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Introduction 

The purpose of this report is to: 

a) update Committee on the consultation exercise conducted to establish service 
users’ views on the feasibility of closing offices on a rotational basis, for the 
purposes of staff training and development; 

b) seek Coininittee approval to implement rotational office closure in local Area 
Housing Offices. 

Background 

I refer to my report, submitted to Committee in August 2000, when approval was 
granted to investigate the possibility of rotational office closure (for staff training and 
development purposes) by conducting a feasibility study amongst service users. 

This issue initially emerged from (1999) Staff Conference feedback and Employee 
Survey analysis. 

The proposal is that our Area Offices become subject to rotational closure between 2- 
5pm, once every four weeks. The programme would be carefully scheduled and offices 
would be ‘partnered up’ to ensure that tenants have access to another local office if 
necessary. 

The consultation period ran from week beginning 5th February until week beginning 
5th March. Service users were consulted in the following ways: 

Articles were placed in local press inviting those concerned to telephone or write in 
with their comments on the proposal 
Customers were invited to complete a survey form on the proposal while visiting 
their local Area Housing Office 
Local Tenants and Residents Groups were informed of the proposal by letter, and 
issued with a supply of survey forms 

. 

. 
Progress to date 

All responses to the consultation exercise were received via survey forms, with 667 
received i n  total. Survey resiilts are appended. 
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4.0 Key Issues 

4.1 Survey results confirin service users’ support for this initiative, with 84% of 
respondents agreeing that office closure for the purposes of staff training is a good 
idea. 

5.0 Recommendation 

5.1 It is recoininended that Coininittee grant the Department permission to implement 
rotational office closure in local Area Housing Offices. 

6.0 Background Papers 

6.1 Available within the Housing and Property Services Department: 

0 Survey Form 
0 Staff Guidelines for issue of Survey Form 
0 Press Article 
0 Letters to local Tenants and Residents Groups 
0 Staff Conference Report (including Employee Survey Analysis) 
0 Management Review of Employee Survey Analysis & Proposed Action Points 

Tliom b K e n z i e  
Director of Housing & Property Services 

Encl. 



Appendix: Area Office Closure Consultation ResuiL3: February - March 2001 

Total Responses: 667 (51% assigned to North Division, 49% assigned to South Division) 

23% of respondents visit their local Area Office once weekly 
68% of respondents visit their local Area Office less than once weekly 
4% of respondents visit their local Area Office more than once weekly 
5% of respondents chose not to answer this question 

I .  Do you feel that closing the office one Wednesday afternoon in four would have an adverse 
effect on the level of service you receive? 

2. Would using another Area Housing Office one Wednesday afternoon in four pose any 
difficulties for vou? 

3. Are Wednesday afternoons the best day for office closure? If not i s  there a more suitable time 
in vour view? 

~~ ~ 

4. Do you feel that office closure for the purposes of staff training is a good idea? 

7 11% 74% + 20% 70% 

84% 1 6% 

Selection of Comments: 

8 More staff training will result in  better service for tenants 
Other organisations are already using similar schemes and have proven to make service more effective and efficient 
Most times staff are very helpful, so a day for training is good 
It is a good idea to train staff on Wednesdays 
I n  my personal opinion staff training is important 
If this improves the service then it will benefit all 
1 think staff training is a good idea 
Closing the office for training purposes inay help to improve customer care and enquiries 
Helpful 
Good idea 
Since many shops and businesses already close on Wednesdays this will benefit both the public and housing staff 

No opinion 

13% 

9% 

31% 

9% 

No answer 
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