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Our Findings  Our 
recommendations 

Agree 
(Yes or 
No) 

Staff 
Response 

Proposed 
Actions  

Timescales Responsibility  Update 
October 2014 

There is a lack 
of a clear 
timescale of 
when the 
interim system 
and new 
system for 
repair 
reporting and 
feedback will 
be in place. 
 
(Just so this is 
clear this is for 
the customer 
feedback 
responses for 
repairs.) 
 

With the Repairs 
Forum agree 
timescale and 
milestones for the 
development of the 
service. 

Yes The revised 
questions for 
the customer 
satisfaction 
surveys have 
been reviewed 
at the repairs 
forum on the 
8th May 2014.  
 
The interim 
customer 
satisfaction 
solution using a 
paper based 
letter system 
for customer 
feedback will 
be in place by 
the end of July 
14. 
 

The interim 
system has 
been finalized 
and is awaiting 
the new 
letterhead as 
part of the re-
branding for 
the Group. 
 
(There is an 
issue around 
the stuffing of 
envelopes that 
is currently 
being 
resolved) 

End of July 
2014 

Christine Carr/ 
Paul Smith 

New 
letterheads 
have been 
agreed and the 
new 
satisfaction 
surveys are 
now being 
used. 
 
Action 
complete. 

We note text Trial obtaining Yes it is Testing of texts The texting Texting pilot Paul Smith The new 



messaging will 
be trialed for 
satisfaction 
surveying; 
however 
telephone 
surveying does 
not appear to 
be under 
consideration. 
 

feedback through 
telephone surveys 
so that a 
comparison can be 
made between 
communication 
methods. 

agreed 
that this 
could 
be 
looked 
at in 
the 
future. 

to tenants is to 
be trialed from 
the end of July 
beginning of 
Aug 14 in a 
number of 
smaller areas. 
This is on track 
and should be 
in place. 
 
Telephone 
surveys –  
 
At present the 
change 
management 
program is 
using a number 
of key staff 
resources so 
this will be 
taken into 
account in the 
scheduling of 
this project.  
 

pilot detail has 
been approved 
at the repairs 
forum. 
 
 
 
 
 
To determine 
the costs and 
logistics of 
outsourcing 
telephone 
satisfaction  
 
To determine if 
the connect to 
progress team 
can carry out 
these surveys. 
 
To determine 
the other 
requirements 
of the wider 
business 
regarding 
other surveys. 

for customer 
satisfaction 
due the end 
of July 14 
beginning of 
Aug 14. 
 
 
 
A pilot 
project is to 
be 
implemented 
by April 
2015. 
 
 
 

texting service 
is now being 
used. 
 
Initial feedback 
is that the 
response rate 
is higher than 
the paper 
surveys with 
the current 
response rate 
at 23%. This 
far exceeds 
the 7.5% from 
the paper 
surveys. 
 
Action 
complete. 
 
The logistics of 
telephone 
outsourcing is 
still being 
considered. 

We could find With the Repairs Yes The questions To produce a Nov 2014 Paul Smith The repairs 



no evidence of 
a clear 
communication 
plan for 
tenants on 
proposed 
changes to the 
service and 
satisfaction 
surveying. 
 

Forum produce a 
communications 
plan to ensure that 
tenants are kept 
informed about the 
changes to the 
service and how it 
may impact on 
them. This may 
include making use 
of Roadshows, 
StreetTalk, Rent 
letters and Digital 
Champions. 
 

have been 
reviewed 
through the 
repairs forum 
and the 
scrutiny pool. 
 
Agreed that 
wider 
communication 
is necessary 
for the 
proposed 
changes. 

communication 
plan for 
information 
coming from 
the repairs 
forum. 

forum have 
been 
considering 
the 
communication 
plan to 
tenants. Some 
good ideas 
have been put 
forward and 
this is now 
being drawn 
up into a plan. 
 
Action 
ongoing.  
 

