Appendix 1 - Summary of findings/recommendations following Mystery Shopping Report: 

Customer touch points (June 2018) - Service Improvement Action Plan 

	 Mystery Shopping  Finding/Recommendations
	Response to Findings /Recommendation
	Timeframe for delivery and progress
	Lead officer (s)

	1. Written Communications (Emails & Letters)

	
	
	

	The processes used for acknowledging and responding to written communications needs to be reviewed, given the number of no responses received.
It was also noted that only 55% of shopper’s letters were responded to within 5 working days, which shopper’s felt was disappointing.
	We accept this finding and action will be taken by all relevant managers/ team leaders to review the management of generic mailboxes for operational teams and ensure there is a more effective monitoring of emails received. 
Will liaise with IT Department to ensure that all generic mailboxes have automated acknowledgement of emails received
A summary version of our updated customer offer will be circulated to all staff, highlighting our service level agreement (SLA) for response times.

	Completed: 
July 2018
Completed: 

July 2018

Completed: 

July 2018


	Managers/Team Leaders
Customer Experience Team Leader
Customer Experience Team Leader

	2.  Quality of written communications

	
	
	

	Mystery shoppers were disappointed they did not always receive a full response to their enquiries. This is supported with only 51%, responding by saying yes, when they were asked this question. 
. 
It was noted on occasions the response to written responses when a question was asked, was in the form of another question to the shopper; which in turn required the shopper to write another correspondent. What should happen is the respondent should answer the question by setting out possible options or clarification. Shoppers felt this was just a way of quickly replying to issues within target rather than dealing with their issue in full.
It was noted there were inconsistences with the written responses to the question, ‘I want to install a satellite dish’

	Findings are noted and we accept that if responses were not answered in full, this could well have a negative impact on their overall experience.   
Further work will be required to analyse all of the responses received by shoppers who said no or partial response receives. We can then ascertain whether their expectation was reasonable or if this will need to be a training issue for staff.
Managers/Team Leaders will be reviewing the detailed feedback received specific to their teams directly with the teams with their teams. Individual support and training will be offered at 1:1’s to embed learning and development, so all written responses, are clear, concise and address all the relevant issues raised. All staff will also be attending Plain English training courses.
This will be investigated further to ascertain if this view is correct. The answers may well be different because it often depends where the mystery shopper lives.
	July 2018: 
All frontline staff have attended Plain English letter writing course.  
No issues to report all cases reviewed and appropriate responses were provided.

	Customer Experience Team Leader
Managers/Team Leaders
Customer Experience & Neighbourhoods Team Leaders



	3. Corporate Signatures at the end of written communications   

	
	
	

	Shoppers were disappointed with the inconsistences around staff not putting their full name, surname and job title at the end of letter/emails. Some of these letters, said ‘please contact me’, but there was no name or number, just the team name. 

	We accept this finding and this issue will be taken up with the Head of Communications & Marketing. We also believe there may be an IT issue, particularly when responding to email chain responses and corporate signatures are not automatically added.  
	July 2018:

Corporate signatures are automatically added to all outbound emails. 
	Head of Communications & Marketing/Head of IT 

	4.  Extended Opening Hours 

	
	
	

	Shoppers suggested the need to have a late night opening so residents that work can more easily contact or come into the office, outside normal office hours. 

	We accept this suggestion and as a pilot exercise we will offer a late night opening every Wednesday’s throughout September to access the interest and viability of offering this service. If successful we review a longer term arrangement. 
	September 2018: A pilot late opening night was held throughout September, every Wednesday from 5pm to 7pm for telephone calls only. Despite wide publicity a low level of inbound calls were received and we have decided not to continue to offer this service.

	Head of Housing & Customer Experience 

	5. Telephony System 

	
	
	

	More options on telephone menu to include a message to enable residents to contact by email as an alternative. Also it would be helpful to add position in the queue when waiting for call to be answered.
	We accept this suggestion and acknowledge this would improve our call answering service. As part of our digital transformation programme we have already started the procurement process to replace our telephony system, which will offer this function and a lot more. This is due to go live in November 2018. 

In the short term, we will review what can be done to address this issue with our current telecom supplier Southern Comms.
 
	September 2018: We have procured a new telephone system that will offer multi-channel communications and a better experience for inbound callers. 
We will go live with the new system in January 2019.
The technology on our existing systems does not allow for any updates on the telephone menu.
	Customer Experience Team Leader


Customer Experience Team


