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CUSTOMER INVOLVEMENT and EMPOWERMENT STRATEGY

Introduction
This strategy sets out how Seven Locks Housing will work to ensure equality of opportunity for all of our customers to be actively encouraged and given the skills to be involved in influencing, shaping, inspecting and monitoring our services.
We recognise that “keeping customers central in all we do” is the key to sustainable success and continual improvement. We will encourage customers to be involved in developing all aspects of our service.  We will also encourage customer involvement in monitoring the outputs of this strategy and ultimately working with the company to ensure that our Customer Involvement Strategy evolves through customer input.  
We appreciate that the way to attain our goal is to embed within the culture of our company an awareness of and capacity to tailor our services to respond to customer needs and that our customers are the people who are best able to inform us of their requirements.  
We will provide the facilities to support our customers to gain the skills and information required to be meaningfully involved in all aspects of our services.  Involving our customers in influencing and shaping our services, we believe is the way to ensure that we target our resources in areas that best meet local needs.  

We use the term customer within this strategy as it is the generic term that is used throughout the company to emphasise our commitment to a customer excellence approach throughout all of our services.

For the purpose of the customer involvement strategy, customer is the term used to refer to all of our Tenants and Leaseholders.

Aims & Objectives
By actively encouraging and supporting customer involvement it is our aim to continually improve the services that we deliver and to ensure that these services meet the needs of our customers.   
We will:

· Actively listen to our customers; and take their views and expectations of our services on board 
· Provide measurable outcomes from customer consultation and involvement 
· Facilitate and enable our customers to
· Prioritise new service development

· Identify services which require improvement 
· Monitor the delivery of these services.
· Deliver training to customers who wish to be involved with our services 
· Provide our involved customers with skills and knowledge that will enhance their understanding of our services and provide transferrable skills.  

Equality and Diversity

Seven Locks Housing recognises the diverse needs of our customers.  This strategy aims to ensure that all of our customers, especially the harder to reach sections of our communities, are afforded equal access, support and are encouraged to be as involved with influencing, shaping, inspecting and monitoring our services as they choose to be.

Performance Indicators

Seven Locks Housing will introduce local performance indicators which will monitor and report customer involvement in our services.  We will also monitor the levels of customer satisfaction with their involvement; we will carry out impact assessments of involvement and conduct project specific cost benefit analysis to ensure that the outputs from involvement represent value for money. 
Customer Involvement Structures

We will work with our customers; actively listening, taking their comments on board and using information from the customer Profile survey and the STATUS survey.  This will ensure that Seven Locks Housings’ Customer Involvement Structures and Strategy evolve to meet the needs of customers as well as those of the company and our regulators.
Current Involvement Structures

Management Board of Seven Locks Housing

The company Board is made up of equal representation of Tenants, Council Nominees and Independents. 

The Acclaim Group Board includes representation from the company Board.

Succession Planning for Tenant Board Members

The company has introduced Succession Planning for Tenant Board Members.  All current Tenant Board members have been offered a place on the Social Housing Governance training course being provided by The University of Derby.  
All prospective Tenant Board members are required to undertake this training to ensure they are afforded the opportunity to improve their effectiveness as Board members and have received the training knowledge and skills necessary to facilitate this.  

Once prospective Tenant Board Members have successfully completed the Social Housing Governance Award and received this accreditation they have the opportunity to stand for election when a Tenant Board member vacancy arises.
Resident Scrutiny Panel

Resident scrutiny is the customer involvement process which sits alongside governance.  The resident Scrutiny Panel has a wide strategic role which independently examines Seven Locks Housings’ delivery and performance against agreed goals and objectives.  The Resident Scrutiny Panel will look at our services to ensure that they represent good value for money when compared with other providers. 

The Resident Scrutiny Panel:
· Is an “independent minded panel of residents who will be trained and supported to lead and own the scrutiny process.

· Work with the Board as a “critical friend” to challenge and hold it accountable for delivering its strategic and governance roles. 

· Hold the management team to account.

· Examine how Seven Locks Housing are meeting our operational targets and strategic objectives.

The Resident Scrutiny Panel, although holding the wider strategic role is still intrinsically linked to customer involvement.  On  specific projects the scrutiny panel will seek support from and work alongside members of the Customer Panel, involving them in specific areas of scrutiny projects, for example mystery shopping. 
CUSTOMER PANEL
This will be the central group of involved customers identified in the first instance from the information obtained through the Customer Profile Survey.   Details of all customers who have indicated they are willing to be involved and have identified their chosen method of involvement will be kept on a data base specifically created for this purpose.  

