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CUSTOMER INVOLVEMENT

Levels of Involvement

Customers can get involved with Trafford Housing Trust at any level they want, depending on their interests and time available.  We have produced a customer friendly version of this strategy that gives customers information on how they can be involved and shows the amount of time required in the different methods through a series of clocks.  The more clocks shown the more time is required for the method of involvement.  
Customers may decide they want to be involved with Trafford Housing Trust and they can choose what type of involvement feels right for them.  We have grouped methods of involvement into themes to help customers decide how they might like to be involved.  

1. Getting information

2. Getting involved from home

3. Getting involved in your local area

4. Being an advisor

5. Being an investigator

6. Being a decision maker
1 INFORMATION
Some customers may simply choose to be informed about the activities of the organisation.  They can do so by reading or viewing:

· Pulse – Trafford Housing Trust’s quarterly newsletter to all tenants and leaseholders

· Trafford Housing Trust’s website

· Press releases and advertisements

· Posters, leaflets and flyers

· Customer handbook

· Receiving minutes of meetings

· Letters and other communications from Trafford Housing Trust

We welcome feedback on all of these methods of involvement to help them improve.   We recognise that this will be the level that the majority of customers choose to get involved with the organisation.  
2

AT HOME  
Ideal for customers who haven’t got much time to give, or with restricted mobility.
Comments, compliments and complaints
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Purpose

We welcome customer feedback on the services we provide, whether this is positive or where customers have an area of concern.  Compliments, comments and complaints help us to know what we are doing right and where we need to improve. 

Support

The Business Development and Improvement Team oversees the complaints process, however each service manager is responsible for investigating and responding to complaints within their area of the business and identifying learns from this.  Customer can give a compliment or a comment on a service to any member of staff and this will be passed to the Business Development and Improvement Team.  
Outcomes

Comments, compliments and complaints will allow us to learn from past mistakes where a complaint has been made, or continue good practice identified from a compliment to provide customers with the best possible service.  Comments enable us to gain a clear insight into the customer’s perspective on how we deliver our services.  
Speakeasy Consultation Club 
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Purpose

Speakeasy is a consultation survey club that customers join and can decide how they would like to receive surveys, from postal, phone, email, online or via text.  This allows people to be involved in the way they choose.  They can also choose what services they would like to receive information on, or just choose to answer surveys on any service.

Support

Speakeasy will be facilitated by the Community and Partnerships Team who will work with managers to develop a forward plan of consultation, develop the survey and analyse the findings.
Outcomes
This will allow the organisation to have a clearer plan of what consultation will take place by which team and when.  It will ensure services test new ideas with customers and gain customers’ perspectives on individual services.
We will also send a quarterly satisfaction survey to a sample of customers to get their feedback on services we provide.  Over half of our customers will be surveyed each year.  
Mystery Shopping Telephone Calls
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Customers can take part in mystery shopping from home by carrying out exercises over the telephone.  The exercises completed over the telephone form part of the wider mystery shopping programme of activities and do not involve attending meetings, just giving up a small amount of time.  Customers will be given expenses to cover the cost of the calls made.    
Purpose 

Customers to test services are delivered in the way they are promised and according to service standards.  

Support

The Community and Partnerships Team will arrange the exercises and develop the scenarios and checklists with the service being tested and customers. We will provide training to support customers in this role
Outcomes

Following an exercise a service improvement plan is produced which shows the areas for development for the service tested, the actions required and a timescale for completing these.  This can provide a service with clarity over strengths and weaknesses.
Trafford Treasures
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Purpose

This is an annual customer award scheme that is designed to give recognition to the tenants and leaseholders who give up their time to help make our neighbourhoods better places for people to live and work.  Customers can nominate a family member, friend or neighbour by completing a simple form explaining who they are nominating and why.  
Support

The Community and Partnerships Team will facilitate the development of the awards and arrange a celebratory evening for the winners. 

Outcomes 
This is a method to reward customers who are a positive example in their communities and is a chance to promote community engagement.
Social Media
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The Trust offers a range of online social media opportunities for customers to share their views.  These include a THT facebook page, Matthew’s blog – ‘from where I sit’ and a twitter account.  

Purpose

Use of social media provides instant access to information about THT and a method for customers to share their views.  This also allows information to be given to a large audience in a timely manner.  

Support

Social Media mechanisms are facilitated by the Organisational Development Team.  

