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Summary of programme for website
Event:
 New and smarter ways of engaging customers
Date:

 Tuesday 18th November 2014
Venue:
 York Racecourse
Venue



The event will take place at York Racecourse.  All rooms will be well sign posted and a map showing its location is enclosed. The main room will be set up cabaret style and the breakout session rooms will be set in theatre style.
Conference programme:

9.30
Registration, refreshments, networking and exhibition viewing
10.00
Joint Chair’s Introduction and welcome
Dr Mike Biles, Housing Ombudsman 
Eva Mulholland, “Tenant of the Year” at the Housing Excellence Awards, 2014. Wythenshawe Community Housing Group
Introduction to the conference and the issues under discussion

A brief overview of the shape and content and ‘highlights’ of the conference
10.05
Lessons and wisdom from the Designated Complaint Panels

Mike Biles, Housing Ombudsman 

Mike will explain:

· What they are and how to set one up 

· What they do, how and when they do it
· How do the Panels interface with the Housing Ombudsman 

· Hints and tips for handling complaints and resolving disputes.

10.20
Keynote speakers: 

Understanding the real value of customer involvement

Daniel Klemm, External Affairs Manager, Yorkshire and the Humber for the National 
Housing Federation (15 mins)
Yvonne Davies, Director, Scrutiny and Empowerment Partners Limited (15 mins)
Daniel will explain Social Value and why it is important for landlords, including the wider role which landlords play in their communities and how their work in communities has, and is being, measured.

Yvonne will share her thoughts on the value of engagement for landlords, tenants and communities, around business intelligence, regulatory compliance and the positive impact on communities. 
Yvonne will engage the audience in a short exercise on how they might calculate the value gained and how this might feed into wider measures of social value being undertaken by landlords. 
10.50
Question time

Mike, Daniel and Yvonne will take questions from the audience

11.10
Workshops: Session 1

Please note that some workshops will run once and others are repeated (see below)
12.05 Lunch, networking and exhibition viewing
13.05
Workshops: Session 2

Please note that some workshops will run once and others are repeated
14.00
Refreshments
14.20
Workshops: session 3

Please note that some workshops will run only once and others are repeated
15.15
gG to main room

15.20  Keynote speaker: Liz Cable, Leeds Trinity University, Social Media lecturer


Using social media as a support tool for involvement, feedback and community development

Liz is an inspirational and knowledgeable social media trainer and consultant and will share her wisdom on the art of the possible for social media s with tenants and communities. 

Liz will be picking up your issues and problems where the use of social media might address some the common issues we experience in involvement. We would also love to hear how you currently use social media as a tool for engaging opinions.


We will be collecting those at the conference through twitter and flipchart in the 
refreshment area. Please send any advanced comments to @yvonne_hello for 
example:

· how do we get those community rooms back into use

· how do we engage more people in commenting on landlord services

· how can tenants engage other tenants in the work they do in tenant and community organisations

· how can we use instant feedback to improve services

· how quickly can we be seen to act on customers feedback and how quick does that need to be

15.45 Questions and answers for Liz

15.55
Joint Chair’s closing remarks


Highlight key issues arising; thanks all involved in the conference and final remarks
16.00
Close of conference 
Workshops – attendees may go to 3 workshops from 13 choices:
1.
Scrutinising Mutual Exchange services


Kate Forth & Barry Hodgson are Customer Scrutiny Panel members at the Aster 
Group and Antony Higgins, Customer Involvement & Community Development 
Manager at Aster Communities
The mutual exchange process is very important and if it works well, supports those to move who are subject to the bedroom tax and those who wish to downsize releasing larger properties.
In this workshop the Aster Group Customer Scrutiny Panel will discuss their approach to scrutinising the mutual exchanges, including:
· Data gathering
· Setting questions for tenants and staff
· Writing survey questions
· Reviewing performance information
· What they found  
· Recommendations made
· Hints and tips on what to look out for when scrutinising this service
 

2.
Tenants formally supporting Board Governance 
Dean Slavin, Group Involvement Manager and Bernard Cain, Chair of the Group Tenants’ Committee at Wythenshawe Community Housing 
Dean and Bernard will explain the role of their Tenant Committee as part of the Governance structure across the group:

· understanding governance and where the Committee fit into the structure

· tips on reviewing Board papers

· monitoring the delivery of strategies and promises

· reviewing performance prior to consideration at Board

· reviewing policies and procedure
· Relationship with Scrutiny

· Overseeing Co-regulation
3.
Scrutinising Tenant Reward Schemes

Melvyn Rhodes and Jim Martin co-ordinating residents at Erimus and Tees Valley 
Housing Resident Scrutiny Panel and Katrina Noteyoung, Customer 
Involvement 
Officer.