We will proactively use the information available to identify under- represented groups and to target involvement methods in an attempt to provide opportunities for involvement.
This data base will evolve as more customers indicate an interest in being involved.  This evolving list will be Seven Locks Housings’ “Customer Panel” from which customers will be identified, based on their area of interest, to help the company shape, monitor and improve our services. 
Seven Locks Housing recognise that some customers will wish to be involved in project specific consultation and once the particular project that secured their interest has been delivered they may not wish to sustain their involvement.  

In recognition of this and to ensure a consistently high level of meaningful involvement the Company will continually actively seek customers wishing to become involved; all service areas will be involved in actively seeking, encouraging and supporting customers who wish to be involved.  

The company web site has a section specifically related to customer involvement.  This section provides customers with details of how to get involved and details of projects and events that they can get involved in.  The site also provides the contact details of the Customer Involvement Officer to enable customers to make contact and find out more about how they can be part of our Customer Panel.  We recognise however, that not all of our customers have access to I.T. To ensure inclusiveness we will provide information about opportunities for involvement and outputs from involvement in newsletters and in our offices. It is important to note that no-one will be excluded from opportunities which are advertised in this way as we provide our newsletter in large print, audio version and it can also be translated into another language. We will utilise the information from our customer profile to communicate with customers in their chosen format.
This Customer Panel is the main group from which we will identify individuals with special interests to be invited to work in partnership with the company to:
· develop policies and procedures

· set the company priorities for service delivery

· set and monitor performance indicators and performance targets

· be tenant void property inspectors

· attend the ad hoc repairs panel, 

· be part of our Best Value Review Groups

· monitor the delivery of contracts

· attend the customer conference
· Mystery shop the organisation

· produce the corporate newsletter, service information and service standard leaflets

· be part of topic specific projects

To ensure that Seven Locks Housings’ customer involvement opportunities are fit for the future, working in partnership with members of the Customer Panel the company will develop an annual training plan to ensure that all customers who wish to be involved are assisted to develop the skills necessary for the involvement to be mutually beneficial. 

The company will advertise this training widely in all of our offices, through the corporate newsletter and website to present the opportunity for training for customers who aren’t currently involved. 

Wider opportunities for involvement 
Seven Locks Housing recognises that a high percentage of our customers are tenants of our Sheltered Housing schemes.  

The structure for involvement and representation for tenants of sheltered schemes aims to:

Encourage all tenants of these schemes to be part of the Customer Panel.  This enables involvement at a level which suits the individual. 

Encourage all tenants of sheltered schemes to attend Seven Locks Housings’ customer conference and community events.  
To ensure that tenant consultation and involvement in sheltered schemes deals with issues specifically related to this group Seven Locks Housing will:

· Ensure open communication and opportunities for involvement for all residents of Sheltered Schemes.
· Encourage and support, where residents choose it, each sheltered scheme to have a representative with whom the Customer Involvement Officer will be in regular contact. 

· Raise awareness with this customer group of the opportunities for involvement, give feedback about customer involvement, service development and performance.  This will be carried out by the Customer Involvement Officer and or Customer Relations Manager attending Sheltered scheme coffee mornings 6 monthly. 

Engaging Younger People, Younger Families and people from diverse backgrounds 
Whilst we recognise that only a limited number of our customers volunteer to get involved, we also realise that for many and varied reasons, younger people and people from different cultures are difficult to engage and involve.  
This new structure of topic specific involvement, along with the opportunity to gain transferable skills, will hopefully be the means by which we manage to engage this section of our customers.  Work on this has begun with:

One to one consultation carried out by the customer Involvement Officer during our general needs flat improvement project

Contacting local schools.
Working in partnership with Connexions to identify young people to consult about how they would wish to be involved. 
Seven Locks Housing will work with other community organisations to help us to identify local issues that younger people and people from diverse cultures are involved in or are concerned about.  This learning will help us to develop the menu of options for involvement and specifically areas that these customers will be most interested in. 
Leaseholder Group 
The number of company leaseholders is quite small, however, there is recognition that this group of customers need to have a voice and input into developing and monitoring the services that they receive from the company.  
Currently leaseholders receive information about the company, its services and performance through the corporate newsletter and from the web site.  The corporate newsletter will be used to encourage leaseholder involvement as will the Service Delivery plans. 
Leaseholders who have indicated that they are willing to be involved in shaping the services delivered to them will be included in the Customer Panel.
Embedding a Culture of Involvement

