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Call to Action
• Steering Group formed following publication of HO Spotlight Report (October ‘21)

• Group includes colleagues company wide and City Council links with Public Health

• Self-assessment against the 26 Recommendations – Action & Service Improvement Plans

• Group has now developed into a standing ‘Healthy Homes Committee’, developing links 
with Adult and Children’s Services.

• Self-assessment ongoing against emerging legislation and guidance (e.g. Social Housing 
(Regulation) Act 2023, RSH, DLUHC)

• Internal Audits

• Regular reporting to Audit Committee, Board and Council’s SEB

• Weekly activity reporting to Property DMT

• KPI dashboard
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Key enhancements
• DMC Task Force undertook service request Audit – No contact in previous 12 months and 

service requests cancelled (declined/self-resolution or no access)

• External specialist training for all front-line colleagues, technical teams and repair triaging & 
scripting

• Revised Repairs/DMC Policy and Empty Homes & Mutual Exhange standard and checklist, 
following customer consultation (circa 600 responses)

• New priority coding to track DMC activity separately from other mainstream repairs

• Revised Complaints Procedures, with monitoring & learning to SMT

• Launch of ‘See-it-Report-it’ (SiRi) with colleagues and contractors

• Data Sharing Agreement with Fire Service (inc. DMC observed during Safe & Well visits)

• Targeted comms campaign to encourage reporting, advice to minimise effects of 
condensation, including tenants meetings, Facebook Live, emails, written guidance and 
website, etc. Leading to a fourfold increase in DMC related service requests

• Provided in excess of £400,000 financial support (rising energy costs, etc) to 3,800 
customers (2022/23)

• DMC risk (RAG) protocols, and additional resources exceeding £1million, to target prompt 
intervention and remedial works
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Customer Focus
• Customer Satisfaction and follow ups

• Healthy Homes Advisors, externally accredited training on advice, guidance, communication 
and empathic approaches

• Access to Homes Policy (aligned with compliance principles) and engages the City Council's 
Adult and Childrens Services and Legal team

• Fast Tracking of Disrepair Claim surveys where any reference to DMC

• Improved service standards and waiting times, more treatment at first visit

• Increased use of temporary accommodation for any Cat 1 issues or vulnerable occupants

• New Customer App, with improved repair status updates and prompts to update vulnerability 
and EDI data due for launch by end of 2023

• Companywide training needs and competency analysis completed

• Ongoing recruitment to undertake more works using in-house team (better VFM & CX)

• Increased use of thermographic cameras to support customer advice

• Accelerated roll out of IoT (in-home environmental sensors)

• Better use of data to inform repairs and capital investment (more on that later)
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Customer Segmentation
• Segmentation is an important strategic tool to help us really understand our customers and 

support the design of our future services

• Each segment is a group of customers who are different to other customer segments with 
distinct and identifiable needs, attitudes, strengths and feelings. 

• 1,100 customers responded. The survey contained over 50 statements and questions to 
gain insight into our customers’ lives, experiences, personalities, strengths and challenges. 

• 95% confidence level

• Evidence to suggest our customers needs are changing, but their individual needs and 
daily lives vary considerably
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Customer Segmentation



Sensitivity: NOT PROTECTIVELY MARKED

Customer Segmentation
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Customer Segmentation
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Customer Segmentation – next 
steps
• Segmentation findings to be included in design of our new Resident Engagement Strategy 

(will also support the RES required for the Building Safety Act)

• Promote a wide range of channels for customers to advise us of their needs or 
vulnerabilities

• Development of tailored communication methods, App notifications, SMS, Letter, Face-to-
Face, etc 

• Service Planning & Policy development and reviews to consider options for variable 
service offers, subject to compliance with Equality Act

• Enhancing data and predicative analytics to consider probability of different ‘segments’ 
experiencing DMC related issues.
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Predictive Analytics
• Developed Predictive Analytics model with NEC

• Centralises relevant data sharing and review

• ‘Predicts’ homes ‘at risk’ of DMC using 134 elements of household and environmental data

• Informs and validates investment planning

• Will be used to refine stock condition survey programme

• Field testing proves high reliability, further refinements in progress

• New integration of ‘Account (rent) Analytics’ data

• Caseload Manager under development to produce targeted tailored 
mailing/communication for households

• API’s under development to import IoT data points
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Predictive Analytics
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Predictive Analytics
• Flags for mention of Mould / Health 

Wellbeing from Business Action Text 
Field

• Sentiment Score reflet urgency of 
raised issue – Filter most critical 
cases 

• Time series for seasonality analysis 
of Mould and/or Heath Issues

• Map show location of Mould – 
Spatial distribution of Mould cases

• Map can apply layers showing 
external features – deprivation / air 
quality  etc 

• Map could also colour code – HIGH 
RISK properties (Outcome of the 
predictive model) 
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Predictive Analytics – finding the 
silence

• Full view of stock where 
there is risk of damp and 
mould

• Mapping layers can be added 
e.g. Flooding Zones

• Example shows – Index of 
Multiple deprivation (IMD 
2019) – Darker Blue = 
Greater deprivation

• Identify trends and 
correlations in property 
attributes e.g. lowest 
performing and best 
combinations to inform future 
investment
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Predictive Analytics – Case 
Management
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Predictive Analytics – Case 
Management
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ian.gardner@wolverhamptonhomes.org.uk
07971 021420

mailto:ian.gardner@wolverhamptonhomes.org.uk
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