Outcomes

Use of social media allows access to a greater proportion of customers to comment on services and get their voices heard.  
3

LOCAL – IN YOUR AREA
Ideal for customers who want to get out and about in their local area and make a difference to where they live.
Community Panels
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Purpose
There are five Community Panels, one for each geographical area of the borough.  The Panels each have a budget of £140,000 which they allocate against an agreed set of priorities that are informed by Community Needs Assessments and a Neighbourhood Plan for each area.  The panels discuss local strategic issues and performance.
Support

The Community Panels are supported by the relevant Neighbourhood Team who organise meetings every other month. The Chairs and Vice Chairs of the panels meet on a regular basis to discuss strategic items and plan the direction of the Community Panels.
Outcomes

The Community Panels allocate an annual combined budget of over £700,000 on projects and groups in Trafford that meet neighbourhood priorities and needs.  This ensures that the budget is community led and the Panel have overall control of how that money is spent. The Community Panels ensure that services provided are joined up to improve the area.
Tenant and Resident Associations (TRA’s) and Customer Forums
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Purpose

Tenant and Resident Associations (TRA’s) are elected bodies who campaign for improvements in a defined geographical area.  Many TRA’s carry out a lot of social activities for people who live in the area and they are a great way to meet and socialise with your neighbours.
Support

The Trust supports a number of existing (TRA’s) and can assist with development of new groups.  The Community and Partnerships Team will support groups to get started with advice, helping with promoting the group to local residents, developing a constitution, training, setting up a bank account and accessing grant funding.  The Trust will also support residents who may not want to set up as a formal group with a constitution and committee positions then we can support them to set up as an informal Forum.  Forums are a group of residents who want to get together to discuss a particular issue but who may not have the time or level of interest to set up as a formal group. Ongoing support for TRA’s will be provided by the relevant Neighbourhood Team.  
Outcomes

TRA’s will allow customers to have more of say in their neighbourhoods.  They will be consulted on issues that affect their area and will be empowered to have a voice regarding these issues.  They provide a link between individual tenants and Trafford Housing Trust.  They will develop and carry out community events. E.g. fun days, clean ups etc to engage the local community and bring neighbours together.  TRA’s also have access to external funding for projects in their area.  
Block Champions
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Purpose

They are the eyes and ears of the block.  The role of a Block Champion is to tell the organisation about any issues or concerns with cleaning, grounds maintenance and to report other estate issue like graffiti, abandoned vehicles, bulk refuse and communal repairs in or around their block.  Block champions will have regular meetings to share ideas.  Block champions can be from high rise or low rise blocks. 
Support

The Block Champions will be supported by the Neighbourhood Teams with initial support and set up from the Community and Partnerships Team. Training and equipment will be provided. 
Outcomes
Block Champions will ensure Trafford Housing Trust has a clear understanding of any issues or concerns in blocks.  This provides a form of engagement in areas without TRA’s or Forums and allows customers to have more of a say about their block and surrounding area.  
Estate Walkabouts
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Purpose

Customers and Neighbourhood Partners walk around an area to identify areas of concern and agree actions and a timescale for improvements

Customers can request a number of different walkabouts which include;

· Street walkabout picking up any issues that customers have on that street or even in a small area of the street or neighbourhood.

· Issue Based Walkabout, to address a particular issue such as litter or untidy gardens that is causing concern in an area.   

· Block walkabout picking up any issues that customers in a block of flats have with the communal areas

· Estate Walkabout covering a wide area or an estate picking up the issues that people who join the walkabout raise.

· Partner walkabout involving the police, Trafford Council, other Housing Associations to address issues that need involvement from other agencies.  On neighbourhood walkabouts customers may raise concerns about pavements and parking and other issues that Trafford Housing Trust cannot directly resolve, so partner agencies will be invited on the walkabouts so we can all work together to improve the issues that face our customers.    

· Young person's walkabout.  Young people often have different issues of concern when they walkabout about the area they live.  Young people are welcome to join the other walkabouts going on in their area but are able to request a walkabout for their area too if they have any particular issues of concern.  

· Ride-about.  For customers with restricted mobility, transport can be provided for the walkabout.
Support

Estate Walkabouts are carried out by the Neighbourhood Partner for each area.  Walkabouts are held on a planned and a request basis.  Attendees will be sent a copy of the actions agreed on the walkabout.  
Outcomes

Estate Walkabouts can increase a customer’s sense of belonging to an area as they are contributing to helping maintain an area.  Estate Walkabouts demonstrate the aspects of an area that customers feel should be improved which can then be included in the Neighbourhood Plan.
Coffee Mornings
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Purpose
Weekly coffee mornings are held in each sheltered scheme to give residents a chance to socialise and interact with others in their scheme.  This is a chance to talk to residents in a setting they are comfortable with to gain their views on a variety of services.
Support
The coffee mornings are arranged and facilitated by the Scheme Managers.
Outcomes

Coffee mornings are a chance to talk to customers in an informal setting they are comfortable with.  The Trust has a large number of sheltered accommodation and weekly coffee mornings are an ideal opportunity to talk to customers on a regular basis.
Customer Days 
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Purpose

The Customer Day is held annually and is an opportunity for customers to influence the delivery of services and discuss with staff any areas of concern they have.  The Customer Day will vary in location and format each year depending on the important areas for discussion with customers and the best method for delivering and discussing the topics.  This could be a formal conference type event or a range of informal fun days across the borough.

