Performance Update – Housing Advice Services
Period 3: 2009/10 October – December 2009

The Housing Advice Team is committed to providing excellent services to our customers. To achieve this we have checked our performance against a range of service standards and performance measures.

To assess how our customers view our services we have undertaken a customer satisfaction survey of services users who made contact with the housing advice team between October and December 2009.

The summary below provides an update on the findings of the customer satisfaction survey and other performance measures.

In our service standards we promise to provide high quality services which meet our customers’ needs.

· In our survey 82% of you felt that the overall service was either fairly good or very good. This compares with 92% for the previous quarter.

· 9% of customers felt that the overall service was very poor compared to 8% for the previous quarter.

· 100% of customers felt it was easy to contact the housing advice team.

· 82% of people surveyed were very or fairly satisfied with the level of courtesy and respect shown to them.

· When we asked customers how satisfied they were with the level of consideration given to their specific cultural or religious needs 73% were either very satisfied or fairly satisfied and 9% were dissatisfied.

· During 2008/09 we aimed to assess homeless applications within 30 days. For 2009/10 we have reduced this target to 18 days and at the end of the second quarter our average decision time was 13 days.

· We aim to keep our customers informed regarding the progress of their application – in our survey 82% of customers were very satisfied or fairly satisfied with the information given in this respect. 18% were fairly dissatisfied or very dissatisfied with this.
What does this information tell us?

Overall we are pleased with the outcome of our monitoring and feel satisfied that our customers are receiving a quality service that is easily contactable and is respectful of your needs.

In addition to this survey of customers who used the housing advice service during the period, a comprehensive survey was undertaken by the Tenant Participation team during December 2009. The full results of this survey will be published in due course but the headline results suggest that those completing the survey feel that a good range of services and information is offered by the housing advice team. 
If you would like to participate in any future consultation event to influence the development of the housing advice team, please email your name, address and email address to housingadvice@tamworth.gov.uk
If you would like to complete a customer satisfaction questionnaire to enable us to consider your views of the housing advice service, a form can be downloaded from the Homelessness Prevention and Housing Advice page of the website.
