
Housing Representations 
• Councillors 
• Housing Department 
• Live training project 



Housing representations is the process an  
elected member (national or local) uses to contact 
the council to make a case for citizens to further 
support their application for all housing related 
services (from housing repairs to grants) 
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Our hypothesis were mapped to journeys,  
the discovery was to validate or break them. 



Research:  
User interviews 

•Citizens 
•Elected members 
•Staff who run the process



Research:  
Shadowing Staff 

We followed the process and 
analysed all the touch-points used  
in delivering the service.



Research:  
Observation 

We observed how it works,  
including analysing existing data.
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The process is analogue, 
repetitive, costly and  
spread across multiple 
systems  

•Excel spreadsheets, iHouse, 
Outlook, CCS 

•Duplication of data  
•No one system fully up-to-date 
•Staff behaviour didn’t stick to 
systems 



“It is time consuming to document,  
scan and upload original correspondence 
onto CCS system takes approx. 15 mins.  
Excluding the time involved chasing staff 
for answers, sending confirmation and 
other correspondences”  
 
Norma, Housing Department  



250  
Reps a month 

15 minutes to process 
each one 

5   
Hours to process the 

reps daily 

3  
Day acknowledgement 

KPI with a 10 day 
response time wasn’t 

bring met 

The current situation 



Lack of clarity on what 
information is actually 
needed and useful to 
submit a representation 

•Elected members send in  
everything they think is relevant 

•Photos are not required by  
Council staff 

•Lack of clarity around what is  
and is not required to process a 
representation 
 



Insights 

Some residents started making their 
own cases to the Chief Executive’s 
office, compiling cases of their housing 
issues. 

People sending in pictures of their 
families, mould in their house, building 
whatever a case they can to sway the 
influence - the photos are not seen by 
anyone. 



Insights 

TDs (which is the Government elected 
member) make a higher amount of 
representations to more local 
councillors

 • Elected Members (local) can ‘shine  
a light’ on individual cases  



Constant contact from 
customers to find 
information  

•Expectations not managed 
•Elected members need to  
keep asking 

•Customers often unhappy  
with answer 

•Some citizens asked to stop 
emailing



The Re-design 
•Standardising data collection 
•Guidance to support TDs 
•Developed a workflow for the housing staff 
•Blueprint to clarify roles and expectations



Re-designing the service: 

Great engagement from 
elected members and staff  

•Ran prototyping workshops to    
design what information is needed 

•Breaking down the content 
•Co-designing the needs across 
different users



Senior management recognised  
how important the language  
was when we walked through the  
service visually. 



Usability Testing: 

Testing our design with 
elected members 

Using Your Council (Firmstep platform) 
allowed us to quickly test our designs 
and find out what worked and what 
didn’t before going live.



Processing Reps 

The processing of documents by 
Housing Policy reduced from  
15 minutes to less than 2 minutes  
per representation.  

In most cases councillors/TDs are 
submitting relevant documents. 

This means a week of time  
saved per administrative staff  
member per month.

86%  
Decrease in time  
spent processing



Data Dashboard 

A Dashboard is now always  
available which saves ½ day  
a month in preparing a report for  
the Development Committee  1/2  

Day a month saving  
in preparing data



Instant Response 

The reps are getting instant 
acknowledgements – they were 
previously waiting weeks despite 
having a KPI of 3 days.  

Nearly 75% of responses can  
be answered straightaway once 
they’re in the system. 

100% 
Decrease in time spent waiting 

for acknowledgement



Cost Savings in postage 

There is a cost saving in postage 
of €1 per acknowledgment and 
response.  

This is a saving duplicated for the 
council and the elected members.

We think this is roughly €12,000 
a year in savings for the council 
and elected members. 

€1 
Saving on every 

acknowledgement and 
response



Cost Savings in staff 

We’ve cleared the backlog so much 
so that the staff member we had been 
working with has been freed up to 
work on other projects and initiatives 
two days a week.  2  

Days a week for staff  
members now free



“For me, the greatest part of the process had to be 
changing people’s mind-sets.  Initially we weren’t 
given the go-ahead to work with elected members.  
After taking senior management in Housing 
through the process, they got onboard, thought  
of new projects and I skipped back to the office” 

Karen Fitzgerald, Customer Service Transformation Team


