
11 October 2017



Agenda

• 7.00pm Welcome and Housekeeping – Christina Byrne, Community Leadership 
Manager 

• 7.05pm Housing Management Executive Introductions 
• Hakeem Osinaike, Operational Director of Housing 
• Sean Gallagher, Head of Property Services
• Troy Francis, Head of Customer Services

• 7.15pm Presentation – Housing Management Transformation Programme – Monika Singh, 
Director of Transformation 

• 7.45pm Questions & Answers  

• 8.00pm ‘Come design with us’ 



TALKBACK EVENT 11  October 2017

TRANSFORMATION!

What you’ve been saying……………………………….and what are doing about it



4

How many 
different ways 
do you tell us 

what you think   
of our services?

• 12

You sure told us…… 



And here they are ….

Complaints
Consultations
Surveys
Mystery shopping
When we come ‘ door knocking’ 
Via our staff
When you come on day trips
When you attend meetings
When you follow up our services
Events like talkback
Through residents associations
On twitter



Your comments are like gold dust to us; 

874 comments
• 609 when we asked you about repairs

• 265 from other sources



Your main concerns by service:

Repairs - 609 comments 

Function No. of comments %

ALL functions 37 6%

Asset Management 9 1%

Complaints 5 1%

CRT 30 5%

Customer Service 29 5%

Estates 7 1%

Housing Management 4 1%

Brent 3 0%

Leasehold 14 2%

Phones 31 5%

Repairs 422 69%

Surveyors 18 3%

General - 265 comments 

Function No. of comments %

ALL functions 20 8%

ASB 19 7%

Asset Management 8 3%

Complaints 1 0%

CRT 37 14%

Customer Service 19 7%

Estates 26 10%

Housing Management 10 4%

Brent 2 1%

Leasehold 3 1%

Phones 7 3%

Repairs 79 30%

Resident Engagement 33 12%

Surveyors 1 0%



And this is what you said; 

And these were the top themes coming up, across the board; 

• Getting through Takes far too long to get through on the phone, don’t call 
back, goes to voicemail

• Not being kept informed and need to keep chasing and repeating 
yourselves – missed appointments

• Need to keep our promises and get things done – takes too long
• We are very old fashioned – don’t keep records, not moving with modern 

times
• Need to manage our contractors better 



Your main concerns by theme:

Repairs – 609 comments

Themes Total %

Keeping you informed 264 43%

Getting through 41 7%

Getting things done 229 38%

Manage our contractors 75 12%

General – 265 comments

Themes Total %

Keeping you informed 96 36%

Getting through 34 13%

Getting things done 92 35%

Manage our contractors 39 15%

Old fashioned 4 2%



So here’s what we intend to do about it:  Getting through

I can't get through to them.

• I can't get through to them.
• They are not answering the phone
• She's on the phone for so long before they answer
• When I phone up we are just hanging on waiting, 

they take a while to answer, and eventually you got 
through.  

• I had to wait 38 minutes to get a appointment, mainly 
waiting for someone to pick up the phone. 
After it was answered, the person told me keep 

holding.

• We will staff the contact centre 
to pick up 80% of calls within 
3 minutes or less 

• We will make things really 
easy to do on line, so you don’t 
need to call

• We intend to make things 
much easier for the vulnerable

• Standards for returning 
voicemail messages

July 2018
December 2018 for on-line



Keeping you informed  

• They should be more organised and get 
one person to sort out everything I 
order, for them to keep up-to-date with 
what is occurring

• They’ve had scaffolding up since 
February, there is no work done. They 
asked about the colour of the door, I 
cant tell you how many times they said 
they’d be back again. Up to now there is 
no door change.

• The repair has not even been 
completed and I have no idea of 
progress. 

• They gave me dates, but didn`t turn up

Approximately December 2018 for app
Track your repairman will take 2-3 years

• LIVE NOW Text message updates for repairs
• Bringing data together from 18 systems
• Remote working tools that help 

field staff update cases real time 
• A new app which gives you the latest 

information we have about all the 
queries you make -so you 
always know as much as we do, such as:
- start and finish dates for scaffolding 
on your estate

• Make appointments and track them 
on line

• Track your repairman ( blue sky!) 



Keeping promises and getting things done  

• I have to spend a long time on the 
phone & the job still does not get done. 

• I had to call many times. They seem to forget the situation

• she’s promised she’ll do the trees and she hasn’t 
touched them

• They just write it down they are going to do it & they 
never do it.

• I had put in a complaint, three years ago and yet it 
still hasn't been dealt with. 

• A new ‘ state of the art’ system 
which makes sure that we can 
track your queries, repairs and
complaints from start to finish 

• Agreed timescales for all types 
of queries - tracked

• Managers will be able to see 
real time what is late and be held 
to account for their teams casework

• Considering a quality assurance 
function

July 2018

• It wasn't until my fourth or fifth call until they 
actually did anything and anytime I rang, 
the person said there was no 

update on the system.



So here’s what we intend to do about it (contract management)  

• Why are residents having to phone up to 
say, ‘The job hasn’t been done’? That’s 
down to tendering of the subcontracts. It 
seems to be really poorly tended to 

• Why isn’t the job done properly? Why 
aren’t the contractors asked to do the job 
properly? We to do a lot of chasing up 
and pushing

• They don’t come as often as they did. We 
are still getting charged and they’ve 
increased our charges

• Brent Housing Partnership don`t check if 
the work has been done on a satisfactory 
scale, so we're left with a lot of 
unattended issues.

• Big increase in post inspections 
is planned 

• Asking our contractors for evidence 
that they have done the contracted 
work, with pictures

• Ask you to help us rate the work they 
have done, in real time – quality control

• Considering a new function for 
all housing contract management 

• Post inspections January 2018
• New function – July 2018
• App = approximately December 2018



So here’s what we intend to do about it (old fashioned)  

• They’re not moving with modern times. 
They’re not dealing with the things and 
they’re still backwards with all the 
relevant things that need to be done. 

• They don’t use their computers. ‘Oh, 
we’ve got no note,’ 

• A lot of the problems that they have 
could be solved by modern technology –
if they’re meant to be doing grounds 
maintenance at a certain time of the 
year, whoever's doing it should be taking 
photos on a smartphone app and 
sending it to the block manager

Approximately December 2018, but 
dependant on contractors



And here is where we are going, with your help!

“Come, design 
with us….”

(survey and 
usability labs)



Questions?



Next Talkback..

24 January 2018


