Experiencewith social housing - Counterpoint client journey map

= §

*Elize needs help filling insocial housing
forms
Housing Assistance
Leaze renewal
Transfer lease SR
Change of circumstances
*  Housinglease

Yo can tiustask someone in e

street farfieln”

ain )

Her casewarker prints aut the housing
applicationform, plus otheruseful
formsie g subsidyapplication, rent
assistance] to showher what she needs
todo.

Elisevisits her
casewaorker, who she
trustsandfeels safeto
share her details with, at ——*

“He (taseworker) does talwayshave

time tohelpme”

Cazewarker helps Elise tofillout the Housing
application farms.

Many words are hardforElise to understand,
and shefeels confused aboutwhatshe needs

ata ]
| Family &
| Community
| Services

About Elisefindsit difficult foread and !

write Shehasnoaccesstoaphoneor

computer, and does natfeel confident
touse technolaogy.

Elize has had bad experiences at i
gqovernmentoffices in the past She !
feels shecannot trust the staff tohelp, i
andfeels intimidatedwalkingin. i

“If they sitme down gl a compuier, !
Justwander off

*Marne has been changed to
protect client’s identity

Source: Counterpoint Community Services
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Elise travels toherlocalbank

branch and asksforher latest

bank staterment. She needsID
toprave whosheis.

¥
Elise travels to Centrelink and
asksforanincome staterment.
Sheneeds |0 toprove who
sheis.

'3

Elisetravels toadoctorand

getsamedicalassessment
report

*hssessments expire after 30-60

days. *Income staterments expire after 30

days.

*Bank staterments expire after 30
days.

#There is up to3-6 months wait for a
specialist appaintrment

T may never berecejved

i Delays canmmean that Elise muststart the applicationsall over
again, including getting newproof of circumstances from
doctors, banks, Centrelink.

_ _ — tosay Sheneedsthecaseworker torepeat
« herlacal cammunity Thecasewarker explains toElise she questionsrmany tirmes.
' centreandasksforhelp needs SDmE;’;?;‘?&%i%?emsmpmue The haousing application form can take upto 2 ¥ hours ta fillin.
; i ! : *Each formrequires a repeat of personal details and circurnstances.
.:“‘i' ."\._.__

\
\"'-w-.

v
Caseworkerscans theformand
Elise's supportingdocuments and
uploads themto DC) sHaousing
portal Includes adetailed letter of
supporttoexplainwhy sheneeds
socialhausing.

*Jp t0 30 separate docurnents need to be
uplnaded

Historical Map
not indicative

of the current

service system

A number of changes have been made to the operation of the social housing systems since this map was completed and it no longer correctly maps the system
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Maintenance and repairs in Waterloo- Customer Journey Map

Request for malntenance Maintenance work undertaken Malntenance Camplete
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not indicative

of the current

service system

A Complex Customer Journey map
The NSW are introducing major changes to the Maintenance System in 2024 to address the kinds of issues identified in this customer journey map

Source: Produced by NSW Department of Customer Service Customer Experience Unit for the Waterloo Collaborative
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Hoarding and Squalor scenario - based customer journey map
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This is a historical scenario- based customer journey map which includes three customer pathways for a Waterloo tenant with complex needs.

Source: Produced by NSW Department of Customer Service Customer Experience Unit with service providers for the Waterloo Collaborative.
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