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Customer Involvement Statement
Purpose of Report

To seek board approval of the Resident & Community Involvement Policy

To seek board approval of the Customer Involvement Statement

Critical Success Factor

•
Listen and respond to our present and future customers’ needs and aspirations

•
Develop our workforce and a governing body with the competencies to deliver a high performing organisation with a strong focus on customer service

•
Embed a culture of ‘value for money’ across the whole organisation

1.
Current Position

1.1
The Group’s current Resident and Customer Involvement Policy was previously amended in July 2007 as part of the documents to support the Corporate plan. Since that time the regulatory framework relating to resident involvement has changed significantly with the introduction of the Housing and Regeneration Act, which has created the Tenant Services Authority (TSA), which will be our new regulator. 
1.2
The new regulator sees its role as:
•
Championing what tenants, leaseholders and residents want from their housing

•
Promoting choice for tenants and providers of affordable accommodation

•
Challenging providers of affordable accommodation to meet or exceed the highest standards of organisational effectiveness and delivery.

1.3
The Group has a comprehensive approach to resident involvement and we have recently won the Customer Contact Association (CCA) 2008 award for ‘Innovation in Employee Development’ for the development and implementation of the Customer Service training programme called ‘EVOLVE’. This programme was developed and delivered with the Groups customers to assist in ensuring we deliver a quality customer service to residents. We were also recently a finalist for the UK Housing Award in 2008 for ‘Delivering Customer Driven Services’ in relation to the new repairs and maintenance contract procurement for Manchester & District HA and Frontis.
1.4
It is important that the Group maintains its approach to resident involvement and ensures that the Group’s residents have the support, means and mechanisms available to enable them to participate in the first phase of the TSA’s tenant consultation on key priorities and subsequent consultation on developing the new framework with landlords and tenants.
1.5
It is also vital that the Group establishes the aims, principles and values which will determine the way the group is accountable to residents and encourages participation by residents in the operation, management and governance of the Group.
1.6
The Group has recently undertaken a consultation exercise with our residents regarding the National Tenants Voice (NTV).  This organisation will seek to allow residents to have a voice nationally to allow them to try to influence Government and the regulatory resident involvement agenda.
1.7
The Group’s current Customer Involvement Statement was last reviewed by the Group’s customers in April 2007. The current regulatory requirement is that the Group review it’s customer involvement statement annually with customers. 

1.8
The review of the resident and customer involvement policy and customer involvement statement was co-ordinated by the Groups neighbourhood regeneration officers, Moorlands Housing Support Services Manager and Strategic Involvement Officer. The review included the Groups future customers by way of the younger groups we work with, current customers, older persons community, tenants from our sheltered and supported housing portfolio and leaseholders. Residents from all four Registered Social Landlords participated in the review, as well as the Group’s Private Finance initiative at Grove Village in Manchester. 

2.
Key Issues

2.1
The resident review of the Customer Involvement Statement and policy was undertaken using the following methods of involvement with the Groups or individuals listed:
•
Telephone surveys

•
Talking to the established ‘residents committee’ at Charter Brook, Great Harwood

•
Community visitor forum at Moorlands Housing

•
Consultation events at Chapel Street Supported Housing Scheme, Carlton Crescent sheltered scheme and Washington close forum in Moorlands 

•
Focus Group at Firth House, Seaton, Cockermouth

•
Focus Group at Hunters close Supported Housing scheme in Bredbury

•
Focus Group at Lytham St Anne’s War memorial HA

•
Focus Group at New Brook House, Preston

•
Focus Group at West Point Lodge, Manchester

•
Focus Group at WISH supported Housing scheme, Hyde

•
Correspondence by Leaseholders in M&D East and Frontis via the Post

•
Meeting with Residents from Frontis, Warrington

•
Postal survey from Residents in M&D East operating area  

•
Postal survey from Residents in Eaves Brook HA in East Lancashire

•
Consultation with the Crewe Junior Neighbourhood Wardens

•
Postal consultation with the Crewe Customer Involvement panel

•
External Partner feedback – Cheshire Constabulary

•
Tenant Representative Panel meeting in Derwent & Solway HA

•
Postal survey of Derwent & Solway actively involved customers

•
Oak Road youth Group feedback, Partington

•
Eaves Brook HA Customer Group consultation in Central Lancashire

•
Old Trafford Customer Involvement Panel

•
Grove Village Tenants Representative Panel

•
Biddulph East Residents association

•
Haregate Residents association

•
Discussion with Chair of Partington Community Board & Chair of Partington & Carrington Youth partnership

