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Purpose & Background of Review

Our latest review scrutinised Great Places’ support offer to help customers access advice and manage their
finances during the ongoing cost of living crisis. We aimed to review the offer, focussing on customers who
had engaged directly with the support of the Financial Resilience Team to gather case studies, giving a
snapshot rather than provide any statistical data. This review follows our enquiries made last summer
regarding Great Places plans to provide support for customers to assist with rising living costs. In response,
the Community Investment Team presented a summary of the operating environment, potential impacts
and challenges for customers, then shared proposed plans for support. We’ve summarised our findings, plus
what we would like to happen next.

Service Background - the Community Investment Team’s support work covers three key areas:

Economic Inclusion

"’ Financial resilience Bl Employment and skills Place|
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The service response offer takes account of the external operating environment, Great Places property and
customer profile, as well as challenges influencing and impacting customers.

The Community Investment Team lead on a substantial range of work aiming to educate, share information,
offer advice, improve employment prospects and assist with applications for funding. The team also supports
colleagues providing guidance to enable customers to be supported. We chose to focus our research on the
Financial Resilience Team who work to assess and maximise the household income of customers in need.
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What customers said:

We outlined an action in our scope to contact customers who had engaged with support, which was agreed
with the team. During review, it was confirmed that with a corporate move toward digital customer
engagement as the preferred method, surveys would usually have a principally digital focus. On this
occasion, however, given the sensitivity of debt advice and support cases, the decision was made to
conduct telephone surveys instead, recognising that customers may be more inclined to engage with this
very personal matter directly rather than by email.

Given this more time-intensive approach, a smaller sample size was therefore identified, which included
42 customers. We received 22 responses from customers who had engaged with support and although a
relatively small sample the comments were encouragingly positive from customers’ perspective.




e Customer profiling data sample showed no significant trends, however, a greater number of younger
customers, aged 25-44 had engaged with support and female customers, 57% than males

e Most customer responses confirmed support had been accessed via neighbourhood teams and The Hub,
others learnt of support from a Tenancy Coach, the website or newsletter / e-News

e Of 22 responses, eight customers viewed information on the website, which they said was easy to find,
it was helpful and gave practical help and guidance

o We felt reassured with feedback, which was endorsed by customers who scored satisfaction with feeling
supported overall with an average of 9.2. We feel this reflects efforts and commitment to support
customers experiencing hardship. also observed in customer feedback in Trustpilot reviews

Customer comments about support were complementary:

| was struggling with finances,

the FRS was very helpful with
rent and council tax, | can't
thank her enough, this was

The FRS has been absolutely When | moved into my flat, the
amazing providing support to financial advisor came to see
our family, through a difficult me and helped to sort out my

such a big help time - thank you so much outstanding bills

| couldn't be happier with the Great Places are absolutely
help, | received - | was amazing; National Energy

embarrassed to claim benefits, Action helped work out

but they made me feel human payments to help stay in credit

The financial advisor was very
helpful and helped to fill out
difficult forms

Overall Summary:

During review we saw evidence, which gave assurance of a real commitment to offer genuine support. We

were impressed with dedication and responsibility shown by the team and have noted key observations:

e the knowledge and experience of the team is wide-ranging and support is delivered to customers with
patience, enthusiasm and empathy to secure positive outcomes

e we heard of strong relationships working in partnership with specialist agencies such as National Energy
Agency to enable access to greater funding streams to assist customers. Various support packages
offered for different needs, such as Household Assistance, House to Home and the Hardship Fund

e neighbourhood teams have received training to provide guidance or signpost customers

We would like to propose three recommendations, which focus on raising awareness of support with

customers, providing choice, accessibility and engagement with customers (please see action plan).
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