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CHEVIN HOUSING GROUP – SAMPLE MYSTERY SHOPPING SCENARIO 
	NO.
	SAMPLE SCENARIO
	SERVICE AREA(S) TESTED & SUMMARY OF RESPONSE YOU SHOULD RECEIVE
	 NOTES

	1
	TELEPHONE ENQUIRY ABOUT POTENTIAL PROBLEMS WITH PAYING RENT

“I think I’m going to have problems paying my rent / I’m worried about my rent. My benefit is going to change / I’m reducing my hours to part time at work / there’s the possibility I may be redundant / taking early retirement. You can mention that you are also struggling to keep to other financial commitments such as gas, electricity, phone, water rates etc if you like. If you currently receive housing benefit, then you could say that this is likely to reduce in the near future because you may be starting a new job.

What do you suggest that I do?”

Notes for this scenario:

· Please remember that  you are discussing a HYPOTHETICAL situation, so only agree to a home visit by a member of Chevin staff if you are happy to discuss your potential financial situation face to face.
· If your housing officer calls to see you about this enquiry, please make a note of this on your questionnaire and “go along” with the scenario with your housing officer.
· Report back the results of any home visit that takes place as a result of this assignment on questionnaire no 1 (a).


	Testing:

· Debt advice

· Rent arrears advice

· Rent arrears procedure

· Signposting

What our response should include:

· Your call should either be dealt with by the customer contact centre or you may be passed on to the relevant housing team

· Advice should be offered on Chevin’s arrears policy – may suggest contacting your housing officer by telephone to discuss, or a home visit may be suggested – please accept this if offered and complete assignment 1(a) on the home visit
· Debt and benefits advice and/or referral to agencies (e.g. CAB or Consumer Credit Helpline)

· Advice on ways to pay your rent that may help you e.g. switch to direct debit or Callpay

· Referral to our rent arrears advice leaflet on website or one to be sent out in the post to you
	Please remember to refer to the relevant section in our booklet “Service Standards and Customer Charter” before carrying out this mystery shop.
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