2.2 The review asked the following questions –

•
What is good about the statement?
•
What needs changing on the statement and why?
•
What works well with the way we currently do customer involvement?
•
What prevents or hinders customers from getting involved with the Group?
•
What objectives should we set for the future with regard to customer involvement and what targets would you like to see in place?
•
If we had service standards for customer involvement, what would you like them to be?
•
Any comments you may have – both positive and negative

2.3
The overwhelming feedback was that the Customer Involvement Statement remains unchanged apart from the adding of the Harvest Response telephone number. Feedback was very positive with residents feeling the statement clear, concise and easy to follow.  A copy of the statement is attached as Appendix A.
2.4
The Group has obtained a considerable amount of feedback from residents across the Group and this has been used to review and amend the Resident and Community Involvement Policy.  A copy is attached as Appendix B.
2.5
The feedback will be collated and used to assist our approach to continuous improvement in customer and resident involvement, and in particular the following can be summarised from the review undertaken:
•
Understand and Review the barriers to Involvement and ensure we have a range of involvement mechanisms to suite the needs of our residents including providing information in different formats

•
Set Service standards with regard to resident involvement

•
Set targets for resident involvement with regard to the Group’s customer profile base – this work has begun and will be reported back to board as part of our approach to equality and diversity

•
Develop the Group’s Customer communication strategy

•
Ensuring we feedback effectively to customers on the ‘so what’ once we have consulted with them on a particular issue or theme

•
Set up an appropriate means of resident involvement for the Groups Sheltered and Supported customers

•
Ensure we recognise vulnerable residents and enable them to contribute through meaningful resident involvement

•
Create a customer involvement statement that is relevant for the Group’s youth groups

•
Consider developing a customer involvement reward approach

•
Inform residents annually of how much the Group spent on customer involvement and what the impact of the involvement has been for residents 

2.6
The review will be made available to the Groups managers for use and we will report back directly to those residents who participated on the review and in the next newsletters across the group to the wider resident population.

3.
Risk

	4.1
	Class
	Level
	Lead Person
	Risk

	
	4
	Temporarily disrupt all or part of a process
	Paul Seymour
	Loss of customer involvement and satisfaction


4.
Options
4.1
Board approve the revised Resident & Community Involvement Policy and Customer Involvement statement following a comprehensive review with residents.
4.2
Board approve that the Group remain with the existing policy and statement. 

5.
Proposal
5.1 
To seek board approval of the revised Resident & Community Involvement Policy

To seek board approval of the revised Customer Involvement Statement

Compliance Statement 

Please complete the following carefully as they demonstrate whether or not the proposals will assist the Group to meet its vision and comply with its values.

	Equality & Diversity

Will this proposal help or hinder equality and diversity?

Have you undertaken an impact assessment            Y
 FORMCHECKBOX 

N
 FORMCHECKBOX 

If no, please state why not.

     
If yes, please give details:

The residents involved provided customer profiling data to enable the Group to understand who participated and to assess how representative this was
Date of impact assessment: 

19 November 2008 
	Consultation

Have you consulted with the following groups?  If so, give details of the outcome.

