


jan willom?

2 -

It includes clearly setting out in plain language what service
standards customers can expect to receive and making it easy
to complain and to receive compensation if the organisation
fails to meet up to its own standards.

Listening to, learning from and changing to meet customers’
needs and aspirations is also critical to success; and an
excellent landlord can expect to provide a wide variety of
different ways for customers to be involved in their business.

Making sure you feed those changes back to customers is
essential in re-assuring customers that you listen, learn and
change.

The achievement of equality standards and evidencing equal
access requires detailed customer profiling to ensure that no
customer receives less favourable treatment than any other
because of their age, gender, ethnicity, disability, sexuality or
religious beliefs.

Ensuring that the diverse needs of individual customers are
met is a key challenge. Customer profiling can also be used to
reveal a customer’s communication preferences and
vulnerabilities, which can then be taken into account when
delivering a tailored service to meet their needs.

Landlords need to achieve a high level of cost effective
planned maintenance to regularly service components to help
them last longer and remain safe; and replace house
components just before they are likely to fail. This needs to be
complemented by an efficient and effective response repairs
service that tackles the unexpected failures when they occur
and repairs them right first time. There are many opportunities
to integrate repairs and maintenance services with planned
and future planned work. It is believed that this will deliver
greater efficiency in the future. The Better Buys Report (Audit
Commission & Housing Corporation February 2008) supports
this view.

The analysis, identification and resolution of common
maintenance and repair faults and their rectification right first
time often leads to significant improvements in customer
satisfaction.
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For further information please call
Neill Benham on 0208 732 5630 or
email: neill.benham@ianwilliams.co.uk
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Partnership contracts are viewed as the best way in which
value for money can be delivered by incentivising improved
service delivery, reducing costs and improving customer
satisfaction.

Ensure that the service improvement action plans are always
fully up to date, recording past successes and showing
ongoing continual improvement in detail for the year ahead
and in outline for successive years.

Have summary and full performance indicator reports in place
covering key performance indicators and secondary
indicators.

Outline future investment plans in staff and other resources
e.g. continually improving information and communication
technology to increase efficiency and effectiveness and
improve the quality of service.

Don’t duplicate - integrate!

“For any social landlord, the effectiveness
of the service provider for repairs
and maintenance to the housing
stock is a critical factor in the
Key Lines of Enquiry examination
by the Audit Commission.
At lan Williams, we see
it as our job to help our
clients achieve
improvements to
their star status.”

Alan Soper
Managing Director, lan Williams Ltd.
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