11 (83.6%).   
Number of seconds 

 Overall 92.3% of calls were answered within 20 seconds (PHG service 
standard) this quarter.  

 In 2013/14 87.3% of phone calls were answered within 20 seconds.   

 85.7% of phone calls in 2012/13 were answered within 6 rings (or 20 seconds 
as per new measurement).  Overall for 2011/12, 94% of calls were answered 
in 6 rings.  This was an increase on 2010/11 where 84.1% achieved the 
standard.   

 

Further Analysis  
 

Customer Services  

 Both of the phone calls made to PHG Customer Services resulted in 
satisfactory results.   

 One call required an appointment making for a repairs inspector to attend.  The 
tenant inspector confirmed that the repairs inspector attended the appointment 
as per the call.   

 Staff Greeting and manner were scored 100% for both calls.   

 Both calls were made in the morning, one on a Friday and one on a Tuesday.  
Both were answered within 20 seconds.   

Supported Living Schemes 

 All 11 phone calls made to PHG Supported Living resulted in positive results.  
A variety of scenarios were used with 9 calls made to the St Annes office and 2 
to the Leeds number.  

 A common theme throughout 2013-14 was calls to PHG Supported Living 
taking a long time to answer or going to voicemail.  Pleasingly only one phone 
call so far in 2014/15 has been answered outside the 20 second target, with no 
calls going to voicemail.   

 PHG Supported Living have scored 100% for staff greeting and employer 
manner the past three quarters.   

 

Discussion Points  
 

Telephone answering results have consistently improved since the introduction of 
mystery shopping.  The reports, along with training and call quality monitoring have 
driven up call handling performance.  Results for 2013/14 were the best year’s 
performance since mystery shopping reports began in 2010/11.   

In 2014-15, all 51 phone calls made to date have resulted in 100% scores for Staff 
Manner and First Line Resolution.  Staff Greeting is currently at 98.5% for 2014-15 
and 97.3% of phone calls to date have resulted in a satisfactory outcome.   

 

Recommendations 
 

1. Look to ensure that home phone calls do not focus on Supported Living calls 
throughout 2014/15 asking inspectors to call Customer Services and Repairs.   
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2. Continue to train tenant inspectors to wait to see if their query is dealt with as 
per the member of staff’s response and to provide this information on the form, 
i.e. did a member of staff come to the repair appointment. This has been 
requested by the Scrutiny Panel and the pro forma has been amended to 
accommodate this information.   

 

Feedback / Service Improvements 
 

 Scores this quarter have been excellent but there has still been a lack of calls 
to repairs and customer services.   

 


