
You Said – We Did 

Mystery Shopping Project – Customer Service Standards   

Mystery Shopping is a form of market research which assesses services completely from the 

customer’s point of view.   

Our Mystery Shopping Project, supported by the Tenant Information Service (TIS), focused 

on our Customer Service Standards and performance of staff working in the Local Area 

Housing Offices between November 2014 and March 2015. From the 13 tenants who were 

selected for the project, 11 people attended the training and 8 people went on to undertake 

the mystery shopping activities. 

In May 2015 TIS represented the Mystery Shoppers by presenting their findings and 

recommendations to the Housing Management Team and together an action plan was 

agreed to take forward their recommendations. Here is summary of what was agreed within 

timescales of between 3-12 months. 

The Mystery Shoppers Said  We Did  

Ensure all written communication is easy to 
understand, gives details of who it is from 
and who will be dealing with enquiries. 

We are reviewing the tone and format of 
written communication and undertaking 
quality checks to ensure staff details are 
included in all letters and emails. 

Information is sometimes hard to find on the 
website and it is not easy to find links about 
complaints. 

We have reviewed all our Housing Services 
webpages making them more accessible on 
mobile devices. These have been assessed 
by our Quality Panel. We will add more links 
to Complaint Information from these 
webpages. 

The response to answering calls is good and 
within the Customer Services Standard of 6 
rings - tell staff well done and keep it up! 

Staff were informed through an internal 
Housing newsletter, Housing Matters, about 
the findings of the Mystery Shopping 
Project. 

Training is required to ensure a consistent 
approach in the way staff answer the 
telephones and deal with enquiries. 

We have undertaken Customer Service Staff 
training for all Team Leaders and Area Co-
ordinators and we will implement on-line 
training for staff as part of our employee 
review and development sessions. 

It is difficult to read names on the Housing 
Services Identification badges. Staff should 
wear name badges that are easy to read. 

First name only badges will be introduced for 
all frontline Housing staff to wear. 

Local Area Office reception areas need to be 
clean, tidy and display up to date 
information. 

We have reviewed information on display 
and have worked with the Quality Panel to 
undertake reception inspections over the 
next year. 

Update information about opening hours We will update our website with this 

 



and communicate the services available to 
all tenants at local Area Housing Offices. 

information and provide service information 
through On The House magazine online. 

Customers should be offered private 
interview facilities where available and when 
this is requested. 

We will review where this doesn’t happen 
and try to resolve this where we can. 

 

 


