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1. Introduction
1.1. The Customer Senate adopted criteria for scrutiny based on the following:

· Customer – does it meet the need of the customer

· Salix Homes – does it meet the corporate objective

· External stakeholder – does it meet the needs of external stakeholders

1.2. The Customer Senate agreed a programme of scrutiny through applying the following methods:
· Concerns raised at Service Specific Panel meeting

· Issues identified through the Customer Business Planning cycle

1.3. The programme was prioritised using the following criteria:
· Number of complaints received

· Customer Satisfaction

· Benchmarking

1.4. The programme for 2010 – 2011 identified repairs appointments as the main priority. The programme includes:
· Equipment and adaptation

· Count Me In

· Environmental Services
1.5. This report has been prepared in accordance with the agreed terms of reference, dated 19th January 2010. The terms of reference were amended to extend the period of scrutiny from 13 weeks to 15 weeks to allow opportunity to include a self assessment presentation by the appropriate manager at week 1 and an evaluation exercise at week 15.
2. Scope
2.1. The scope of this scrutiny exercise was to review:
· The effectiveness of ‘Count Me In’ menu of opportunity for customer to get involved and influence service delivery
· To determine if customer involvement is embedded throughout the organisation
3. Opinion of the Senate
3.1. The Customer Senate found that customer involvement is embedded throughout Salix Homes and all officers who were interviewed or took part in the focus group were knowledgeable, enthusiastic and demonstrated a commitment to involving customers to influence the services they receive. 
3.2. Customer impact assessments are not used consistently across the business therefore it is not possible to capture the full effect of customer influence or measure the impact and outcomes of some involvement activities. The use of customer impact assessments needs to be embedded to truly reflect the level of involvement and ensure the best methods of involvement are used to achieve the maximum outcomes and consistency.
3.3. Salix Homes has a central involvement diary to record all customer involvement activities that take place and use TP Tracker, a web based system, to record customer activity. It is evident that not all activities are recorded either in the diary or on TP Tracker. The lack of customer impact assessments and recording of all activities on TP Tracker will undoubtedly affect the ability of Salix Homes to demonstrate the true level of involvement. This is undoubtedly a reflection of how effectively the responsibility for customer involvement is embedded throughout the business.
3.4. The Senate appreciate that it is difficult to involve customers in all activities and commend the success of Salix Homes in attracting a data base of over 1000 customers who have indicated a willingness to get involved in a manner which suits them. However it is noted and appreciated that within this 1000 customers there is over a 100 dedicated customers who regularly attend meetings. 
3.5. The Customer Inspectors were commissioned to gauge the level of understanding of customer involvement with the wider customer body and found that customers either did not have an appetite to get involved or had little understanding of what customer involvement is.
3.6. It is clear that every effort is made to ensure the level of involvement is reflective of the customer base with officers targeting specific groups of customers or under represented neighbourhoods to raise awareness of the involvement opportunities and increase the number of customers involved.
3.7. Count Me In menu of opportunities to get involved, has been effective in the main, with opportunities, for example, the Customer Senate, being indentified as best practice by the Audit Commission, Tenant Services Authority, Chartered Institute of Housing, Northern Housing Consortium and Housing Quality Network.
3.8. Other housing providers and professional bodies are looking for Salix Homes to continue leading the way in resident led self regulation and the development and implementation of the Quality Assurance Framework for Customer Inspectors is currently being closely observed as was the work undertaken to develop local offers.
3.9. There are some elements of the Count Me In that have not been fully developed and consequently less successful. For example the Creative Hub has not been fully developed although opportunities for customers to get involved creatively have been delivered locally for example Lower Kersal Young Persons Group made a film about anti social behaviour. The Senate would like the concept of the Creative Hub to be developed to tell the story of Salix Homes and develop a programme of intergenerational activities.
3.10. The Senate applaud the desire for the Board, EMT and all staff to work in partnership with customers to continually improve the services customers receive and the strength of the commitment and effectiveness of the partnership was recognised through the successful achievement of TPAS accreditation, the kite mark for customer involvement.
3.11. The Senate consider that Salix Homes is too modest and does not necessarily promote the successes that are achieved particularly in regard of customers influencing services both internally and externally.
3.12. The Senate is confident that the partnership between customers, Board and officers works effectively and there is a strong desire for customers to have more ownership, particularly in regard of performance. Having considered the success of Count Me In the Senate have identified a desire and need to review the current customer governance structure
4. Summary of Main Findings
Report Detail
4.1. The following findings have been generated from seven key sources:
· Evidence

