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	Report to East and South Area Board

7 March 2005 


	
	

	Title:


	Customer Involvement Strategy

	Report of:
	Chief Executive

	
	


Purpose of Report



1.
To present the draft Customer Involvement Strategy for consideration.

Background

2.
The Committee agreed on 5 October 2004 to develop a Tenant Involvement Strategy for The Gateshead Housing Company by March 2005.

3. The report from the recent Housing Inspection recommended that the company develop a specific tenant involvement strategy, setting out how it would increase opportunities for more strategic participation of tenants in the company and engage hard to reach groups. They recommend that clear budgets and performance indicators support the strategy.

Current Position
4. A draft strategy has been produced with involvement from customers. It sets out how the company will develop customer involvement over the next three years to achieve the objectives set out in the eight company values. A copy of the draft is attached at appendix one for consideration.

5. The document sets out who the strategy is for and what it will do, where we want the company’s customer involvement to be in 3 years, how we will make this happen and how we intend to monitor progress with the strategy.

6. The strategy is supported by an annual action plan, which addresses the recommendations made by the Housing Inspectorate with regard to involvement across the company. The draft action plan for 2005/06 is attached as appendix two for consideration.

7. A key part of the action plan will be to develop further our work with hard to reach groups and tailor involvement activities to ensure that they are inclusive.

Customer Involvement

8. Involvement of customers prior to the development of the draft was wide-ranging and carried out on both a formal and informal basis, from focus groups and postal questionnaires with tenants and leaseholders already involved, telephone surveys with those who hadn’t been involved, through to involvement of tenant and leaseholder forums and associations. 

9. Customers were then asked to comment on the draft, to establish their responses to a number of questions including; 

a. How clear they thought the purpose of the strategy was (88% of respondents said they thought it was clear/very clear) 

b. If they thought its aims were achievable (64% of respondents thought it was achievable/very achievable and 30% said they didn’t know)

c. If it reflected their priorities as a customer (79% of respondents thought it reflected/very much reflected their priorities)

Outcomes

10. As a result of the consultation some key outcomes have been identified for the annual action plan:

a. A toolkit for involvement will be developed with employees to ensure a consistent approach and standard of involvement across the company. The kit will include guidelines for employees on such areas as collecting diversity information and feedback from customers involved to enable us to monitor accessibility.
b. A menu and annual calendar of activities will be produced to publicise and raise awareness of the opportunities for involvement.

c. The training requirements of customers will be established to look at how we will encourage more effective involvement in specific service areas.

Financial Implications

12.
The Director of Finance and ICT confirms that, in order to support the strategy, a specific budget will be identified as part of the budget setting process for the next financial year.

Risk Management Implications

13.
Failure to engage with tenants was identified as a key strategic risk for the company. The implementation of the Customer Involvement Strategy will ensure that involvement is systematic and remains at the core of our activities in the future.
Recommendations

14. The Board is asked to consider the Customer Involvement Strategy attached as appendix 1.

15. The Board is asked to consider the annual action plan attached as appendix 2.

Contact:
Andrea Wheatley, Tenant Involvement Officer, Tel No (0191) 433 5380
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