                                             Y           N

Customers                            FORMCHECKBOX 
          FORMCHECKBOX 

A comprehensive review of customer views and opinions was undertaken.  This included General Needs, Sheltered and Supported customers and leaseholders from across the Group, as well as a managed organisation and the PFI at Grove Village.
Organisation/Stakeholder      FORMCHECKBOX 
         FORMCHECKBOX 

     
Others                                    FORMCHECKBOX 
         FORMCHECKBOX 

     

	Resources

The costs relating to this proposal can be contained within existing resources :

Budget  Y  FORMCHECKBOX 
      Staff  Y  FORMCHECKBOX 

OR

Additional funding will be required (give details):

     
Additional staffing will be required (give details):

     
	Value for Money

Please explain how this proposal secures value for money.  Outline a comparison of both the cost and outcome of any options presented in the report.  Outcomes need to address both the organisational impact of an option and the customer impact as well.
Ensuring the Group has effective mechanisms for residents to be involved in the delivery of services will ensure we deliver efficient and effective services that meet the aspirations and needs of our residents.

This should also assist the Group to deliver right first time services that deliver value for money to our residents and customers.
Please tick one or more of the outcomes this relates to:

Economy         FORMCHECKBOX 

Efficiency         FORMCHECKBOX 

Effectiveness   FORMCHECKBOX 

Please remember to record your VFM details in the central register.

	Action/Timetable

The review will be fully written up and provided for managers to use and a detailed action plan will be created from the review and followed up.  We will communicate to staff and residents who participated and in the next Group newsletter we will feedback the outcomes. 


Appendix A
Purpose

1.1
To establish the aims, principles and values which will determine the way the Group is accountable to residents and encourages participation by residents in its operation, management and governance.

Scope

2.1
The Policy applies to all residents and tenants of the Group, regardless of tenure.  The Policy is the responsibility of the Executive Director – Service Delivery.  Implementation is the responsibility of stock owning subsidiary Directors, Director of Operational Support & Service Development, Director of Older People’s Service, Director of Frontis & Property, Service Delivery Managers and officers.

References

Policies

•
Customer Care Policy 

•
Continuous Improvement Policy 

•
Value for Money policy

Procedures

•
Complaints and Compensation Procedures 
•
Customer Involvement Mechanisms in Neighbourhoods 

•
Value for Money Procedure

3.3
Other Documents - Internal

•
Customer Involvement Statement

•
Respect Statement

•
Moorlands Housing Customer Involvement Strategy 2007

3.4
Other Documents – External

•
Housing Corporation Regulatory Code and Guidance: Our Approach to Regulation

•
Housing Corporation requirements in relation to resident involvement (May 2007)

•
People First – Delivering change through Involvement (May 2007)

•
Housing Corporation Residents Charter

•
NHF ‘At the heart: Housing Association code of service delivery and accountability’ – Draft

•
Tenant Services Authority setup team – a new beginning for social housing 

• 
‘What Tenants want’ – Tenant Involvement Commission (2006)

Definitions

4.1
“Residents” refers to all tenants, licensees, shared owners, leaseholders or owners paying service charges, living in a property owned and/or managed by the Group.

4.2
Operating Unit Manager or “OUM” refers to either a Regional Regeneration Manager or Neighbourhood Manager depending on the precise line management structure of the particular area the procedure is being used in.

4.3
Communities refers to the Neighbourhoods in which the Group provides a service either directly or indirectly to customers.

5.
Policy
5.1 Accountability

The Group recognises the need to be accountable to our residents and therefore will establish structures and frameworks that suit the different local needs and aspirations of residents across the Group. 

We will work with residents to plan and implement how accountability will operate and the Group will support residents to ensure they independently scrutinise the service delivery of management and operational performance in their area.

The Group will also support residents to contribute to the Groups vision, values and aims with regard to our regeneration activity and to enable us to achieve our vision of:

‘Turning homes and neighbourhoods into places where people want to live and choose to stay’.

5.2
Resident Driven

The Group will take resident satisfaction seriously and have a range of mechanisms to measure and collect resident’s views on current service provision, future opportunities for developing the service and understanding resident aspirations 


The Group has developed a range of methods to seek residents’ and communities’ views, these form part of the Customer Involvement Framework. This contains a variety of different mechanisms which enable staff to obtain customer feedback in a number of ways. This includes using methods such as customer panels, feedback forms, and focus groups to gather information on residents’ views. The Group will also carry out regular opinion surveys on all services, at least every three years.

5.3
Our Commitment


The Group will ensure we have ways of making it easy for residents to get involved; we will pay for agreed expenses incurred by residents as part of their involvement.