Support

The Customer Day is facilitated by a working group of staff from key teams depending upon the theme and content of the event.  The Community and Partnerships Team will take the lead role in the facilitation and arrangements for the event.
Outcomes

The Customer Day is an opportunity to talk to a large number of customers to influence key strategic items and gain a collective perspective on direction of travel for the organisation.
4

ADVISORS
Ideal for customers who have a view and are willing to share it.  Great for people who want to help shape services for the future.
Customer Action Groups (CAGs)
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There are three Customer Action Groups (CAGs) which are:
· People Customer Action Group

· Properties Customer Action Group 

· Places Customer Action Group

Purpose

The Customer Action Groups are responsible for agreeing, measuring and monitoring performance of services.  They will discuss service improvements, monitor service budgets, develop action plans, contribute to evaluations of a service and develop policies and procedures.  
The People CAG will cover all issues related to the people who live in the properties.  This group will focus on the engagement of customers, discuss customer access to services, ensure equality and diversity is monitored and the needs of older customers in sheltered accommodation are addressed.  

The Properties CAG will cover all issues related to the property, this will include the development of new properties, the investment into current properties and the repair and maintenance of properties.

The Places CAG will cover all services related to neighbourhoods.  This will include grounds maintenance, caretaking, anti social behaviour, letting of properties and general estate management issues.  

The CAGs may need to set up separate working groups to discuss a particular topic in detail.  If so then this working group will report back to the CAG it was formed from.  

Support

Each Customer Action Group (CAG) will be led by an Assistant Director.
Outcomes

The Customer Action Groups (CAGs) will provide customer perspectives on services and contribute to service improvements.  Customers will monitor progress of service developments.  Outcomes and findings from surveys, mystery shopping and customer inspector activities and Have Your Say meetings will be incorporated into the discussions of the CAG’s where appropriate.  
Have Your Say Meetings
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Purpose

We will call meetings to discuss a one off topic to gain customer views.  This is a chance to tell it like it is and what customers think could be done differently, what they like and what they don’t.  This may to discuss findings from a Speakeasy survey or raised at a Community Panel or CAG meeting.
Support

Have Your Say meetings will be arranged by the Community and Partnerships Team and led by the service the meeting will discuss.  

Outcomes

An opportunity to discuss a specific service to gain customer views and agree actions for further development.
Review Crew
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Purpose

The Review Crew is a customer group that discusses and agrees the customer newsletter ‘Pulse’.  They decide what articles should go in, what the design should look like and approve the final version before it goes to print.  The group also review key literature and communication with customers to ensure they are written and designed in a customer friendly, jargon free way.  Once they are happy with a document it is given the Review Crew jargon free stamp of approval.
Support

The Review Crew is facilitated and supported by the Organisational Development Team.

Outcomes

Customer communication is appropriate to the intended audience ensuring that it is easy to read and visually appealing.
Leaseholders Together Forum
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Purpose

The Leaseholders Forum is a group set up to cater specifically for issues and concerns to leaseholders.  The group meet on a regular basis to discuss the leaseholder service provided by Trafford Housing Trust. 

Support

The Leaseholders Forum is arranged and facilitated by the Leasehold Lead.

Outcomes

Leaseholder queries and concerns are addressed and their views are incorporated into the development of the service.  
5

INVESTIGATORS
Ideal for customers who want to test how our services work. 

Customer Inspectors and Mystery Shopping

[image: image24.png]


[image: image25.png]



Purpose

The Trust supports a group of Customer Inspectors and Mystery Shoppers.  Customer Inspectors are an overt method of involvement, meaning that it is ok for staff to know who they are, what service they are inspecting and when they will be looking at the service.  Mystery shoppers are a covert group who will periodically test out services to ensure that we adhere to service standards.  
Support

Mystery Shoppers and Customer Inspectors will be supported by the Community and Partnerships Team and given equipment and training as required.  The Community and Partnerships Team will work with the service being tested to design the exercise to ensure it reflects the service provided.
Outcomes

A report will be produced after each exercise with recommendations and suggestions for improvements and any aspects of positive practice identified that could be replicated in other service areas.  These recommendations will be monitored to ensure they are implemented where feasible. 

