
black
11 mm clearance 
all sides

white
11 mm clearance 
all sides

CMYK
11 mm clearance 
all sides

Dear All 

I wrote to you in November apologising for the service delivered by the Repairs Contact Centre (RCC), and explaining 
some improvements that were in the pipeline. I have also had the chance to brief some of you personally about the 
challenges we have faced and to apologise that we haven’t been able to put them right before now. As I said, the 
upgrade to the IT system has led to a more stable environment, and this has continued to be the case, enabling us to 
keep improving the service. 

The recruitment of additional staff working on a shift basis at the times when the centre is busiest has had a positive 
impact too. 

I am pleased to say that this investment in the RCC is starting to show positive results. The performance of the centre in 
December increased from answering 62% of calls in December 2014 to 94% this past December. The average queuing 
time in December was less than 2 minutes, which is again a huge improvement. 

Another new service we have just introduced is on hook waiting, where you can put a number into the system and it will 
phone you back when you reach the front of the queue. This will save residents money in phone costs waiting to get 
through and means that residents won’t have to hang on the phone. The second is to route emails and e-forms from the 
website through the phone system so that they are dealt with as quickly as a phone call. 

Waiting times continue to be too long, particularly at certain points in the day, and there is still some way to go before I 
will be satisfied that the service is meeting the standards that residents have a right to expect. We are also working hard 
to ensure that both the RCC and service areas return calls when they promise to do so.

I hope that you will have also seen the campaign on how to prevent damp and mould in the home which has featured 
in Hackney Today, Hackney Homes News and on the Hackney Homes website. The aim of this campaign is to support 
residents to manage the problem of condensation around their home. The repairs videos that I mentioned in my last 
letter are now available online too.

Thank you to everyone who responded to my previous email and who have already commented on the way things are 
working. Your ideas on how we can improve things further are invaluable, so please do feel free to get in touch with me 
directly. Email: philip.glanville@hackney.gov.uk or write to me at the address above.

I would also like to take this opportunity to thank those residents that were able to attend our recent briefing on the 
Housing and Planning Bill. It was great to see  a packed and lively debate about such an important issue. I will ensure that 
we continue to keep residents informed about the implications of the Bill and have attached a copy of the presentation 
we used at the meeting. Please feel free to share it with your residents.

All the best

Cllr Philip Glanville  
Cabinet Member for Housing 
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