Customer Involvement falls within the scope of all staff at Seven Locks Housing and all staff will pro-actively encourage customer involvement.  
Seven Locks Housing’ Customer Involvement Policy states that encouraging and facilitating greater customer involvement is part of the remit of every member of staff.  To ensure this culture is embedded throughout the organisation we will:

· Include details of customer involvement and how it will be facilitated in all Service Development Plans.
· Ensure that front line customer service and housing management staff are made aware of forthcoming projects and consultation events and will be required to encourage customer involvement when interacting with customers.

· Carry out regular Estate Inspections across the district to discuss local issues and report on performance.  These inspections will be attended by the Area Housing Officers and partnership agencies
· Introduce a customer involvement tracking data base (REGGIE).  All staff will be trained to use the system which will ensure that customer involvement is pro-actively included and the outcomes recorded in all day to day service delivery.  
Seven Locks Housing will use the customer involvement tracking system to record and monitor all customer involvement.  The information gained will enable us to continually evaluate the levels of involvement and how this involvement has impacted on our service improvement.  Conducting project specific cost benefit analysis will evidence value for money and will assist us to allocate our resources in the correct way.
We will ensure that our customers are made aware of the positive impact that their involvement has made to Seven Locks Housing Ltd by reporting back to individuals who have been involved in project specific events.  We will also publish the outcomes of involvement in our Annual Report, customer newsletters and on our web site.  This will ensure that all of our customers see the positive impact that involvement makes to the services that Seven Locks Housing deliver.
Seven Locks Housing Customer Involvement Strategy

Implementation Action Plan May 2009

	Action
	Status / Target
	Mechanisms
	Responsibility

	Increase number of involved customers


	Ongoing

Ongoing

Ongoing

	Initial 100% Customer Survey  Complete
Hold information on 85% of customers
Survey all new households at6 week post tenancy visit
Profile survey available for completion on line


	CRM

HO
CRM

	Raise profile of involvement opportunities
	Ongoing

Complete / ongoing
Ongoing


	Regular Newsletter Articles

Web site

Updated involvement information in all SLH Offices


	CRM / CIO

CRM / CIO
CIO / CSA

	Identify Opportunities for Involvement
	July 2010
Ongoing
	Departmental Service Improvement  Plans

	ED / SMT

	Produce 2010 / 11 Customer Involvement Action Plan 
	October2010
	Identify Opportunities for involvement, consultation with customer panel

	CRM/CIO/CSA

	Identify Individual areas of interest for involvement
	May 2010
ongoing
	Analyse Profile information 

Initiate Special Interest areas involvement

	CIO

CIO

	Identify Resident Scrutiny Panel Training opportunities


	Jan 2010

complete
	BDA delivering initial training 18/19 August
	CRM

	Recruit and Train Resident Scrutiny Panel
	Jan 2010 

ongoing
	Advert in July Newsletter, Individual tenants approached


	CRM /CIO

	Recruit Independent Chair for RSP


	August / September 2010
	
	CRM/ BDA

	Identify work stream programme for RSP


	November 2010
	
	ED/SMT

	Review Customer Involvement Policy

	Board Agreed Priority review
	
	BIM / SIG / TPRG

	Review customer Involvement Strategy to include RSP


	August 2010
	For Board approval

August 2010 complete
	CRM

	Initiate REGGIE

Access database for involvement recording

	October 2009
Ongoing
	Complete SLH input and IT requirements 
	CIO / ITSM

	REGGIE Training
	October 2010
	Deliver training to all staff
	CRM / ITSM / CIO

	Customer Profile information on QL system


	Feb 2011
	Capacity to update CP information at contact
	ITSM/ CSA/ CRM
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KEY:


CRM –  Customer Relations Manager


HO –


Housing Officer


CSA -  Customer Service Advisors


CIO – Customer Involvement Officer


ED –  Executive Director


SMT –  Senior Management Team


BIM – Business Improvement  Manager


SIG – Special Interest Group


TPG -  Tenant Policy  Review Group


ITSM –


IT systems Manager


BDA-


Board Development Agency
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