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New tenancy experience
Customer Involvement Report
Customer Stream Lead — Beverley Mathers

Introduction

The Customer Involvement team were approached to carry out consultation on the
experience and communication received by customers within the initial stages of sign-up
through to them settling into their new home in the first few months.

The aim of the consultation was to identify trends in customer experience with examples of
good practise and areas that may require improvement.

Consultation

The customers were contacted by phone and invited to participate and agree to commit to
regular contact to share their experiences throughout a 6-month period. This data was then
recorded and added into customer journey maps (see Appendix 1).

Findings

The main findings were as follows

e Gas capping — this needs to be communicated to customers before and after
moving into the property. The uncapping should be done on move in day so that
customers can have access to hot water and heating.

e Repairs not completed in the void period — there should be an inspection period
for repairs before moving in to ensure the home is in a ready to let condition.

¢ Communication between contractors and Thirteen was poor — this affected the
ability to provide updates to the customers.

e Extended periods of times when the customer received no communication —
regular check ins with the customer are needed to keep them informed, especially
before they move in as this can be a stressful time for customers.

e Customers contacting their Housing Services Coordinators and not receiving
aresponse - This means the customer is chasing their Coordinator or looking for
other means of contact and are left feeling frustrated and not valued. Also
increasing unnecessary contact into Thirteen.

e Customer feeling overwhelmed with viewing, signing a tenancy, and
receiving the keys within a short period of time (sometimes all on the same
day). These timescales should be communicated to the customer in advance to
ensure they are taking place at a time and speed the customer is comfortable with
before going ahead. If the customer is not comfortable this should be considered.

e One customer is a wheelchair user and did not feel that this was considered.
It is important that all customer’s protected characteristics are identified and
considered by all colleagues on a case-by-case basis, from the very beginning
onwards.

o Where a Housing Services Coordinator has provided their direct work phone
number to customers the communication is good, and the customer experience
is improved.



{E[h-]ﬁ[f]{g@@[ﬁ] Managing and building homes
4

e Thetouchpoint advisors were noted to be polite, friendly, and supportive. This
helped to build a more positive relationship with the customers and encouraged a
positive view of Thirteen.

Conclusion:

Communication and the internal process of the communication needs to be improved
and consistent in some areas to ensure customers feel well supported and valued.
All customers regardless of their situation or protected characteristics should receive
a personal service and experience. Improvements in the areas identified in the
findings will create a better customer experience and create more fans of Thirteen.
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Appendix 1
Sign up Moving In After move in Repairs
HSC attendedproperty Outstanding repairs not

with Laptop for sign up
discussed how to pay
rent ()

Great that the rent
can be paid viaa
card from home

Laptop battery had ran
out so HSC phoned I.T

to seek a solution %

Contacted HSCby phone resolved before move in and
as needed a bin we were not told that these
o

fo) were outstanding when
moving in.

We were not advised
that the gas was capped
off.

Felt annoyed and
disadvantaged

Felt that this should
have been resolved
before move in

We contactedHSC — waited 1
week before she got back to

us. o
We were told to contact )

council but we were told &)
council could not providthe
in andto contact Thirteen.

Phoned customer services tq,
report this OO

Frustrating and found the advisor
was not a great polite and sweet
firstimpression

I.T could not resolve and
so we had to sign a
paper copy O
(@)

Felt forgotten
about

We called to customer
services several times, wait
times were very long. We
were told to call back later
in the week or to usg
MyThirteen

O

Found Mythirteen too
cumbersome and
choices too limited.

Contacted HSC and she
textto say that she will
order the bin.

We were advised on
what would happen next.
[¢)

©)

Information should have
been given before about
the gas being capped
and the type of meter
that was in the property.

Disappointed that we were
still not properly signed up
or fully advised due to
tenancy information being
held on the laptop.

This was speedily resolved
and we were very

impressed as we had a bin

within a week.

Key:

D Process Points

O Feelings/Thoughts
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Offered Property

(" HSC phoned to offer
property we were told
that we could notiew
because of outstanding
\_ repairs.

( We handednotice in to )
current landlord as was
advised would be moving

_in at the end ofDctober. )

( Lots of delays resulted in\
not being offered
viewing/keys for 3

months. °o

No updates provided a
the way through

Key:

D Process Points

O Feelings/Thoughts

This was

very

stressful.

Very frustrating as |
had to keep calling
for updates

Viewing Property

4 R
Date was arranged for
sign up and to get keys

after very lengthy delays

\ J

4 R
We hadbeen 3days
notice to view and sign

for the property -°
\ (©)

Felt anxious
but desperate
togetin.

We were happy with
property size and how the
room dimensions.

