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Talkback
Agenda

24 January 2018

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

7.05pm Housing Management ‘Our Improvement Journey’ presentation – Troy 
Francis & Sean Gallagher 

7.35pm Housing Management Transformation Programme update – Monika 
Singh 

7.50pm Workshops – Data Gathering      

8.15pm End



Talkback 

#Our Improvement Journey 
Troy Francis, Head of Customer Service & Housing Management 

Sean Gallagher, Head of Property Service



80 Days 



You told us:

Getting through 

Kept informed 

Get things done 

Old fashioned 

Manage our contractors 



Getting through 

Appointed to 
Customer 

Experience 
Manager role 

Recruited to the 
vacant posts in 
the Customer 

Response Team

Behind the scene 
changes to our 

customer contact 
centre operations

Attend leaseholder 
and tenant 

engagement 
events 



Kept informed 

New document 
management process 
introduced to enable 
monitoring of email 

and general 
correspondence

Customer promise 
standards introduced 

and monitored 

Establishment of ‘You 
Said, We did’ 

communication

Revamped  ‘Your Voice’ 
publication



Get things done 

Improve
monitoring of core 

customer 
standards

Introduction of 
performance 
measures to 
ensure core 

standards are 
delivered

Weekly review of 
overdue repair 
orders through 

contractor review



Old fashioned 

Implemented 
improvements 

to the 
MyAccount 

portal

Prototype 
Smartphone 

App for 
leasehold



Results so far!

Service theme Performance Quarter 3 Quarter 2

Call handling 50% call answered 

within 3 minutes (baseline 

position)

50% 

(snapshot

today)

3% Improve customer 

contact centre service level

69% 66%

Complaint handling 25 less complaints in 

quarter 3 compared to the 

previous quarter

62 87

Correspondence handling 2% improvement in 

correspondence response 

time

91% 93%



Things to Do

Introduce a more robust 
call back process 

Complete induction 
plan for new starters

Embed new call 
handling resource 

management 

Maximise use of online 
and social media 

platform

Extend estate 
conversation

Implement new Section 
20 process 

Implement the new 
housing service 

standards 

Implement phase 1 of 
the Customer 
Relationship 

Management system 

Introduce the new 
smartphone App for 

leaseholders

Continue to improve 
functionalities within 

MyAccount  



Property Services 

Project Management accountability

Scaffolding Protocols

Leasehold work pause

Leaseholder engagement 

Operations Management –
Planned – Repairs/Emergencies/CRT



Fire - Risk Assessment Tender/Capital 
Programme

Asset Management & Stock Condition

Investment 4 Brent (I4B)

Recruitment 

Property Services 

Speedier Repairs
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TRANSFORMATION!



Progress over the last 3 months 

• Finished the design of our transformed service – new structures, new processes, new system

• Clarified our customer strategy

• Our new approach to resident engagement

• First draft of service standards summary  - we’ve drafted both current and future standards (from 
September 2018) 

• Planned our customer data gathering project – and we need your help with this in the workshop

• Started to build our new CRM system - one very important feature goes live at the end of March, 
rest in August 



Our Customer Strategy



How many 
residents do we 
reach through 

resident 
engagement 

activities today? 

3%

Resident engagement today, here and elsewhere



Where we are:

1. Mostly face to face involvement 
opportunities today, not convenient for 
everyone. 

2. We have a very wide range of 
engagement activities and so we don’t 
always have time to do them very 
regularly

3. We know that involvement is generally 
related to specific service issues

Where we want to be:

1. We will focus on meaningful 
engagement and ‘go digital’

2. A reduced and improved 
engagement offer. We will do less 
things, but we will do them better

3. We want you to tell us what you 
think at the point of receiving a 
service, in real time

Resident Involvement



Resident Involvement – New Model



What is it?
A short ‘quick reference guide’ –
• a summary of what is in our various handbooks 
• the standards we need to meet
• the standards our contractors need to meet – we get what we pay for..

Why?
• So that you know what to expect from us and how long things will take. 
• We also want you to know how you can help us get things right for you.

How you can help?
Tell us what you think of our new ‘quick reference’ guide. 
Sign up to attend a workshop to review these – you can do this in the 
workshop session

Our Service Standards Summary 



• New system – relies on good clean information in it

• New data protection legislation,  updated for the digital world 
we live in – becomes law on 25 May 2018 

• Delivering a fair and equal service to all – equalities data – we 
need your consent to hold this

• The tragic Grenfell fire also makes plain how important accurate 
data about everyone who lives in our properties in the event of 
an emergency

Getting to know you better  - update your data



CRM – the shape of things to come…


