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Yorkshire Housing 

Improved Customer and Colleague Experience  

in our approach to Welfare Reform  

 

 

 The Race is on........ 

740 Staff 

300 New homes 

16,000 Homes 

£75m Turnover 

Social & Affordable Housing Intermediate & Market Homes 

Care & Support Services Home Improvement Agencies 

Adam Stewart – Head of Customer Services  

 

Achievements enjoyed within commercial, public and 

charitable sectors, specialising in contact centre, project 

management and service improvement.  
Currently responsible for Income and Customer Services at 

Yorkshire Housing and project sponsor for welfare reform 

Experience in social housing, currently leading Yorkshire 

Housing’s corporate response and service improvements, 

as a result of the welfare reform changes.  

Joanne Foster – Income Services Manager  
 The Race is on........ 

http://www.orange.co.uk/?linkfrom=<!--linkfromvariable-->&link=header_logo
http://www.t-mobile.co.uk/
http://www.bss.org/default.asp
http://www.redcross.org.uk/
http://www.rpa.gov.uk/rpa/index.nsf/home
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• Under occupiers survey & 6 month audit 

• Changes to the points system 

• Identification of WR affected customers  

• Benefit cap 1-2-1’s 

• Project email 

• Monthly updates for staff 

• BDO Audit 

• Pension credit campaign 

• Corporate Position statement 

• House mark benchmarking 

• NHF Response 

• Select committee response 

• DWP response 

• Staff Welfare briefings 

• BMA service review 

• Rent and Service Charge Audit – Infrastructure and Orchard 

 

 

 Track Changes... 

  
 
 

• Increased access to 

appropriate services for 

our customers  

• Communications   

  Internal  

  External  

• Convenient Ways to Pay 

• Tenancy Movement  

• Council Tax  

• Tenant Support Fund / 

Assistance Programme  

• Policy and Research 

 
 

 

How do you put a giraffe in a               

fridge? 

 

 

 

 

 
Open the door, put the giraffe in, 

then close the door. 

How do you put an elephant in a 

fridge? 

 

 

 

 

 Open the door, take the giraffe out, 

put the elephant in, then close the 

door. 

All the animals are invited to an 

animal conference – who goes? 

 

 

 

 

 

All of them, apart from the elephant, 

(in the fridge). 

You need to cross a river that is home 

to a family of crocodiles. There is no 

bridge – how do you get across? 

 

 

 

 

 

 Swim – all the crocodiles are at the 

conference 

http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&docid=wgMM_wDMoyVsFM&tbnid=Kax0qpQL8XA5fM:&ved=0CAUQjRw&url=http%3A%2F%2F3rdbillion.net%2F2013%2F10%2Fcartoon-crocodile%2F&ei=g48OU5fDNqmK0AXFiIHQCA&bvm=bv.61965928,d.ZG4&psig=AFQjCNHrZsqgMoaMbpdC2aYu_IabYHp4dQ&ust=1393549560126894
http://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&docid=wgMM_wDMoyVsFM&tbnid=Kax0qpQL8XA5fM:&ved=0CAUQjRw&url=http%3A%2F%2F3rdbillion.net%2F2013%2F10%2Fcartoon-crocodile%2F&ei=g48OU5fDNqmK0AXFiIHQCA&bvm=bv.61965928,d.ZG4&psig=AFQjCNHrZsqgMoaMbpdC2aYu_IabYHp4dQ&ust=1393549560126894
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 So who is watching the race? 
 Benefits Money Advisor Telephony 

• Over 370 Referrals  

• £62,000 secured 

• Immediate telephone 

contact 

• 5 day referrals to 1 hr 

• Regional coverage to 

support the 

Neighbourhood face to 

face delivery   
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Now That’s What I Call……………… 

Customer Service. 

  Top of The Pops 2013 

  Reflection and Learning 

  What made it to the Top? 

  Playlist 2014 

  What are the priorities?  

  What do we need to do more of? 

  Who’s gone Platinum? 

Reward & Recognition 

‘that’s sweet’ award  

Awarded for excellent 

customer service 

bright 

spark 

award 

Adz bright spark award 

Awarded for the best single 

idea which contributes to an 

improvement in service 

delivery 

Improved bottom line and  

customer experience 
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Improved Customer Experience 

The red car and blue car had 

a race.  

All red forced us to do was 

up the pace  
 

EEEE BMA deals with everything 

he sees from PIP’s to DHP’s 

 

But good old blue he took the 

Welfare Way 
 

Customers are in for a 

surprise 

How will they pay 

Cos we know they wont want 

to down-in-size 
 

Oh no the 

bedroom tax is in ! 

 

BUT our staff can 

carry on..... 

 

but good old blue 

took the Welfare 

Way  
 

Questions 


