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Knowledge of the service and how to access it.

Knowledge of the service

The group were able to explain what the service does and how it helps people however there was an overall feeling that there was a lack of knowledge about the service and what it stands for in the public domain. They pointed out confusion around specific parts of the service including a lack of public knowledge of the supporting people referral hub. The group felt that this would be aided by improved communication. There was a feeling that more proactive advertising could be done, including simplifying the website and putting information in libraries. The plasma screens in connections were too small and needed updating.

Access
The group felt that the current queuing system in Connections was inappropriate and can cause anxiety with vulnerable clients. The opinion was expressed that front line staff should have more knowledge about housing and be able to give them leaflets/publicity information in preparation for a Housing Appointment. The group felt it took too long to get an appointment and/or a repeat appointment and that there needed to be a greater appreciation of urgency.

We aim to improve/ do the following that the group suggested
· Improve advertising – plain simple English with not too much information.

· Simplify the website – too many pages to travel through

· An open day

· Advertise in public areas such as libraries, community halls, supermarkets etc…

· Update the plasma screens in connections

· Improve the knowledge of front facing staff (connections and call centre)

· Call centre staff and Connections to hand out information in preparation for the client’s appointment with a Housing Officer.

· Ensure correct contact details are included in all publicity information

· Touch screens that show availability of appointments

· Have an Emergency Drop-in service to improve length of time for an appointment -  (already implemented)
Quality of Housing Advice

The group spoke of the different experiences they received in regard to housing advice pointing out it was inconsistent although it had improved recently. They pointed out the good work carried out by certain individuals within the Housing Team. The group felt that written and at times verbal communication during the process could be improved by for instance giving out written records of the interview, informing customers on the progress of their homeless application, explaining in plain English the reasons for the advice given.

There was a feeling that the referral hub was at times an after thought during interviews and they would like this option explained in more detail especially as the services are so intertwined.

We aim to improve/ do the following that the group suggested
· Summary sheets of the appointment, including an action plan of things they needed to do.

· Agreed levels of communication with customers during homeless applications.

· Contact details given out in interviews including agencies who they might need to contact.

· A greater explanation of why for instance a placement is being made or the reason for the advice they are being given.

· A letters to close the case

· Housing officers to show greater appreciation of the referral hub as an option for people 

· Emergency Drop in Service to be greater tailored towards people with disabilities.

Experience of temporary accommodation

The group spoke well of their time in emergency temporary accommodation, saying the help they got from the accommodation provider was very good. They also spoke well of the Housing resettlement staff who helped them move-on from this accommodation.

Experience of the emergency out of hour’s service was also good with the staff members involved being particularly helpful. The group did question whether the public would know about the emergency out of hour’s service. The group said they felt able to cope in temporary accommodation, however recognised that for a number of people they would need additional support and help.

We aim to improve/ do the following that the group suggested
· Information abut the accommodation is given to them prior to entering temporary accommodation

· Support provision be given to those in emergency temporary accommodation

· Information is given to them regarding their options for move-on, this to include links to supported accommodation etc…

· Out of hours service is advertised better 

Assisting you to access accommodation

The group acknowledged the shortage of accommodation and the long waiting lists through Devon Home Choice. They acknowledged the difficulties in placing and helping people find accommodation. They said they had been encouraged to enter the Private Sector by housing officers and welcomed this. The group felt the referral hub helping people access supported accommodation needed better promoting as it provides a very worthwhile service. The group felt more should be done for homeless people to assist them to bid for social rented accommodation.

We aim to improve/ do the following that the group suggested
· The service to be a lot closer to Devon Home Choice and assist more people (especially homeless) to bid for homes.

· Promote the referral hub more for homeless clients.

Suggestions from forum already in motion

The service has already put in plans to update the website with the Council’s Web Development Team, Introduced an emergency drop-in service, began discussions with the Council’s Communications Team to update the publicity information and is looking at options to provide supported temporary accommodation.

Our pledge is to let you know how we get on with these improvements and as such we will contact members of this forum again in August 2010 to provide you with an overall update on how we got on and also publish the results on the website for others to view. 
www.torbay.gov.uk/customerforums
