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TRAFFORD HOUSING TRUST

e Stock transfer in 1995 — South Manchester
based.

e 380 stalff.
e £35million annual turnover.

e “Council housing Department in exile”
(Chief Executive, 1998).



CUSTOMER REVOLUTION

THE PROBLEMS

Expensive

50% of telephone calls missed
Inconsistent service

Area offices not well used
Many jobs too generic

Housing Management system backed up
by post it notes



THE CUSTOMER REVOLUTION
PROJECT

Improve services and achieve staff reduction
and changes

— Cut £1million in staff costs by March 2011

— Set up Customer Hub to free up other staff

Close 4 area offices and open 17 local access
points

Move Head Office

Introduce improved non housing management IT
— CRM system
— Net books
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MAIN AIMS FOR CRM

Improve consistency through scripts
Enable Customer Hub to work

— Specialists

— Resolve issues

Re design services

— Improve for customer
— Efficiencies to reduce staff

Information on services
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DEVELOPING SCRIPTS WITHIN CRM



What it looks like for our staff



THE IMPACT
CUSTOMER HUB

Calls reduced by 30%

90% of calls answered

45% of calls resolved in our hub
Pattern of calls known

90% customer satisfaction



THE IMPACT
NEIGHBOURHOOD TEAMS

Use of CRM
Buying into netbooks

Scripts designed for Customer Hub not
local teams

Initial increase In visits to offices and no
reduction in phone calls



THE IMPACT
THE CUSTOMER REVOLUTION

Customer Hub set up

Staff spending more time out In
neighbourhoods (netbooks)

Reduction of £0.75 million in staff costs
30 scripts in place

First CAP set up.

Head Office — next tuesday



THE LEARNS

Do not do it big bang

Give time and the right people to changing
processes

Balance Customer Hub and
neighbourhood focus

Watch out for integration

It takes time to put in place and time to
see results



