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Congratulations

to the Housing Options Services for Achieving

ng ﬁw BENGALI NOTES

Tower Hamlets
Housing Options
Services

the Customer Service Excellence Award (CSE)
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CONTACT DETAILS

Jamie Jackson, Business Support Officer
Business Support Team, Housing Options
Services, Development & Renewal

Albert Jacob House, 62 Roman Road
Bethnal Green, London E2 OPG

Telephone: 020 7364 7262

Fax: 020 7364 7222

e-mail: jamie.jackson@towerhamlets.gov.uk
website: www.towerhamlets.gov.uk
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CUSTOMER
SERVICE
EXCELLENCE

| am proud to share with you
the success of the Housing
Options Services in achieving
the Customer Service Excellence
(CSE) accreditation.

We had a 12 month programme
of service improvements and
this led to a very successful
on-site inspection in September.

The CSE standard consists of
57 separate criteria grouped
into five categories:

Customer Insight

Culture of the Organisation
Access & Communication
Delivery

Timeliness & Quality

The entire Housing Options Ser-
vice was judged to be fully com-
pliant in 55 of the criteria and
partially compliant in only two
- an outstanding achievement.

The independent Inspector took
the opportunity during the final
feedback session of drawing
my attention to her being
impressed at the commitment
shown by staff to the customer.

| trust you will be as delighted
as | am to see that yet again
this Council, through its diverse
teams, has demonstrated its
commitment to the very highest
standards of customer service.

A\

Colin Cormack
Service Head
Housing Options
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Customer Satisfaction Survey Results

Survey. We received over

100 responses, equalling SatISerC.| qr
a response rate of just over very satisfied
16% - our best yet. See Wlth service

inside for more results...

In July 2012 we ran our
Housing Options Services
Customer Satisfaction

. . . N/ .
Office opening times: 9.30am to 4pm IS
P 9 P AN ... - November 2012
Authority BEROEIIG




Overall Satisfaction InTouch Temporary
69% of customers were satisfied or very Accom mOd atlon

satisfied with the overall service they
received. 69% NeWSIetter 76%

76% of our customers found our InTouch

Customers satisfied or very satisfied customer newsletter useful. Customers found InTouch newsletter useful
(] ® (]

Communication Housing Management

This survey showed that 80% of respondents Overall 74.2% of our customers were 84% of our customers stated they knew their

preferred to be contacted via letter, which is satisfied or very satisfied with the way housing officer. 84% 71%

a marked increase from our last CSS which their telephone call was dealt with.

indicated that only 51% preferred this 44% of customers in temporary accommodation

method of contact. had been visited at least once by their housing ) _
Knew their Knew who their

officer in the previous 12 months. The target this housing officer  managing agent was
year is for 90% of all customers to be visited twice.
71% of our customers in temporary accommodation
knew who their managing agent was and a further
o 42% of these customers had been visited by their
74 /0 managing agent at least once within the last year.

80%

Customers satisfied or very satisfied 72% of customers said they were satisfied or 72 %
Preferred to be contacted via letter with telephone calls very satisfied with the location of their temp-
orary accommodation. This is a slight reduction  Customers satisfied or very satisfied with
on the results for 2009 and 2008, reflecting location of temporary accommodation
. the need to place more customers out of the
Com plalnts borough due to a reduced supply of in-

borough accommodation.
56% of our customers stated they were

aware of the complaints procedure and 61% of customers were satisfied or very
14% of respondents had made complaints 56% satisfied with the condition of their property,
about the service. Of these 63% were against 55% in 2009 and 41.5% in 2008. 61% 5 5 % 41%
satisfied with the outcome. . This reflects the success of work undertaken
Aware of complaints procedure to set minimum property standards in all o015 5000 5008
temporary accommodation and improved Customers satisfied or very satisfied
training for staff. with condition of thier property
14% Satisfaction with the managing agent, at 60%
was on a par with the 2008 and 2009 results.
63 % A big thank you to all our customers that took
part in this survey. We value your opinions and
comments and are always looking for ways to o,
Made complaints about service Were satisified with outcome Y 9 y 60 /O

improve the Housin ion rvice.
of complaints made prove the Housing Options Service

The lucky winner of the £250 shopping vouchers Customers satisfied or very satisfied with
We used the opportunity of the survey to raise awareness of the complaints procedure. prize draw will be announced shortly. location of temporary accommodation




Lettings Policy Consultation

Have your Say
L

The Council and its Common Housing
Register Partners are currently consulting

with residents on proposed policy changes.

This is heavily influenced by legislation and
the new Localism Act, which was brought in
last year, and gives councils much greater
freedom to design policies and procedures
to suit local people.

Previously councils across the country were
required to open their housing lists to just
about anybody, regardless of their income
or where they lived. This means that people
living in another part of the UK are currently
able to join the Tower Hamlets housing list
and, depending on their circumstances,
could be higher up the list than someone
who currently lives in the borough.

We now have greater freedom to change
our housing allocation policy to ensure it
reflects the needs of the local community.
For example, there is currently no limit on
the number of bids a person can make for
properties advertised, which meant that
last year over 2 million bids were received
for the 3,877 properties advertised.

