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Source: Counterpoint Community Services 

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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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 

 
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.  