The Group will have an annual resident involvement budget, resources and staff dedicated to resident involvement. 


The Group will ensure we respect resident’s rights to confidentiality and privacy and we will use plain English and not jargon when communicating with residents.


We will make sure all residents are treated fairly with regard to the principles of Equality and Diversity, and are given the same opportunities to use the associations services or become involved in its work and resident involvement.


We will equality impact assess our involvement approach and understand the barriers to involvement for our diverse customer base and seek to address these barriers.    
5.4
Communication


The Group is committed to using a broad range of channels to achieve effective communication between residents and communities and the Group.  The methods used will include:

•
Regular newsletters

•
Annual performance information 

•
Publication of Policies and Procedures 

•
Tenant handbooks

•
Meetings with residents and communities using a variety of formats

•
Using 3rd Parties to communicate on the Group’s behalf

•
Residents Conference

•
Website, emails and text 


All information will be provided in accessible formats and in plain English.  Information will be made available in other languages, Braille or recorded versions where required. 


The group will regularly ask residents whether the information we send or communicate to residents is the right information they want, whether they would like changes in the way it is sent or how it is presented.


The Group will vary the means of communication to meet the needs of all of its customers and take into account customers preferences within the communities in which we operate. 

5.5
Complaints and Compensation


The Group will make it easy for residents to complain or provide informal feedback as we recognise this will assist us with learning from our mistakes and should assist us to provide a better service.


The Group operates a Complaints Policy and Procedure for all residents including housing applicants.  The Procedure allows for escalation to a panel of Board members and the Independent Housing Ombudsman in cases which cannot be resolved with officers.


The Group will consider claims for compensation where the Group has failed to provide services to the defined standard. The Complaints Procedure can be used to assess claims for compensation.  The Group will provide compensation for improvements to properties carried out by residents.

5.6
Service Standards


The Group is committed to providing quality services at affordable costs to all residents.  The Group will consult with residents on the level of services provided to establish service standards. 


The results of consultation on service standards will be reported to residents annually along with performance against the standards.  We will provide information on how the Group’s performance is comparing against other Housing providers.


We will set and monitor service standards and targets for resident involvement across the Group

5.7
Residents’ Meetings and Groups


As part of its customer involvement framework the Group runs a number of different groups which residents attend to give feedback on services and work with members of staff to improve them. These are organised and supported by neighbourhood teams in Operating Units and the Groups Service Development team.

The Group actively supports residents who wish to form their own representative groups.  It recognises the valuable role they play in developing stable and active communities.  Financial and other support will be provided to ensure residents have the capacity to engage effectively in Involvement.  The Group has criteria for formal recognition of Resident Associations.  Resident groups which do not meet these criteria will still be eligible for support.

The Group is committed to supporting members of groups which are set up and run by members of staff for purposes of consultation or joint working and members of residents’ groups or associations in developing their capacity to engage with the Group or other agencies at any level or on any subject they wish. Typically this will be through access to training courses, briefing sessions, mentoring, shadowing staff, provision of reference material and attendance at seminars. 

5.8
Customer Involvement Panels

Each Operating Unit within the Group will operate a Customer Involvement Panel. The aim of each panel is to assist the Regional Regeneration Manager or Neighbourhood Manager to consider on a regular basis the implications of customer feedback in terms of Operating Unit-wide process management, the application of operational policies within the Operating Unit; Operating Unit operational priorities and Operating Unit performance assessment. The Customer Involvement Panel will meet at least every quarter. Typically it will be attended by the Regional Regeneration Manager, relevant members of staff and resident representatives. 

The Group will ensure managing agents and partners provide opportunities for residents to influence and participate in the services provided in projects owned by the Group.  It recognises that many partners have developed innovative and effective ways of involving residents.  Agents’ activity in this area will be monitored and reported to the appropriate Group Boards.

5.9
Governance


The Group encourages applications from residents to become members of its Boards. 


The Group will ensure that each stock owning subsidiary will have at least one resident board member. We will make it clear to board members what is expected of them and we will provide support and training to board members to enable them to fulfil their role effectively. 


