Appendix 2


	Customer Involvement Strategy



	Action Plan 2005/2006




	Milestones


	Responsible Officer


	Date



	1. Increase Involvement

Increase the number of customers recruited to the involvement database particularly in the areas of decision-making and board membership

Produce and promote a menu of involvement showing activities of different types and levels to include opportunities in decision-making and service improvement groups

Produce and promote an annual calendar of involvement opportunities
Use company newsletter and campaigns to promote involvement activities, training and support, giving examples of positive results

Establish an editorial panel of customers for the company newsletters and handbook

Communicate the benefits and outcomes of involvement by giving feedback to customers on decisions made with their input including results of surveys and questionnaires

2. Embed Involvement

Reinforce a positive image of involvement by communicating successes along with the importance and benefits of involvement in contacts with employees, stakeholders and partners

Produce guidelines for involving customers in any new service improvement initiative or project to ensure involvement is planned at an early stage and at a suitable level for customers to influence decision-making

Produce a toolkit for involvement with employees to include:

Procedure for involvement including monitoring, giving feedback and evaluating 

Guidance for employees on;

· Awareness of barriers to involvement

· Accessibility

· Training and Support

· Good practice

Develop customer involvement awareness into induction processes

Develop customer capacity training jointly with employees (see point 4)

3. Increase Inclusiveness

Use customer information to develop involvement activities that are inclusive by offering activities that can be tailored to suit individual need
Develop links with support agencies and networks as part of a Hard to Reach plan to establish needs of specific user groups and barriers to involvement

Collect information on diversity for all customers on involvement database

3. Increase Inclusiveness (continued)

Use company proforma in all involvement activities and at point of registration on database

4. Develop Customer Capacity

Establish, with customers, service areas where training can be developed to enable more effective involvement

Establish, with the help of support agencies and networks, methods and practices that can be used to help build capacity and support specific user groups  

Develop, with employees, specific packages of training for customers getting involved in areas that require more detailed knowledge (for example in technical matters for contractor selection)

Research training packages that can be bought in to deliver in-house, or training providers who can deliver training on our behalf

Look at how training could be delivered jointly with customers and employees

Evaluate training
5. Evaluate Involvement and feedback to customers

Measure tenant satisfaction with opportunities for participation (BVPI.57)

Monitor expenditure on customer involvement per household during 2005/06 (PI.1)

Use this figure to benchmark against other providers and to set target for 2006/07

5. Evaluate Involvement (continued)

Establish baseline figure for customers recruited to involvement database for 2004/05 (PI.2) Use this figure to set target for 2005/06 and regularly monitor performance

During 2005/06 monitor the diversity of customers involved to achieve a baseline figure (PI.3) Use these figures to set target for 2006/07 and regularly monitor performance

During 2005/06 monitor the number of service improvements implemented as a result of customer involvement (PI.4) Use this figure to set target for 2006/07 and regularly monitor performance
Monitor satisfaction with the outcome of involvement during 2005/06 (PI.5) Use this figure to set target for 2006/07 and regularly monitor performance

Establish mechanisms for feeding back results on performance to customers
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