· The Chair of the Board

· Board Champion for Customer Involvement

· Executive Management Team

· Officers of Salix Homes
· Customers of Salix Homes

· Stakeholders 

From our investigations, which included interviews, focus groups, reality checking we can identify points of note and concern.
Embedding of Customer Involvement
4.2. The Customer Senate conducted interviews with key members of the Board, Executive Management Team and officers of Salix Homes and determined that customer involvement is a key priority for the organisation and great emphasis and value is placed on the contribution of customers when developing and improving services.

4.3. The Senate acknowledged that the Chair of the Board championed the need for customers to be involved in influencing the decisions of the Board and on occasions when the Board could not commit resources to deliver customer aspirations there was a willingness to negotiate and compromise.
4.4. The Chief Executive, Director of Improvement and Communication and officers of Salix Homes all demonstrated commitment and enthusiasm for customers to be involved in influencing and shaping service delivery and welcomed the challenges that this can sometimes bring.

4.5. The level of involvement activities taking place across the business is immense and by their own admission officers need to work collaboratively to ensure that there is a joined up approach and outcomes are recorded and maximised for the benefit of the wider customer body and the organisation as a whole.
4.6. The effective use of customer impact assessments is not yet embedded across the organisation and this may be a reflection of how customer involvement is now seen as part of the day job. However, the need to effectively record the impact of involvement activities is essential to ensure that involvement activities are worthwhile, well planned and cost effective. The monitoring of customer impact assessments will guide officers on the best methods of involvement to achieve the desired outcomes.

4.7. Equally, the use of the central customer involvement diary is critical to ensure that all activities are recorded, avoid duplication and achieve maximum input and output from customers and officers alike.
4.8. The successful assessment of the customer involvement activities at Salix Homes resulted in TPAS awarding the organisation TPAS accreditation, the kite mark for customer involvement.  TPAS have also promoted the assessment and their findings at Salix Homes as good practice.

4.9. The effective partnership that has been developed since the launch of Salix Homes has cultivated a desire for the current governance arrangements to be reviewed and extended to afford customers more opportunities in the management of Salix Home. 
4.10. The Senate considers that Salix Homes has not necessarily benefited from the extent of opportunities for customer involvement that have been delivered as the success of activities are not widely celebrated, nor is the wider customer body made aware. 

4.11. The Senate welcome the effort made to increase the number of customers involved and to ensure that the level of involvement is reflective of the wider customer body and the neighbourhoods that are currently under represented through the hard to reach strategy and consider the growth of this work key to the continued success of the organisation. 
5. Count Me In
Count Me In is a menu of opportunities to get involved offered to customers to allow them to influence and shape service delivery in a way and at a time that suits them.

The Senate considered the success of each element of Count Me In during their scrutiny.
5.1 Salix 600 and focus groups
The Salix 600 is a data base of over 1000 customers and whilst they have an annual work plan the Senate questioned their effectiveness given the response rate to a recent survey. However, it should be noted that the Salix 600 were invited to attend the spring carnival and almost half of them did so. This demonstrates that there is still a willingness to get involved but the success of the involvement depends on the activity.
Focus groups are a useful tool to test customer opinion and indentify issues and the ability to call on a data base of over a 1000 customers has been extremely beneficial to Salix Homes not only for gathering opinions but in assessments for a number of kite mark assessments including Keep Britain Tidy, RESPCT (anti social behaviour), Customer Service Excellence and TPAS Accreditation.
5.2 The Creative Hub

The concept of the creative hub to deliver exciting opportunities to get involved has not necessarily been as successful as anticipated although some activities have taken place locally. The creative hub would provide a perfect opportunity to offer a programme of intergenerational activities where not only experiences are shared but skills are shared and utilised.

5.3 Communication Group

The Communication Group has developed a customer approved logo for all customer documents and the group contribute to Limelight. The Communication Group provides a real opportunity for developing transferrable skills for the workplace and customers who are looking to get back into work are encouraged to attend.
5.4 Board Members and Co-optee

The role of Board member and Board co-optee has successfully attracted customers and interested parties to join the Board and committees to offer their support in continually developing and improving services Salix Homes offered.