The Group will provide a Customer Capacity programme for residents and members of the community to represent their Neighbourhood at local level, through the Groups Management or Governance structure or any other form of representation. The Customer Capacity Programme will be delivered in a variety of formats that meets the diverse needs of the communities in which we operate and will be supported by the Group in terms of resources, staff and commitment. It will also involve any other support we can reasonably provide which residents identify.


The Group, were appropriate will encourage residents to become shareholding members in the relevant association 

The Group complies with the NHF Code of Governance.

5.10
Resident Management


The Group will encourage and support initiatives by residents to manage services in their area or estate.  It will consider a range of options for resident management, including Good Neighbour Agreements, Estate Sub-Committees, Estate Agreements, Resident Management Organisations and Co-operatives etc.

5.11
Customer Profiling


The Group will ensure all of its customers and communities can equally participate and be involved in the decision making and operational management of the Group. We will use customer profile information to be informed of how we can best reach the Groups customers to provide access to all through service delivery and involvement.  We will also use this information to identify the customers we are failing to reach and assess how we can become more accessible by removing barriers and support under- represented groups.

6.
Customer Involvement Statement 

On an annual basis the Group will work with residents and communities in which we operate to create a Customer Involvement Statement which sets out the principles of our engagement strategy for the following year, including how it will be measured and the resources that will be made available.  See Appendix A.
6.1
Annual Impact Assessment

The Group will publish an annual impact assessment or involvement which will measure the outcomes as agreed previously with customers.  Its purpose is to assess the impact of interventions and operational outcomes which have been set by customers. We will report this to the Groups customers and through reports to appropriate Boards.


This Policy will be reviewed in April 2010. [End]

Appendix A
Purpose

1.1
To establish the aims, principles and values which will determine the way the Group is accountable to residents and encourages participation by residents in its operation, management and governance.

Scope

2.1
The Policy applies to all residents and tenants of the Group, regardless of tenure.  The Policy is the responsibility of the Executive Director – Service Delivery.  Implementation is the responsibility of stock owning subsidiary Directors, Director of Operational Support & Service Development, Director of Older People’s Service, Director of Frontis & Property, Service Delivery Managers and officers.

References

Policies

•
Customer Care Policy 

•
Continuous Improvement Policy 

•
Value for Money policy

Procedures

•
Complaints and Compensation Procedures 
•
Customer Involvement Mechanisms in Neighbourhoods 

•
Value for Money Procedure

3.3
Other Documents - Internal

•
Customer Involvement Statement

•
Respect Statement

•
Moorlands Housing Customer Involvement Strategy 2007

3.4
Other Documents – External

•
Housing Corporation Regulatory Code and Guidance: Our Approach to Regulation

•
Housing Corporation requirements in relation to resident involvement (May 2007)

•
People First – Delivering change through Involvement (May 2007)

•
Housing Corporation Residents Charter

•
NHF ‘At the heart: Housing Association code of service delivery and accountability’ – Draft

•
Tenant Services Authority setup team – a new beginning for social housing 

• 
‘What Tenants want’ – Tenant Involvement Commission (2006)

Definitions

4.1
“Residents” refers to all tenants, licensees, shared owners, leaseholders or owners paying service charges, living in a property owned and/or managed by the Group.

4.2
Operating Unit Manager or “OUM” refers to either a Regional Regeneration Manager or Neighbourhood Manager depending on the precise line management structure of the particular area the procedure is being used in.

4.3
Communities refers to the Neighbourhoods in which the Group provides a service either directly or indirectly to customers.

5.
Policy
5.2 Accountability

The Group recognises the need to be accountable to our residents and therefore will establish structures and frameworks that suit the different local needs and aspirations of residents across the Group. 

We will work with residents to plan and implement how accountability will operate and the Group will support residents to ensure they independently scrutinise the service delivery of management and operational performance in their area.

The Group will also support residents to contribute to the Groups vision, values and aims with regard to our regeneration activity and to enable us to achieve our vision of:

‘Turning homes and neighbourhoods into places where people want to live and choose to stay’.