The new 
repairs letter 
states that 
tenants should 
not smoke in 
their homes 
two hours 
before an 
operative 
arrives. 
Tenants do not 
know when 
operatives will 

We would like 
feedback on how 
you feel that this 
policy can be put in 
to operation and if 
you feel the text in 
the letter needs 
reviewing. 

Yes This is due to 
the legislation 
around not 
smoking in a 
workplace.  
 
We have a duty 
of care to our 
employees 
under health & 
safety 
legislation. 
 

We are looking 
at different 
ways to give 
customers as 
much notice as 
possible that 
we are visiting 
to carry out a 
repair.  
 
The paragraph 
on the new 
form is to be 

July 2015 
 
 
 
 
 
 
 
 
 
 
 
 

Paul Smith This has been 
discussed with 
the HR 
department 
and the 
following is 
within the 
smoke free 
policy. 

 
“When 
members of 



arrive within a 
four hour time 
slot. 
 
 

reviewed 
following 
discussions 
with our HR 
department on 
the legislative 
requirements 
concerning 
smoking and 
health and 
safety at work.  
We will aim to 
ensure that the 
letter is more 
customer 
focused whilst 
respecting the 
need to protect 
the health and 
safety of our 
staff. 
 

 
 
 
End of July 
14 

staff are 
required to visit 
a tenant or 
residents in 
their home, 
they can ask the 
tenant or 
resident not to 
smoke for the 
duration of the 
visit.  Staff or 
Contractors are 
not obliged to 
conduct the 
visit if the 
tenant or 
resident refuses 
to stop 
smoking.  The 
member of staff 
has the 
authority to 
stop the visit 
and make 
arrangements 
for it continue 
at Head Office 
in a smoke free 



environment” 
 
It has been 
acknowledged 
that the issue 
around giving 
tenants two 
hours notice of 
a visit is not 
possible at the 
moment and 
this text has 
been removed 
from the new 
tenant receipt. 
 
Action 
complete. 

The new letter 
does not 
clearly state 
which repair it 
relates to. If a 
tenant has 
reported more 
than one repair 
it is not clear 
which repair 
they are 

The letter needs to 
include the job 
description and job 
number. 

Yes There will be a 
letter per job 
that will state 
the job number 
and job 
description. 

This will be 
implemented 
as part of the 
customer 
feedback 
tenant receipt. 

End of July 
14 

Paul Smith This has been 
implemented 
as part of the 
new repair 
receipt 
process. The 
job number 
and job 
description is 
included in all 
letters. 



providing 
feedback on.  
 

 
Action 
Complete. 

The wording 
on the new 
letter is very 
formal.  

Re-write letter in 
more tenant 
friendly language 
and agree it with 
the Repairs Forum. 

Yes The letter has 
been re-written 
and presented 
to the repairs 
forum and 
approved. 

The letter has 
been re-written 
and presented 
to the repairs 
forum and 
approved. 
 

Complete Paul Smith  

We could not 
find evidence 
of a formal 
process which 
confirms with 
the tenant 
when work is 
complete. This 
could result in 
tenants not 
returning 
satisfaction 
forms as they 
do not know if 
the job is 
complete. 
 

Establish a 
process for 
confirming with 
tenants when work 
is complete. 

Yes As part of the 
texting trial a 
text will be sent 
once the job 
has been 
completed on 
the computer 
system. 
 
In the short 
term this will 
mean a slight 
delay while the 
paperwork gets 
from the 
tradesman to 
the office. 
 
In the long term 

To ensure the 
texting trial 
sends texts 
once the job is 
completed. 
 
 
To ensure the 
new mobile 
solution 
gathers 
customers’ 
signatures and 
sends a text 
once the job is 
completed. 

Texting pilot 
for customer 
satisfaction 
due the end 
of July 14 
beginning of 
Aug 14. 
 
Wider 
mobile 
solution to 
be 
implemented 
July 15 

Paul Smith As above this 
has now been 
implemented.  
 
Action 
complete. 



the new mobile 
technology will 
allow this to be 
instant when 
the tradesmen 
leaves the 
property. We 
are also going 
to get the 
tenant to sign 
to say that the 
job is complete. 
 

 