Felt some relief

Sign Up

/HSC went through sign
up but there was lots
going on at the same

time and it was difficult.

HSC explained the
customer services

\_ number. n°

O

Very
frustrating but
just wanted to
be in

Felt rushed and
confused.

We had viewedthe
property, signed and
got keys all on the
same day.

be given.

It was too much in one
day nut we just wanted
to get in due to delays.

Moving In

Lots of issues such as
outstanding repairs and
property was not cleaned
properly so had to clean it.
HSC had said flooring
would be replaced but this
had not been done.

Would have liked this
to be clarified and
more information to

We were not advised
what we were
responsiblefor, what
was fully expected
and what wasdown to

Thirteen.

We have not seen or
heard from ourtHSC or
Thirteensince move in,
despite ringing and
textingour HSC.
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Application
process

| had encountered
numerous problems with
tees valley home finder
when | logged in to view
and bid on properties

A property became available but
when | tried to bid on it, it would
not accept the bid because of a
00 technical error.

Q

This was extremely
frustrating

When | tried logging back into my
Mythirteen account | was unable to gain
access. | did call thirteen to explain the
issue and was advised that a technician
would return my call, but they did not.

Key:

[:] Process Points

0 Feelings/Thoughts

Application
Process

Application
process

| was informed by a member
of staff that | can contact my
HSC to support with the
moving process and | can find
their contact details on the

Thirteen website.. o°

| made two further calls to tees valley home finder
in the following weeks to see if the problem with
my account had been rectified. It had not,
however, a gentleman | spoke to said staff were
able to make bids for customers if issues arose and
that if a property did come up to call back.

I no idea what a HSC was
and how they could assist

| called to see if there was any further progress
with my account and if anyone could bid on my
behalf. | explained that | was unable to log in to
Mythirteen account as well and no one had called
me back after | had reported this. When the lady
was unable to help me, | asked for the email
address to make an official complaint.

| searched for the HSC's email
address on the thirteen website. |
contacted my HSC to state that |
was matched with a property 2
weeks ago and wanted to arrange a
viewing. °

-

| was becoming

increasingly frustrated as |

didn't want to miss out on
another property

| was becoming increasingly anxious
about the situation and had not heard

-

My new housing services coordinator did not call me
to discuss my situation and offer any support. She let
me know by email on the Monday that it was
available to view on the Friday of that week or the
Monday after. | was told | was expected to sign the
same day with a transfer time of 3 days.

This wash't enough time, so |
ended up paying rent for an
extra week on my existing
property. | didn't feel she
offered me any help and
support with the house moye.

anything from her for weekw

After move in

-

| was not told that the gas
would be capped so | went
about 5 days without hot
water
g
(~ There wasa large amount of
outstanding repairsincluding a
leaking roof, the voids team had
to visit again to look. | was told
\_ they would be fixed.

This was difficult with three kids

6 weeks [ater [ had to report the roo
again asit has not been fixed and &
the ceiling isdamaged. | have not seen
my HSC since | signed my contract. |
have emailed her but have not had a
response. | called the contact centre
because my rent account payments
had went to my old address as myew
HSC did not tell me that my rent
account number changed whenJ
moving.

Moving was made a lot more stressful
because of all of the problems
throughout. | gave feedback on a
survey and was told | would receive a
phone call but | have  not had this yet..
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Offered Property

Viewing Property

| bid on a property and
finished second but did
not receive any
communication of the
outcome. o
(@)

-

This made me

anxious — a
notification message
would have been
good.

~

Viewed property, signed
and got keys all on the

same date ooo

/—d

| was happy with the
property.

Vs

A number of weeks
passed and | still did not
hear anything.

.

~

—Z

( | was issued a date for
viewing but not
communicated with to
\_see if this was suitable.

Key:

\

Viewing was very quick
and we did not notice the
repairs at this point.

el

D Process Points

O Feelings/Thoughts

It would have
been nice to
have that choice,

( Felt overwhelming

Although, this was
alotall in one day

Sign Up

Rent was explained at

sign up. | paid first

payment on the day then

got the keys.

OO

Had to pay rent
straight away which
felt a bit unfair.

Even though | felt the initial
rent charges before move in
were unfair, | was still happy

as it gave me time to get
organised

Accepted the property at
viewing so got the keys
there and then. Did not

move in till 2 weeks later.

Moving In

On moving in | noticed

that there was lots of

repairs that had not
been completed.

O

Felt annoyed as
| had to wait a
long while for
repairs to be

completed.

| have had no contact
with my HSC since
move in.

| have HSC’s

number and | know
I can call if | need

to.

[ Settled into new home]
C o
O

Overall happy with
my new home now
that | am sorted.
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Offered Property

| was offered a new build
property but couldn’t
view due to it not being
completed.