5.2
Resident Driven

The Group will take resident satisfaction seriously and have a range of mechanisms to measure and collect resident’s views on current service provision, future opportunities for developing the service and understanding resident aspirations 


The Group has developed a range of methods to seek residents’ and communities’ views, these form part of the Customer Involvement Framework. This contains a variety of different mechanisms which enable staff to obtain customer feedback in a number of ways. This includes using methods such as customer panels, feedback forms, and focus groups to gather information on residents’ views. The Group will also carry out regular opinion surveys on all services, at least every three years.

5.3
Our Commitment


The Group will ensure we have ways of making it easy for residents to get involved; we will pay for agreed expenses incurred by residents as part of their involvement.


The Group will have an annual resident involvement budget, resources and staff dedicated to resident involvement. 


The Group will ensure we respect resident’s rights to confidentiality and privacy and we will use plain English and not jargon when communicating with residents.


We will make sure all residents are treated fairly with regard to the principles of Equality and Diversity, and are given the same opportunities to use the associations services or become involved in its work and resident involvement.


We will equality impact assess our involvement approach and understand the barriers to involvement for our diverse customer base and seek to address these barriers.    
5.4
Communication


The Group is committed to using a broad range of channels to achieve effective communication between residents and communities and the Group.  The methods used will include:

•
Regular newsletters

•
Annual performance information 

•
Publication of Policies and Procedures 

•
Tenant handbooks

•
Meetings with residents and communities using a variety of formats

•
Using 3rd Parties to communicate on the Group’s behalf

•
Residents Conference

•
Website, emails and text 


All information will be provided in accessible formats and in plain English.  Information will be made available in other languages, Braille or recorded versions where required. 


The group will regularly ask residents whether the information we send or communicate to residents is the right information they want, whether they would like changes in the way it is sent or how it is presented.


The Group will vary the means of communication to meet the needs of all of its customers and take into account customers preferences within the communities in which we operate. 

5.5
Complaints and Compensation


The Group will make it easy for residents to complain or provide informal feedback as we recognise this will assist us with learning from our mistakes and should assist us to provide a better service.


The Group operates a Complaints Policy and Procedure for all residents including housing applicants.  The Procedure allows for escalation to a panel of Board members and the Independent Housing Ombudsman in cases which cannot be resolved with officers.


The Group will consider claims for compensation where the Group has failed to provide services to the defined standard. The Complaints Procedure can be used to assess claims for compensation.  The Group will provide compensation for improvements to properties carried out by residents.

5.6
Service Standards


The Group is committed to providing quality services at affordable costs to all residents.  The Group will consult with residents on the level of services provided to establish service standards. 


The results of consultation on service standards will be reported to residents annually along with performance against the standards.  We will provide information on how the Group’s performance is comparing against other Housing providers.


We will set and monitor service standards and targets for resident involvement across the Group

5.7
Residents’ Meetings and Groups


As part of its customer involvement framework the Group runs a number of different groups which residents attend to give feedback on services and work with members of staff to improve them. These are organised and supported by neighbourhood teams in Operating Units and the Groups Service Development team.

The Group actively supports residents who wish to form their own representative groups.  It recognises the valuable role they play in developing stable and active communities.  Financial and other support will be provided to ensure residents have the capacity to engage effectively in Involvement.  The Group has criteria for formal recognition of Resident Associations.  Resident groups which do not meet these criteria will still be eligible for support.

The Group is committed to supporting members of groups which are set up and run by members of staff for purposes of consultation or joint working and members of residents’ groups or associations in developing their capacity to engage with the Group or other agencies at any level or on any subject they wish. Typically this will be through access to training courses, briefing sessions, mentoring, shadowing staff, provision of reference material and attendance at seminars. 

5.8
Customer Involvement Panels

Each Operating Unit within the Group will operate a Customer Involvement Panel. The aim of each panel is to assist the Regional Regeneration Manager or Neighbourhood Manager to consider on a regular basis the implications of customer feedback in terms of Operating Unit-wide process management, the application of operational policies within the Operating Unit; Operating Unit operational priorities and Operating Unit performance assessment. The Customer Involvement Panel will meet at least every quarter. Typically it will be attended by the Regional Regeneration Manager, relevant members of staff and resident representatives. 

