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Agenda Item No 
 

The Vale of Glamorgan Council 
 

Cabinet Meeting: 3 April, 2017 
 

Report of the Cabinet Member for Housing, Social Care and 
Health  
 

Customer Service Strategy (Housing)  
 

Purpose of the Report 

1. To finalise a Customer Service Strategy for public housing following its consideration 
by the Housing and Safe Communities Scrutiny Committee. 

Recommendations  

1. That Cabinet considers the comments of Scrutiny Committee and notes the updated 
draft Customer Service Strategy (Housing). 

2. That the Customer Service Strategy (Housing) as attached at Appendix A to this 
report is adopted. 

3. That Cabinet and the Homes and Safe Communities Scrutiny Committee receive six 
monthly monitoring reports in relation to the Operational Delivery Plan for the 
Customer Service Strategy. 

Reasons for the Recommendations 

1. To note the matters raised by the Scrutiny Committee and the minor changes 
proposed to the strategy previously endorsed by Cabinet. 

2. To agree the final Strategy document. 

3. To ensure the actions identified are progressed accordingly and that elected 
Members are kept suitably informed. 

Background 

2. The Customer Service Strategy (Housing) was considered and endorsed by Cabinet 
on 14 November 2016. It was then referred to the Homes and Safe Communities 
Scrutiny Committee for further consideration which subsequently took place on 7 
December 2016. 

3. The Strategy has now been updated to reflect the comments made and now needs to 
be considered and approved by Cabinet. 

 

http://www.valeofglamorgan.gov.uk/Documents/_Committee%20Reports/Cabinet/2017/17-04-03/Appendices/Customer-Service-Appendix-A.pdf
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Relevant Issues and Options 

4. The relevant comments made at the Scrutiny Committee, as recorded in the minutes 
from the Committee meeting are highlighted in the following table: 

Query Raised  Response  

A   Member expressed the view that 
the objectives identified in the 
Strategy   became areas of work in 
the delivery plan; therefore there 
were not any   outcomes or 
measures for the service.    The 
Member stated that they were glad to 
see that the document   recognised 
that a significant number of people 
did not want to access   services 
online, and was of the view that the 
Plan needed more information in   
terms of what was being done for 
these people.  

The   Housing and Strategy Projects Team 
Leader advised that he appreciated the   
difference in the wording within the 
document and would ensure there was   
consistency when the draft Strategy went 
back to Cabinet.  The Service Plan was 
fairly consistent and he   advised that 
some rewording could be done in relation 
to the success criteria.  

A   Member expressed the view that 
the Plan should include ways of 
measuring   improvement and 
needed to be focused on outcomes.  

The   Team Leader advised that the 
customers would ultimately judge the 
service   provided and they had received 
some extremely valuable information from   
customers, which would be reported to the 
Committee in the New Year.  This would 
provide a baseline for future   improvement 
and once the team had embarked on the 
actions within the delivery   plan, this would 
assist them with looking at the 
improvements that were   required.   

A   Member advised that they had 
attended neighbourhood 
management roadshows,   however 
many tenants worked, therefore were 
unable to attend in the day and   
asked whether roadshows could be 
held on evenings and weekends in 
order to   engage with all tenants.  

The   Team Leader advised that this was a 
good a point and that they were aware of   
this issue and were meeting with the 
neighbourhood management panels. 
Roadshows   could be geared towards the 
needs of the area.  In addition, he advised 
that the Tenants   Participation Strategy 
would be brought to a future meeting of the 
Scrutiny   Committee.  

A   Member made reference to a 
case study within the report relating 
to a pilot exercise   to improve mobile 
working.  They were   pleased to see 
this as they knew of instances where 
repairs had been started,   however 
issues had arisen during the repair 
therefore it could not be fully 
completed   which frustrated tenants.   

The   Team Leader advised that, in terms 
of mobile working, staff added value as   
they were in contact with customers, and 
there were more staff out in the   
community in order to provide a better 
customer experience.  The aim was to 
ensure that staff were   productive and had 
the knowledge to resolve issues first time 
around.   
   
The   Operational Manager for Building 
Services advised that the ideal was 
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customer   excellence and that issues were 
fixed on the first visit. Unfortunately   
issues identified at the scene could lead to 
a job requiring a lot more work   and time, 
which therefore impacted on the diary time 
of the operatives.  The aim was to build 
capacity into the   system. The service 
needed to manage the issues which arose 
within the   resources available to the 
Authority.  

