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	Introduction

Seven Locks Housing Ltd recognises that having customers at the heart of all we do is key to our success.  

We use the term customer within this policy as it is the generic term used throughout the company to emphasise our commitment to a customer excellence approach. .

For the purpose of the Customer Involvement policy customer is the term used to refer to all of our Tenants and Leaseholders. 

This policy formalises and recognises the way in which we will encourage and support our customers to get involved. 


	Context: Statute, Regulation and Guidance

In the preparation of the Customer Involvement and Participation policy the following Statute Regulation and Guidance have been used.

Sustainable Communities Act 2007. Communities and Local Government Unlocking the talent of our communities and the Empowerment White paper. KLOE Cross cutting themes: Access and customer care in housing services, diversity.


	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. 

To achieve this we will:

· actively promote our varied menu of involvement opportunities  to all customers

· Specifically target under- represented groups

Build partnerships with established specialist providers and groups to engage their customers.
To increase the level and quality of customer involvement by providing a menu of involvement options.

· To actively explore all options to make sure that all customers are given opportunities to be involved at a level that suits them.

· Ensure that we can measure and monitor the costs, benefits and impact of the policy. 
· Ensure that all our staff recognise that customer involvement and participation is at the core of the services that we all deliver.
To ensure that resources are fairly and evenly distributed to promote equal opportunities for all customers to be involved and have their contribution valued.


	Operational Principles
We will build on existing involvement and encourage our customers to get involved by providing a wide range of opportunities to participate. A menu of options of involvement will be available giving all customers the opportunity to get involved at a level that suits their commitment, interest and capacity.

The menu of consultation, promotion and involvement methods will be monitored and updated regularly in partnership with customers to make sure that the methods used work.



	Consultation
Will be through the relevant tenants’ groups and Special Interest Group.



	Equality Impact Assessment 

All Acclaim policies aim to address the general duty of the Equality Act 2010 to; eliminate unlawful discrimination, harassment and victimisation, advance equality of opportunity between different groups and foster good relations between different groups.



	Monitoring

Specific local performance indicators and targets will be agreed with service users, including the diversity of involved customers.
The annual report on the effective implementation of this policy will be presented to the Management Board of Seven Locks Housing Ltd and included in the Tenants Annual Report.


	Other related SLH policies

This policy cross cuts all policies of Seven Locks Housing.


	Responsible Person/s

The Customer Relations Manager will have overall responsibility for the monitoring and implementation of the Customer Involvement and Participation Policy.



	Review Date

The Customer Involvement and Participation this Policy will be reviewed in partnership with customers every 3 years, or on the introduction of new legislation or guidance. 


	Implementation Date 27th May 2011.
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