The Group will ensure managing agents and partners provide opportunities for residents to influence and participate in the services provided in projects owned by the Group.  It recognises that many partners have developed innovative and effective ways of involving residents.  Agents’ activity in this area will be monitored and reported to the appropriate Group Boards.

5.9
Governance


The Group encourages applications from residents to become members of its Boards. 


The Group will ensure that each stock owning subsidiary will have at least one resident board member. We will make it clear to board members what is expected of them and we will provide support and training to board members to enable them to fulfil their role effectively. 


The Group will provide a Customer Capacity programme for residents and members of the community to represent their Neighbourhood at local level, through the Groups Management or Governance structure or any other form of representation. The Customer Capacity Programme will be delivered in a variety of formats that meets the diverse needs of the communities in which we operate and will be supported by the Group in terms of resources, staff and commitment. It will also involve any other support we can reasonably provide which residents identify.


The Group, were appropriate will encourage residents to become shareholding members in the relevant association 

The Group complies with the NHF Code of Governance.

5.10
Resident Management


The Group will encourage and support initiatives by residents to manage services in their area or estate.  It will consider a range of options for resident management, including Good Neighbour Agreements, Estate Sub-Committees, Estate Agreements, Resident Management Organisations and Co-operatives etc.

5.11
Customer Profiling


The Group will ensure all of its customers and communities can equally participate and be involved in the decision making and operational management of the Group. We will use customer profile information to be informed of how we can best reach the Groups customers to provide access to all through service delivery and involvement.  We will also use this information to identify the customers we are failing to reach and assess how we can become more accessible by removing barriers and support under- represented groups.

6.
Customer Involvement Statement 

On an annual basis the Group will work with residents and communities in which we operate to create a Customer Involvement Statement which sets out the principles of our engagement strategy for the following year, including how it will be measured and the resources that will be made available.  See Appendix A.
6.1
Annual Impact Assessment

The Group will publish an annual impact assessment or involvement which will measure the outcomes as agreed previously with customers.  Its purpose is to assess the impact of interventions and operational outcomes which have been set by customers. We will report this to the Groups customers and through reports to appropriate Boards.


This Policy will be reviewed in April 2010. [End]
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Appendix B

Customer Involvement Statement

We believe that you, our customers, are the experts when it comes to knowing what we should do to improve our services and how to improve your neighbourhood. We know from experience that your comments, advice, suggestions and involvement can make a difference to the quality of what we do and the new things we try. 

To make sure we keep on getting your views, we will listen to you, inform you and involve you in what we do. Simply tell us what you want to be involved in, how much or how little you want to be involved, and how you want to do it.

We are committed to Customer Involvement

Your opinions are important to us. By working together we can really make a difference to your home, neighbourhood and life. We will:

•
ensure customer involvement is at the heart of all our services

•
make it easy for you to get involved in ways that suit you

•
involve you as early as possible when designing our services and making decisions

•
keep you up to date, telling you how and why decisions have been made

•
use the information you give us to review, improve and make decisions

•
focus on you our customer and the standard of customer care we provide

•
provide you with support and training to help you get involved

•
provide training and support to help you become a resident board member

•
work with you to set our service standards

•
develop ways which help you design, manage and monitor services which suit local neighbourhoods

•
have a ‘getting involved brochure’ that clearly explains how and when you can get involved in your neighbourhood

•
have a budget, resources and staff dedicated to customer involvement

•
have formal and informal ways you can feedback your views

•
always have an up-to-date customer involvement statement 

Remember: it is your home, your neighbourhood and your life. We want you to have your say in anything we do that concerns you – after all, you’re the experts and we want your help. If you have any queries regarding the above please contact your Neighbourhood Regeneration Officer on ……………………………………… 

email:response@harvesthousing.org.uk       website: www.harvesthousing.org.uk

Telephone Harvest Response on 0845 345 0272