-
Delay in moving in but
thiswas due to the
developers not Thirteen.

Thirteen kept me
updated during the delay

°0

Happy they did this
and understood this
was not the fault of
Thirteen.
Key:

D Process Points

O Feelings/Thoughts

Viewing Property

4 )

Viewed the property
with theHSC

She was lovely
and friendly and
very informative.

HSC ensured that | was
happy with everything
before sign up.

Sign Up

Moving In

| was given lots of
informationon sign-up

No repairswere foundwhen

~

moving in.

J

Lots to take in,

but understood
itall.

| was happywith the

sign up process and

was given plenty of
notice.

| found out later as not

happy that all the other new,
builds had a built in
appliances HSC gave

advice on white goods.

-

| was made aware ofmy

responsibilitiesand what
the process was if |wanted
to make an alteration to the

property.

\
>

I know how to
contact Thirteen if |
had any issues so |

was happy to just get

on with moving in.

First time being a
Thirteen customer, so
happy | made the
move.

| havenot heard from HSC
since moved in. She was
happy to settle in on her own.

Overall happy with the
service provided and had
no issues with major

Thirteen.
O0e
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Offered Property Viewing Property Sign Up Moving In
Ve ~ /" Keyswere handed in ~
| placed a bid in but i i) 402 ALty
never heard anything needed to be cleared | signedup at the viewing There'was no
after that. and repaired which outstanding repairs
S ) delayed the viewing Happy with this Y, stlagtatrzeof when | moved in.
more. Yy as itmeant | }\ repairs could OOO
- ~ S‘ got the keys have been
( straight away. —_ _
After 2 weeks | rang Ul grgﬁirftévf:tj'” ! beter
Thirteen | was r;r?t updated during easiten wiss) 55 m | didn’t receive any
. ;{ y, 'S process HSC gave mefinancial further contact from
\_J

my HSC justan
update on the
decorating vouchers.

help with costs and to
| felt like | only got get new carpets fitted.
the property
because | rang up
to for an update.

Frustrating as | had to keep
contactingthe HSC to see if
they had an estimated date
or an update.

| didn’'t mind, | was
happy to just get on
with it and | have her

mobile number if |
need her.

| preferred it this way as it

meant we could be in quicker
and | got to decorate how |
wanted with some financial

support.

| was contacted to say the
property was ready quicker
than expected and was °
given a date to view.

| was made aware that
the property was under
repairand so |wouldn’t
be able to view it yet.

Key: Glad | moved from
private rented to

Thirteen.

Overall | was happy with
the service | received
Olo , from Thirteen.

It was short notice but | was
still happy as | wanted the
keys to the property asap.

D Process Points

O Feelings/Thoughts
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Offered Property

We applied forthe
property and heard
nothingfor 6 weeks.

J

6 weeks later we were
toldwe could not view
because of outstanding

Viewing Property

HSC contactedus 3 months after the
application videlephone to say that she
had no word from the builders and that
she had received no communication
regarding the work or timescales. This
meant we could only view the outside of

the house.°on

This felt pointless -
and like we were
second class citizens.

 °o repairs )

Unhappy as we were
toldwe had to wait 12
weeks for repair

HSC advised there was major
repairsbut we didnot receive

any communicatiombout

them until 3 months after we
had applied for the property.
O,

Wanted to view the whole
property as my husband has
recently had a stroke and isin a
wheelchair so we wanted to O,
access suitability and room

sizes for furniture and mobilit

Key:

D Process Points

We were annoyed that
we had to wait and
chase Thirteen.

Viewing inside the house
was not until move in day.
o

O~
O

Thirteen should have had
more interaction with

builders to get progress of

works/ repairs.

Sign Up Moving In

N 2
Viewed inside, signed the ) Upon moving in we found
tenancy agreement and substantial amount of
received the keys all on outstanding works and poor
quality repairs.

the same day. ) J

circumstances
were never
considered and felt
that we were just
part of a process
and another

~N

Had to call Thirteen for gas to
be uncapped and report
outstanding repairs not

finished by workme

We were informed that we
would be paying rent
straight away despite the
property not being ready.

Not acceptable, contractor’s
progress and work should
have been checked.

We could not move in as
cleaners had not cleaned
the property yet. o
C%) We had to make numerous
phone calls to customer
services and our HRC and
it took months to correct

repairs.
p ,\Oo

Felt angry and very annoyed as we
were paying rent and unable to live in
the property duetoaleak  — Thirteen
said property was in a liveable state.
We disagree.

We were rushed through as
cleaners needed to enter to
clean the property. It was 2
days before Christmas and
were told services in
Thirteen would not ben
running until after New Year.




