YOU SAID - WE DID
The Housing Division works with groups of active tenants and leaseholders through various working groups.
These working groups have made a number of suggestions for improvements and below are nineteen areas that have been identified by the groups and the actions taken:
	YOU SAID

	WE DID

	We can not recall the last time our solid fuel heating appliances were serviced. 
	A new contract with Elite is now in place and they safety test and service solid fuel heating appliances every year.  


	The paintwork on our homes is peeling off and makes the neighbourhood look shabby.

	A seven year cyclical Painting Programme has now been agreed and this will commence in 2009/10.

	I requested a walk-in shower and I have now been waiting ages for this to be installed.

	Three contractors have now been appointed to catch-up with the backlog of adaptations.

	It did not feel right that strangers from a Walsall based Housing Association actually managed the Council’s improvements contracts.

	We are about to start recruiting our own Project Officers, who will become familiar, regular, friendly faces around our housing estates.

	Sometimes it takes ages to get through to the Repairs Desk; the lines are either too busy or simple engaged.

	We now have a generic “One Stop” customer contact centre with more staff and more phone lines.

 

	The Council’s maintenance operatives are always too rushed to do a good job.
	Our operatives no longer work under a bonus system; the bonus system did not encourage quality or customer satisfaction.


	I do not want operatives to put dirty dust sheets over my carpets.

	We now launder all dust sheets after every job to avoid making a mess in your home.

 

	Why do your plumbers not carry spare items on their vans?

	All Gas Plumbers now carry gas spares with them as stock items. 

	Can you fit lever taps in sheltered properties?
	Where new taps are required we will install lever taps.

	On the “Finding a Home” page on the website, there is not enough information on Homelessness and an over-reliance on leaflets.
	Webpage re-vamped with lots more information and advice on Homelessness and the prevention of Homelessness as well as more links to other agencies.

	If our heating cannot be repaired when the plumber calls, then we need some kind of emergency heating. 
	Emergency heaters are provided for any property where the heating fails and we are unable to repair it at the time of the visit.


	Can you ensure that smoke alarms are fitted in properties before they are let to new tenants?   


	One smoke alarm will be fitted in flats and two in houses (one downstairs and one upstairs) before the property is let to new tenants.


	Can you re-cycle locks on properties, front and back doors, before a new tenant occupies?
	Locks are now re-cycled on properties before new tenants move in (except sheltered properties)


	Can you ensure all operatives carry ‘over shoe’ protectors to protect tenants’ property?

	All operatives now carry ‘over-shoe’ protectors.

	Can black toilet seats be replaced with white toilet seats before properties are re-let?  
	Before new tenants occupy a property, and if required, existing black toilet seats will be replaced with white.


	Can washing machine taps be fitting when a new sink is installed?

	Washing machine taps will now be fitted when a new sink is installed.

	Can you replace black hardboard bath panels with white plastic panels?
	After checking costs, we agreed to change black hardboard panels for white hardboard panels.


	You asked if we could provide more payment options.

	We have now introduced Payment Cards (these can be used at Post Offices and PayPoint outlets across the District), and are free of charge.

	We want to be more involved in actually improving the services we receive.  
	We thought that introducing new working groups would be the best way of ensuring active engagement with our tenants and leaseholders. Two new groups have now been set-up; Housing Management and the Performance and Monitoring Working Groups.


	The rent statements we receive are sometimes difficult to understand, can these be made less complicated?


	Rent Statements now have a distinguishing payment reference alongside the tenancy reference. They are printed double sided; saving on paper and reducing staff time as envelopes previously had to be ‘stuffed’ manually.


