Appendix 1: Customer Contact Strategy action plan  
	ID
	Description of action required 


	Responsibility
	Others involved
	Timescale 

	A
	Theme: Email to become the norm
 
	
	
	

	A1. 
	Adoption of a standard – available to all staff - for producing emailed documents which can be read on mobile telephones 


	Business Improvement Team (BIT)

	IT 
	Q1,15/16



	A2. 
	Making available standard arrears letters on email 
	BIM; HSM 


	IT, Civica
	Q415/16

	A3. 
	Enabling the sending of the same email about arrears/ASB/tenancy matters to joint tenants at the same time

	BIM; HSM 


	IT, Civica
	Q415/16

	A4.
	Ability to easily store outgoing and incoming emails in diary screens of Genero for rent monitoring  

	BIM; HSM 


	IT, Civica
	Q415/16

	A5. 
	All front-line administrative staff to be able to produce easily “email merges” for communicating with groups of residents

	BIT
	IT
	Q415/16

	A6. 
	Put in place measurement for time taken to respond to emails to corporate customer email addresses – customer desk, repairs reporting and complaints – using new telephony PMS 

	CSM
	
	Q1, 15/16

	A7. 
	Consult with residents on proposed service standard for responding to emails sent to Hexagon corporate email addresses 

	CSM
	RIM
	Q1,15/16 

	A8. 
	Put in place system for checking customers’ email (and mobile phone) records during routine customer contacts, using bounce-back notifications, and information from all front-line departments. 
Establish monitoring system for time taken from notification to update. 

	CSM
	IT (if changes needed to info presented on screens) Civica 
	Q2, 15/16 

	A9. 
	Promoting use of email via sign-ups, written communications footer messages, website, Home News, resident involvement events and activities
	OD 
	HSM; SHM; SSE; PA to CE; RIM; CSM ; RRM; DM; SIM 

	Q2, 15/16 

	B
	Theme: SMS to become the norm for brief, short-notice notifications 

	
	
	

	B1
	Develop a less cumbersome system for front-line staff to generate their own SMS number list for sending communications by SMS to a group of residents

	BIT
	
	Q2, 15/16

	B2
	Ensuring that all front-line staff are able to use the web-based SMS service by incorporating training in induction programmes, refreshers 


	BIT
	
	Q2, 15/16

	B3
	Ability to easily store an electronic record against the tenancy or contact or unit of a one to one SMS communication

	BIT
	IT 
	Q4,15/16

	B4
	Put in place measurement for time taken to respond to SMS sent to the corporate SMS number 

	CSM 
	
	Q3, 15/16 

	B5 
	Consult with residents on proposed service standard for responding to SMS sent to Hexagon corporate SMS number  


	CSM
	RIM
	Q1, 15/16

	B6
	Put in place system for checking customers’ mobile phone records during routine customer contacts, using bounce-back notifications, and information from all front-line departments. 

Establish monitoring system for time taken from notification to update. 


	CSM
	IT, Civica
	Q2,15/16

	C
	Promoting greater use of the website and developing a resident portal 

	
	
	

	C1
	Develop a resident portal to enable residents to do more on a self-service basis, probably initially for rent account tracking and making payments. We will analyse the costs and benefits of extending this to enable the reporting of and tracking the status of repairs and making appointments, and for complaints reporting and status tracking. 

	BIT
	IT
	16/17 

	C2
	Enabling Hexagon Homebid details on the resident portal to allow registered residents to view available properties and to register a bid.

	BIT
	HSM 
	16/17

	C3
	Consult with residents and develop a wider range of content on Hexagon’s website and promote it as a source of helpful information 

	RIM 
	DRD;HSM; SHM; PA to CE;  CSM ; RRM; DM; SIM 


	From 15/16 onwards 

	D
	Theme: Develop the use social media for communicating with residents 

	
	
	

	D1
	Develop and promote the use of social media for interest based communications with groups or communities of residents


	CIM
	RIM, HSM, SHM, RRM, SIM, DM
	16/17

	D2
	Develop a system using our new telephony system for Customer Services advisors to respond to issues and complaints posted on social media


	CSM 
	CIM, RIM, HSM, SHM, RRM, SIM, DM
	Q4, 15/16

	D3
	Develop a service standard for responding to service requests made via social media 


	CSM
	RIM 
	16/17

	E
	Explore whether the use of Skype or equivalent tools could help with communication for some residents 
	BIT
	RRT,CIM, HSM, SHM 

	16/17
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