A   Member made reference to 
gathering information from tenants 
about their needs   and preferences, 
and expressed concern that all 
groups of tenants were   captured 
within the survey results.   

The   Team Leader advised that a recent 
large scale survey had taken place which   
had been carried out for certain 
demographic groups.  A weighting was 
applied to results by areas   to ensure that 
the different tenant groups were 
represented equally.  
   
The   Operational Manager for Housing 
Services advised that in order to cover   
different customer groups and ensure they 
had access to services some flexible   
working had been adopted which meant 
some staff started later and worked   later 
into the evenings.  They were   also 
looking to expand access to online 
services rather than completely migrate   to 
an online service offering only.  A   large 
number of tenants had access to smart 
phones, therefore chose to access   
services via their phones.  However if   it 
was a sensitive issue they would adopt a 
different approach.  The services were to 
be extended to   weekends with a pilot 
taking place currently.     

A   Member asked whether there was 
any flexibility in the process for staff   
members to complete jobs on the first 
visit or was there more to be done?  

The   Operational Manager for Building 
Services advised that the way the diaries   
were managed meant that every minute 
was filled, which meant that there was   
very little opportunity to do repairs if the job 
was bigger than anticipated.  The 
tradesmen were best placed to diagnose   
problems, however they could not 
necessarily manage how the individual 
operatives   worked through their work 
schedule.  He   advised that capacity 
needed to be built into the service to 
address this   issue whilst still providing a 
value for money service.  

A   Member asked whether the 
customer portal was live.  

The   Team Leader advised that it was not 
live at present as there were some issues   
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with regard to Welsh translation.  They   
were currently working on the portal and 
anticipated that it would be   launched 
within 12 months 
 

 

5. A main concern raised by the Committee was in respect of outcome measures so the 
Strategy has been revised and reworded to reflect this. The new terminology 
highlights five key objectives (these were formerly described as aims) and a range of 
outcomes which support these. The structure of the Operational Delivery Plan has 
also been updated to reflect this and make the desired outcomes clearer as well as 
set out the actions to be taken to effect this change. 

Resource Implications (Financial and Employment) 

6. Customer Service is mainstreamed through the delivery of all Housing services and 
is a key part of all staff roles, therefore no additional staffing budget is required. The 
savings to be gained from more efficient service delivery i.e. increased use of the 
internet to deliver basic information and services, will provide the additional time to 
increase the landlords visible presence on estates. 

7. The Customer Portal, which enables tenants to check their rent account, report 
repairs etc. has been purchased previously and any revenue costs eg training will be 
met from existing budgets.       

Sustainability and Climate Change Implications 

8. There are no direct legal implications arising from this report.  

Legal Implications (to Include Human Rights Implications) 

9. There are no direct crime and disorder implications arising from this report. 

Crime and Disorder Implications 

10. There are no crime and disorder implications from this report. 

Equal Opportunities Implications (to include Welsh Language issues) 

11. There are no equal opportunity implications from this report. 

Corporate/Service Objectives 

12. This Strategy is consistent with the overarching vision within the new Corporate Plan, 
namely 'Strong Communities with a Bright Future' as well as several of the Well 
Being Outcomes, including 'An inclusive and Safe Vale', ' An Environmentally 
Responsible and Prosperous Vale', 'An Active and Healthy Vale'.  

13. It is also consistent with many of the core objectives (which support the Well Being 
outcomes), including: valuing culture and diversity; reducing poverty and social 
exclusion and raising standards.  

Policy Framework and Budget 

14. This report is a matter for Executive decision by Cabinet. 



5 

Consultation (including Ward Member Consultation) 

15. The customer service strategy will be common to all areas of the Vale, therefore no 
individual ward member consultation has been undertaken. 

Relevant Scrutiny Committee 

16. Homes and Safe Communities. 

Background Papers 

None. 
 

Contact Officer 

Nick Jones - Housing and Strategic Projects Team Leader. 
 

Officers Consulted 

Tony Curliss, Operational Manager, Contact One Vale 
Helen Moses, Strategy and Partnership Manager, Performance & Development Services 
Housing - Accountant 
Committee Reports - Legal   
 

Responsible Officer: 

Miles Punter - Director of Environment and Housing Services 
 
 