5.6 Tenant and Resident Associations

Tenant and Resident Associations continue to offer opportunities locally for customers to get involved and there continues to be the appetite to set up local groups. The groups offer a wide and varying range of community based activities, some more successfully than others. It is apparent that some groups need more support than others and this needs to be reviewed to ensure a consistent and minimum level of support is identified and offered.
5.7 Customer Inspectors

The role of Customer Inspector is invaluable to the organisation and the Senate welcome the development of the Quality Assurance Framework and Our Commitment to You documents that set out the remit of customers and the importance of their monitoring compliance with service standards and local offers. The development of toolkits for inspectors has proved to be key to the success of their activities.
5.8 Service Specific Panels

There are currently seven service specific panels and these panels have been incredibly influential and supportive of developing service improvements across the business and customers value the opportunities the panels present. However, there is concern that a number of business areas overlap and consequently there is duplication at panel meetings delaying the decision making process and consequently the Senate believe the current structure needs to be reviewed.
Partners have supported the activity of panels and this is to be commended, Salix Homes needs to capitalise the opportunities contractors offer to support customer involvement opportunities.

5.9 Customer Senate

Clearly the Senate cannot scrutinise their own activities but it is of note that an external audit of the Senate has taken place and considered that the Senate discharge their responsibilities effectively.

The customer governance arrangements at Salix Homes have been cited as good practice by other professional bodies including the Audit Commission, Chartered Institute of Housing, Tenant Services Authority and HQN and the Senate believe this is reflection of the true partnership that has been forged between customers, Board, EMT and officers rather than the Senate as a single entity.

The success of the governance arrangements are also acknowledged by professionals as the Customer Senate has been shortlisted for national and regional awards. 

It is also of note that Salix Homes has been eager and willing to share their success and lessons learned with other organisations and continues to lead the way in resident led self regulation.

6. Recommendations
	No.
	Recommendation
	Priority

	1
	Review current governance arrangements for customer involvement to achieve value for money
	High

	2
	Review Customer Involvement Strategy to reflect the scrutiny of ‘Count Me In’ and incorporate the ‘Hard to Reach Strategy’
	High

	3
	Review and relaunch Salix 600
	Med

	4
	Develop the Creative Hub as a opportunity to celebrate the achievements of Salix Homes and the diversity of Central Salford 
	Med

	5
	Embed the use of the central diary and customer impact assessments for all customer involvement activity to assess the level of and influence of customer involvement and follow up
	High

	6
	Review the job description for Neighbourhood Officers and Customer Involvement Officers to align current repesonsibility  
	High

	7
	Explore the feasibility of introducing community development as a key responsibility of an officer or a community development role
	Med

	8
	Ensure all customers are aware of the role and responsibility  of a Neighbourhood Champion or Officer 
	Med

	9
	Ensure responsibilities of a Neighbourhood Champion or Officer are effectively discharged
	High

	10
	Consider developing a Youth Co-ordinator role
	High

	11
	Develop a programme of youth activities and involvement opportunities 
	High

	12
	Develop and support a Young Senate
	High

	13
	Explore the opportunities Northgate offers to record customer involvement activities or integration with TP Tracker
	Med

	14
	Engage the most appropriate method for recording customer involvement 
	Low

	15
	Review the current allocation of points for customer involvement and develop an appropriate scheme of recognition 
	Med

	16
	Consider the need for a centralised administration support for customer involvement to ensure consistency and recording of involvement activities on central diary and TP tracker or Northgate to achieve value for money
	Med

	17
	Review support for Tenant and Resident Associations to ensure consistency and inclusivity
	Med

	18
	Develop a programme of Intergenerational Activities
	Med 

	19.
	Effectively publicise customer involvement opportunities and their outcomes
	High

	20.
	Develop and promote a buddy role and system to encourage involvement 
	High

	21.
	Effectively work in partnership with contractors to ensure customers benefit from opportunities of involvement contractors can provide 
	Med

	22.
	Review Articles and memorandums to remove any reference to a federation of tenants
	High

	23.
	Where appropriate consider alternative methods of translation other than language line to achieve an improved customer experience, consistency and value for money 
	Med

	24
	Explore the appetite for and benefits of a formal learning event for other social landlords and their customers.
	Med
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