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The best possible customer journey 
• Vulnerable residents seeking our help with housing, including 

emergency housing need to be treated with dignity and respect. 
• Our physical space needs to be welcoming, accessible and enable 

confidentiality.
• Resident should be given enough time to tell us about their situation.  
• Our explanation of how we can help needs to be timely, empathic, easy 

to understand and the options clearly set out.   
• To achieve this we need to remove barriers that stop staff delivering a 

quality service; ICT improvements, improved physical working 
environment, training. 

• A Customer Charter should set out our standards. The charter should 
be done in consultation with users, interest groups, stakeholders, 
Members and staff; an opportunity to set new standards.



Homelessness – Statutory Duties

 

• The Homelessness Reduction Act (HRA) 2017 places a statutory duty on the 
Council to prevent homelessness (the Prevention Duty) and to give relief to those 
already homeless (the Relief Duty)

• The Council has a statutory duty to take reasonable steps to prevent and relieve 
homelessness; Duty can be discharged through offer of a suitable home in the 
private rented sector (PRS)

• S.188 interim accommodation duty – temporary accommodation duty to homeless 
families and vulnerable adults (‘priority need’ groups) with recourse

• S.193 full housing duty – owed to unintentionally homeless households with priority 
need.  Duty can be discharged through offer of a suitable home in the private rented 
sector (PRS)



The Housing Register – Statutory Duties

 

• The Housing Act 1996 requires local authorities to have an allocation scheme. Within this 
they must give reasonable preference (i.e., give certain groups an advantage over other 
groups that have a lesser or no housing need), in their allocations policies to people with high 
levels of assessed housing need.

Band 1A
• Emergencies 
• Medical/Disability need for ground 

floor or wheelchair accessible property 
(includes homeless applicants)

• Priority decants
• Under-occupiers

Band 1B
• Priority Medical
• Priority social
• Decants
• Priority target groups



Housing Options – who does what?









Phase 1 - Improving customer journey via 
channel shift and digitalisation

 System improvements to reduce staff administration time enabling them to focus more on customers’ needs; So far 
over 900 days of officer time per year has been saved.

 Provided online customer signatures reducing the need for clients to come to the Town Hall – nearly 60% of 
clients are now using this.

 Improved our Residents’ Hub IT for clients and staff including queuing system, translation services, more public 
PCs, and printing and scanning.

 Delivered Housing Online (digital applications) and streamlined the online housing register application process 
for clients, removing separate supplementary forms contributing to a reduction in failure demand.
 Added an online quick eligibility checker for joining the housing register, offering customers help through other 

means for those ineligible.
 Added automated acknowledgement emails for housing register application submissions.

 Achieved the best performance to-date for housing register application processing in March 2024. This means 
clients’ applications are getting processed faster than ever before.

 Created and implementing a backlog clearance plan for housing register applications to enable timely processing 
of applications.

 Improved online document uploads to enable larger file sizes and more file types, enabling customers to more 
easily share their documents with us in support of applications.



Further improvements to the customer journey 
A £1.3M revenue and capital investment will enable us to deliver much more, such as streamlining 
workflows, reducing errors, enhancing data quality, and supporting strategic decision making. 
The programme aims to deliver this by:
• Reducing systems and removing duplication by moving to a single Housing Options ICT system; 

collapsing the disparate systems that operate. 
• Aligning with ICT in Tower Hamlets Housing; moving all housing-related data and processes into 

a single system.
• Includes redesign and re-implementation of the Allocations module which provides the 

foundation for housing applications and lettings.
• Adoption of other Housing modules which address key customer experience and interaction 

issues, streamline data management and reporting
• For customers this will mean - only asking for documents once and automating customer 

notifications to ensure statutory compliance as well as timely customer communication.
• For staff this will mean - reducing the administrative burden by reducing systems and pre-

populating data, providing clear and concise workflow assignment and performance information.



Further improvements to the customer journey 

• The resident journey is not just a digital one.
• Face to face remains an option particularly for those in an 

emergency. 
• Reducing the touch points for customers in the Residents 

Hub is a priority.
• Making sure the ‘first advice is the best advice’ is the goal; 

achieved through triage. 
• Customers aware of their place in the queue and waiting 

times via a queuing system.
• Staff training to delivery an empathic service. 



Online Housing Register Applications
Summary of Processing for all Tasks

• This chart shows the trend of progress 
of our tasks and how many we are 
processing

• The % of incoming processed must be 
greater than 100% to reduce the 
backlog

• March sees a new high of completed 
tasks to-date at 79% of the incoming 
volume, at 1,272 completed tasks

• This is 37% higher than our previous 
high of 928 in Jan 2024

There is a positive trend of increasing throughput,
 demonstrating that higher volumes of incoming 

cases are being processed

Eligibility Form 
Intervention 11 Dec

Supplementary Form 
Intervention 26 Jan

March sees a new high 
for task completion of 

1,272; 37% higher than 
our previous high in Jan



Online Housing Register Applications
Average Days to Complete Tasks

• This chart shows the trend of the average 
number of days it is taking us to process 
and complete tasks since go-live

• It covers only completed tasks
• This can be used to target our resources 

to improve the trends
• There are the beginnings of a positive 

shift in reducing the average days to 
complete with a greater number in 
January being completed in less days.  

• This increased to the highest level to-
date at 342 (27%) in March

Eligibility Form 
Intervention 11 Dec

There is a positive recent increase in the trend of % 
processed in less than 20 days, reaching a new 

high of 342 (27%) in March

Supplementary Form 
Intervention 26 Jan



Online Housing Register Applications
Overall Summary Backlog Trend

• This chart shows a snapshot of 
the trend of customer 
applications awaiting our 
processing

• eService applications are new 
submissions to join the housing 
register

• Applications in Allocations are 
those which we have initially 
reviewed for eligibility and 
processed for full assessment

We have commenced our backlog 
clearance plan with the first 741 

applications cancelled in March and a 
further 1,279 in April



Telephone service
• These charts show 

an improvement in 
the numbers of client 
calls answered this 
year (11% increase 
for Homelessness 
and TA services).

• Average waiting 
times across the 
service have been 
reduced by 8 minutes 
since September 
2023.



Online Signatures
Electronically Signed TA Documents

• This chart shows the trend of 
electronically signed temporary 
accommodation documents

• It highlights the % of documents 
being signed electronically by 
customers using Adobe 
signatures

• This enables customers to sign 
remotely and not have to travel 
to our Town Hall with their 
families

• Signatures include commercial 
hotel agreements and TA 
tenancy agreements



Service Improvement Programme 
2024
• The customer journey improvements sit within a wider service 

improvement programme for Housing Options. 
• The programme has external support and validation from Martin 

Esom. Martin chairs the Programme Board. 
• The Programme Board has senior representation from across the 

council. With a role for the Lead member. 
• The work to improve Housing Options is a whole council effort.
• The Programme Board has staff and union representation. 
• A Delivery Board and workstream leads will deliver the 

improvements.
• The Customer Service workstream will be led by Leah Sykes, Interim 

Director of Customer Services.