CIRCLE (Customer Inspectors Reality Checking Learning and Empowerment)
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Purpose

CIRCLE is a group of housing organisations from Greater Manchester that meets to plan and deliver mystery shopping and reality checks of each other’s housing services. The exercises are planned and delivered by customers to ensure an independent view of the service with recommendations given for improvement.  An annual feedback day is held to share all the learning with the customers and staff.

Support

CIRCLE is facilitated by representatives from 7 housing organisations who meet monthly to plan exercises and carry out training for the residents.  Trafford Housing Trust’s contribution will be led by the Community and Partnerships Team.
Outcomes

An independent view is provided from customers who have no prior knowledge of the organisation or area.  Findings are collated into a report that feeds into the development of the service.  
6

DECISION MAKERS
Ideal for customers who have a bit more time to spare and want to help other customers’ voices get heard. 
Board
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Purpose

The Board is legally responsible for the overall strategy and direction of the organisation.  The Board consists of four independent members, three tenant members (with the option for one leasehold member) and three council nominated members.  The Board work closely with the Executive Management team to set priorities for the organisation to deliver.

Support

The Board is supported by the Company Secretariat Team. 

Outcomes

The Board ensures that strategic direction is provided for the organisation and that the organisation adheres to legislation and is properly regulated.

Quality and Insight Panel (QIP)

[image: image30.png]


[image: image31.png]


[image: image32.png]



Purpose

The Quality and Insight Panel is a group of tenants and leaseholders that scrutinises and provides challenge to Trafford Housing Trust.  Their remit includes:

· Carrying out a programme of service reviews each year to review and make recommendations to improve the service provided to customers.  This may involve reviewing documents, interviewing staff or contractors and speaking to other customers.
· Investigating high level complaints as part of the complaints procedure as the final steps in the internal complaints procedure.  This is before they are sent externally to the Housing Ombudsman.
· Development of the content of the Annual Report to tenants each year

· Discussing and agreeing customer facing policies and strategies before being submitted to the Board.
The Quality and Insight Panel may commission the customer inspectors and mystery shoppers to carry out an investigation into a service to test out what they have found through desk top research and evidence provided to them.

The QIP have a Community Call for Action form that allows customers the opportunity to bring an issue to the QIP’s attention if they feel it is an area that should be looked into.  This form will be available on the Trafford Housing Trust website.  
Support

The Quality and Insight Panel (QIP) is supported and facilitated by the Community and Partnerships Team.  Services will work closely with the Community and Partnerships Team and the QIP to develop the framework for a scrutiny exercise and provide evidence to show how the service operates.  

Outcomes

The QIP challenges the delivery of services by Trafford Housing Trust and provides recommendations to ensure continuous improvement.  The QIP is responsible for scrutiny of the organisation and forms part of the co-regulatory approach taken by the Trust alongside the Board.
Youth Board  
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Purpose

T-Youth is a panel of young people aged between 14-19 years old.  They meet at least quarterly to discuss housing issues of relevance to young people to ensure that young people have a say in what happens in their neighbourhoods.  
Support
The panel is supported and facilitated by the Community and Partnerships Team.  

Outcomes
Membership of the Youth Board consists of representatives from each of the five neighbourhoods in Trafford to ensure a cross section of views is received from young people in Trafford.  Young peoples’ views are gained on key housing services in order to shape delivery and the development of young people.

Building the capacity of our customers
Skills 4 You - Customer training programme
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Purpose

Training courses are arranged into a six month programme and advertised to customers.  A range of courses are provided to build community capacity and give customers a variety of life skills.  Courses will be delivered through either in-house staff trainers or external trainers.  Training will be provided to help customers effectively engage with the variety of methods detailed in this strategy.  
Support

The Skills 4 You training programme will be developed by the Community and Partnerships Team.  

Outcomes

Training will be provided to customers to help them effectively engage with Trafford Housing Trust at any level. A variety of courses will be arranged to provide customers with a range of important skills, including budgeting, gardening and a range of life skills.
Expenses and requirements
We will cover all necessary expenses incurred for customers getting involved with the organisation.  This includes mileage, child care or care for a dependant relative, loss of earnings and subsistence.  Receipts must be provided.  Taxis can be arranged for customers if they have a disability or if using public transport is impractical.  Journeys should be agreed in advance with the Community and Partnerships Team.  See the expenses policy for more detail.  
Contact Us Section
For more information please contact the Community and Partnerships Engagement Team on 0300 777 7777
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