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Steve Dungworth

Shift Happens... if its planned!




Introducing Steve Dungworth mﬁﬁﬁf*oﬁﬂ

We talk about strategic direction
and risk management. We also
ensure that process owners,
experts and the voice of the
customer are involved in project
teams, taking actions,
communications, training,
testing!

| would be bolder! You can
tend to get bogged down in
the complexities and risks!

People and technology don’t always mix! In ICT we like technology, but
housing people are there to serve our customers — they are passionate
about that. When we start talking techie language it can turn them off.
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People, Data, Tech
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Channel Shift is not new.... “@é}“};ﬁ&




Channel Shift Targets #ﬂﬁﬂﬂ’ﬂ

» Does your organisation have a channel shift target?
« 30% | 50% | 70%

* Are you familiar with the standard cost per channel?
* In person - £8.21
* Phone - £2.59
« Web - £0.09

* Are you sure this is what your customers want and what they will be
satisfied by?



A day In the life of...

Incoming 2,849 contacts Outgoing

pae— 971 incoming
Asg HEW telephone calls
Rent 3% 2%|

6%

Allocations and | .

Lettings

- 10%

- Repairs
52%

Rent actions

Contact Centre

Regional Offices Mobile

Workers .
Letter Rent actions Other
Telephone

. Calls Out
(telephone, email,

In Person text)




Before you dive in...

« Utilise the data you have and ask why?

* What is the rationale that underpins your business
case?

« Customer demand driven by repairs

+ Cash and value for money savings not always
achieved

* Process reengineering of back office processes
and links to repairs contractors

« Time-lag - benefits of business case not sought

* Marketing and communications plan essential to
adoption — sustained over long period of time

* Phones still work — and work better when emotion
involved... people!

* Back to data... is it working?
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40 everyday

questions Repairs Lettings

Customer Service Transformation

Customer Salf Service + Digital Transformation
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Reengineering Repairs

« 2008 - resulted in contact centre strategy
 2016/17 — re-procurement of contractor
services based on PPP/PPV cost model

» New approach to asset
management and data

* Grenfell resulted in additional
requirements on H&S / compliance
» 2018 — project-in-a-week review of
processes
« Diagnostics
* Appointments
» Measuring satisfaction



Day works

Entry routes B
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Getting to
Know You

Marketing Viewing

Welcoming

o/

Innovate Improve
do something different do something better

High Level Process Design




People — engagement and "ﬂliel

involvement

e
Project
management
* Executives and Boards P
Progprlzr:me
* Users — managers and their e orincies
teams \ P

Business
Objectives

e Customers




Digital Programme uﬂﬁecﬂﬂ
Management Board SR e

Worked best when: Not always coherent when:
Key stakeholders involved and worked together — not Business changes / restructures taking place — new
necessarily Execs faces, new ways, lack of continuity

Less formal in terms of papers and agendas - Becomes an extension of corporate governance —
highlight reports and PowerPoints okay formality of agendas and minutes

Involved staff who are involved in the process Gets involved in too much detail

Involved customers — great insights Involved customers — some staff feel constrained
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Mobile working -
surveyors

Mobile working -
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Customer Personas “@é)e&;ﬁl

Geographic Demographic Psychographic

 Location Age Frequency of contact  Personality

» Urban /rural » Gender » Level of arrears  Lifestyle
 Single — Married - Retired * Propensity to complain  Attitude
 Occupation  Length of tenancy » Emotion
 Socio-economic group » Access channel  Importance of subject

 Property type
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FIVE QUESTIONS WE KEEP
ASKING OURSELVES...

* Are our aspirations and vision
clear? What else do we need?

* Are we focussing on the right
things? What's more important?

* Do we want to be best in class
(sector) or look outwards?

 Have we got the capability to
deliver? What's missing?
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Thank You v

£ Steve Dungworth
steve.dungworth@outlook.com
&= www.peopledatatech.co.uk
{1 linkedin.com/in/st3v3d/
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