Each property was also rejected an average
of four times before finally being accepted,
because there are no penalties in place
for people who bid for properties continu-
ously, and then refuse them.

In addition to considering bid limits, we
are also looking at introducing minimum
residency in the borough, and income
thresholds - to prevent people earning
over a certain amount from joining the
housing list. We will also look at penalties
for people who continuously bid for prop-
erties and then refuse them, because this
prevents people lower down the list from
being rehoused quickly and will reduce
unnecessary costs.

To complete the survey, please
visit the Council’s website:
www.towerhamlets.gov.uk
or

Tower Hamlets Homeseekers
website at:

www.thhs.org.uk

Closing date for consultation is
23 November 2012.

A series of focus groups with
housing applicants will also be
organised before the consultation
deadline of 23 November 2012.

Further details will be provided shortly.

Preparing for Welfare Reform

Some of you may have seen recent media
coverage of the work being carried out in
the Housing Options Service to prepare for
the impact of the Welfare Benefit cap due
to be implemented next April.

The cap means that working-age single
parents and couples who are not in work
will not be allowed to receive any more
than £500 per week in total benefits —
including Housing Benefit.

These changes have been introduced by
the Government and will mean big cuts in
income for many of our customers living in
temporary accommodation.

Some customers will be exempt from the
cap - for instance if they are in receipt of
some disability benefits. Also if you are
working at least 16 hours a week as a lone
parent or 24 hours a week as a couple and
you receive Working Families Tax Credit
you will be exempt from the cap.

The Council, its politicians and officers, are
trying really hard to limit the impact of the
changes, but there is only so much that can
be done. This will be a very difficult time
and the priority of the Council will be to
help ensure families have enough money to
live on once the welfare cap is implemented.
This will mean some difficult decisions will
need to be made about our customers’
housing options.

Housing Officers will be visiting all custom-
ers who are likely to be affected by the cap

by the end of this year. If you are likely to be

affected you will be contacted over the next
few weeks by your housing officer who will

arrange to visit you to discuss the impact of
the cap on your housing application. They
will offer to refer you for help with finding
work to the Council’s Skills Match service,
and identify any help you might need with
money advice. They will also be carrying out
an inspection of your home and discussing
any other issues that might affect your
accommodation.

One way to avoid or limit the impact of the
cap will be to move you to cheaper accom-
modation if you are not likely to find work
before April.

Many of our customers may be getting close
to qualifying for a permanent offer of accom-
modation. This is the best option for limiting
the impact of the welfare cap as rents are
cheapest in Local Authority and Housing
Association properties. Your Housing Officer
will discuss whether it is appropriate for you
to be placed onto the Council’s Autobid sys-
tem, whereby bids are automatically placed
for any properties that will meet your needs.

If you are not likely to receive a permanent
offer before April, they will need to discuss
finding alternative temporary accommoda-
tion with you. In most cases for people
who are affected by the cap this will mean
needing to find housing outside of Tower
Hamlets. Your particular needs will be dis-
cussed and fully taken into account when
considering alternative housing options.

If you think you may be affected by the
cap and have not been contacted by your
housing officer by November 30 please
ring the office on 020 7364 7474 or email
homeless@towerhamlets.gov.uk



Money Advice Roadshow comes to Tower Hamlets

November is Money Matters month

in Tower Hamlets. The Money Advice
Team, in partnership with the Housing
Benefit Department, Skills Match - the
Council's employment support service,
welfare rights and debt counselling
services and housing associations will be
providing a series of roadshows to give
information, advice and support for local
residents on a wide range of money-relat-
ed subjects such as access to debt coun-
selling, budgeting, credit facilities, bene-
fits advice and access to employment.

Residents will be able to drop
in to the following roadshows:

Whitechapel Idea Store
Saturday 3 November; 1T1am - 4pm
321 Whitechapel Road, E1 1BU

Bow Idea Store

Saturday 10 November; 1T1am - 4pm
1 Gladstone Place, Roman Road,
Bow, E3 5ES

Tarling East Community Centre
Saturday 17 November; 11am - 4pm
63 Martha Street, E1 2PA

Crisp Street Idea Store

Saturday 24 November; 11am - 4pm
1 Vesey Path,
East India Dock
Road, E14 6BT

Everyone is
welcome -
please come
along.

Thank

A big thank you to
those who have
attended our Tenancy
Strategy Customer Focus
Groups. We hope you found
the Focus groups beneficial.

Remember if you require any further
information on Tenancy Strategy Group
then please contact;

Tower Hamlets Tenancy Strategy Group
Telephone: 020 7364 0469 or
Email: strategic.housing@towerhamlets.gov.uk

to access benefits & grants

Turn2us is a charitable service which
helps people access the money available
to them - through welfare benefits, grants
and other help.

Their free, accessible website has been
designed to help find appropriate sources
of financial support quickly and easily,
based on peoples particular needs and
circumstances.

Their website address is:
www.turn2us.entitledto.co.uk/
entitlementcalculator.aspx
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