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2 Overview 
RSLs and ALMOs need to continually improve services for 

their customers. In many cases housing providers’ 

performance information shows they need to improve 

their service delivery, but they have no tools to give to 

their front line staff to enable them to achieve this. 

The customer service improvement suite gives front line 

housing and maintenance staff the tools they need to 

achieve this performance improvement. 

 

 

 

 

The customer service improvement suite provides information for three key processes: 

 Income management; 

 Voids and lettings; and 

 Repairs and maintenance. 

In each case the suite provides an analysis of both the processes involved and the underlying data, 

highlighting areas where improvements in both service delivery and outcomes for customers can be made. 

All the information required is drawn from core IT systems including housing management, asset 

management and repairs systems. 

The introduction of the customer service improvement suite can have a major impact on service delivery 

performance:  

 

“Income collection and management is supported by an effective IT system [Clearview customer 
service process management]...... escalation is monitored by exception and the system provides 
the association with an accurate picture of arrears, housing benefit and staff performance. This 
enables it to target action effectively” – Audit Commission Inspection Report  
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3 Customer service process management 
The customer service process management module has 

been developed to provide a comprehensive range of 

process performance information for housing providers.  

The module identifies and highlights ways for front line 

housing and maintenance staff to improve customer service 

processes to deliver significantly improved outcomes for 

customers. 

The module draws all the information it requires from 

existing IT systems, and does not require any other data input. 

3.1 The customer service process management module enables you to: 
 

 Provide a common view of data across the organisation; 

  Establish if the service meets your customers’ requirements and expectations,  identifying any 

weaknesses; 

 Report on the efficiency and effectiveness of your customer service processes; 

 Address weaknesses by developing and testing processes, driving continuous improvement; 

 Equip staff, from directors to housing officers, with the tools to improve performance across your 

organisation; and 

 Report by exception.  

3.2 Customer service process management module illustrations 
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4 Customer service intelligence 
The customer service intelligence module is a unique 
combination of Qlikview, the award-winning business 
intelligence system*, and Clearview’s powerful 
Customer data mart to provide a highly flexible 
intuitive reporting system. 
 

This meets the demand from your housing and 
maintenance staff to have a tool that enables them to 
identify and address gaps in customer service delivery 
and drive continuous improvement. 

 

 

 

4.1 The customer service intelligence module enables you to: 
 

 Integrate, analyse and present data from a variety of data sources; 

 The intuitive nature allows you to open up business intelligence to the organisation’, free yourself 
from a dependency on designated IT champions or users to generate reports and provide 
information; 

 Deliver a flexible reporting solution at a fraction of the cost of traditional business intelligence 
tools; and 

 Implement quickly and easily – users require no training and enjoy working interactively through 
the application. 
 

*Qlikview was the only product rated in the “Champion” category with a score of 94% in the 2009 Analysis 

of Business Intelligence and Performance Management produced by the Aberdeen group, outscoring both 

Cognos (81%) and Business Objects (80%) 

4.2 Customer service intelligence module illustrations 
 

 

“The software interface is known for its intuitiveness and this means that end users are likely to 
adapt to its use quickly...research has shown that user adoption is critical to obtaining a rapid 
return on investment and realisation of improvement in ... performance.”  
Aberdeen Group independent report on Business Intelligence and Performance Management, 2009 
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5 Customer data mart 
 The customer data mart, developed using Microsoft® 

SQL Server, holds all of the key information that a 

housing provider needs to manage core customer 

service processes and business intelligence.  

The data mart is designed around organisational 

processes, and optimised for searching and reporting, 

enabling both customer service process management 

module and customer service intelligence module 

reports to be delivered quickly and easily to end 

users. 

5.1 The benefits of the customer data mart: 

 Fast implementation - customers can be live on each process in less than 30 days, supporting a 

powerful suite of customer service reports and analysis; 

 Transparent - the table structure allows you full understanding of the information stored, and the 

relationships between the data elements; 

 Comprehensive and tailored – the data mart has been built around the key data needs of housing 

providers by specialists in the housing sector for people in the housing sector; and 

 Low cost – fast, effective implementations result in rapid return for your investment. 
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Contact details 

Address: Clearview Systems Limited 

Clearview House 

Elgar Business Centre 

Moseley Road 

Hallow 

Worcester 

WR2 6NJ 

 

Website:  www.clearviewsystems.co  

Email:   info@clearviewsystems.co  

Phone:  0845 519 7661 
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