The Panel looked at Tenant Reward Schemes and investigated the reasons that tenants 
were moving to the private sector 
 

In this workshop the Customer Scrutiny Panel will discuss their approach to scrutinising 
the tenants reward and retention, including:
· How they approached the investigation of a service review where there was little already being rewarded by the landlord
       The approach to looking at other landlords to see what they delivered 
       The approach to interviews and focus groups with staff and tenants in this service        area
       Mystery shopping in the private sector
       Recommendations presented and joint working with their landlords since this time
       Hints and tips on what to look out for when scrutinising this service

4.
Scrutinising Estate Services and Fire Safety

The Customer Scrutiny Panel and Natalie Pryor, Customer Involvement 
Officer at Liverpool Mutual Homes
 

The Panel looked at the important area of estate services and in particular fire safety
 

In this workshop the Customer Scrutiny Panel will discuss their approach to scrutinising 
estate services which led to fire safety officers and staff and tenants and surveyors 
using same matrix and scoring system and escalation methods, including:
· The approach to looking at estate services 

· The approach to interviews and focus groups with staff and tenants in fire safety

· Areas for improvement and the approach to working together with surveyors  and fire safety officers

· Recommendations presented 

· Hints and tips on what to look out for when scrutinising this service
5.
Central Housing Associations – our multi landlord complaints panel and our 
first complaints

Lucy Hales, Director of Housing and Care Services at Nehemiah UCHA and Kevin 
Haughian, Tenant of Nehemiah UCHA Designated Complaints Panel  
 
The Panel operate over 5 landlords in Birmingham and have been operational for over a year. They have dealt with their first complex complaint successfully. In this workshop the Designated Complaints Panel will discuss their approach to:

· Setting up the panel 

· Training and support 

· Working together across landlords

· Their approach to preparing for their first complaint – the pre meeting

· Their approach to the meeting with the complainant

· Reaching decisions

· Hints and tips for running your panel and your first hearing

6.
Scrutinising Tenancy Sustainability

Jenny Shotton, Customer Scrutiny Panel and Jonathan Cannon, Customer 
involvement Coordinator and at Housing Hartlepool and Tristar Homes
 

Tenancy sustainability was almost 3 pieces of scrutiny in one! The Panel looked at Fuel 
Poverty; Tenancy Termination, and Support to help Stay in their home.

 

The Customer Scrutiny Panel will discuss:
· Why they chose this subject and why it was important to customers

· How they chose the data to collect and how they used this to set questions to test the services

· Their approach to looking at other landlords to see what they delivered 

· Their approach to interviews and focus groups

· Recommendations presented

· Hints and tips on what to look out for when scrutinising this service

 

7.
Six Town Housing – our complaints panel and our first complaints

Carran O’Grady Customer Involvement, Regulation and Improvement Lead and 
Two Customers from the Designated Complaints Panel at Six Town Housing
 
The Panel have been operational for over a year and since then have dealt with 2 complaints.
In this workshop the Designated Complaints Panel will discuss their approach to:

· Setting up the panel and the paperwork for registration

· Training and support 

· Their approach to preparing for their first complaint

· Their approach to the meeting with the complainant

· Reaching decisions

· Hints and tips for running your panel

8.
New to Scrutiny – Customer Scrutiny of Complaints

Tracey Gregory Customer Involvement Co-ordinator and Customer (Insight) at 
Great Places Housing Association
 
The Panel review their journey into scrutiny and their first scrutiny of complaints, delivered in record time, including the training! In this workshop the Customer Scrutiny Panel (Insight) will discuss their approach to understanding scrutiny and entering scrutiny for the first time to reviews of Complaint Management including:
 
       Their approach to “on the job” training
       Choosing what to look at, scoping the work 
       Data gathering leading to questions for staff and fellow customers
       The issues of gaining representative view over a large geographical area
       Recommendations presented and how we reached them
       Pulling together their first report and getting agreement for actions
       Hints and tips on what to look out when you are new to scrutiny
9.
Supporting Young People into involvement structures based on age and interest 
and supporting them to make a difference in their community.

Laura Murphy, Neighbourhood Engagement Officer (Youth) and member of the 
Junior Board at South Liverpool Homes

SLH have a long history of involving young people on their estates and in running 
their organisation. They have recently split the activities of their youth board into 
2 
separate age groups to accommodate the different interests of the young 
people. 


By attending this workshop, you will find out about the different groups (12-16 years 
and 17-21 years) and the 
diverse activities they have been interested and 
engaged in, including:

· persuading young people to vote in elections

· working with the police and crime commissioner on gang culture

· running the Junior Board of SLH

· helping young people access benefits and their first home

· communicating opportunities for employment and training to young people

· receiving training which supports education

10. 
Scrutinising
Voids

Stuart Gibson, Governance and Risk Officer and David Hewitson, Chair of
TALISMAN, at Gateshead Housing Company

 

TALISMAN (Tenant and Leaseholders Independent Scrutiny Management Panel) have 
been working hard to demonstrate how their scrutiny add benefits to the value for 
money approach at Gateshead ALMO. They will discuss:

· The Panel’s approach to scrutiny
· The issues they found to address
· Reviewing performance and service standards
· How they identified potential value for money savings and service improvements for customers of a qualitative and quantitative nature
· Their approach to involving staff 
· Hints and tips on what to look out for when scrutinising this service

11
Older, Bolder, Online, Stockport Homes
           Samantha Hill, Customer Involvement Manger; Martin Saunders, Social Inclusion 
Manager and Customer Digital Hero at Stockport Homes 
 
Stockport Homes won the Excellence in Digital Engagement category at the national TPAS awards. They have promoted engagement online, through their Tenant and Resident Associations, which has the double benefit of giving a new lease of life to community buildings and customer engagement. They will explain how they:

· deliver IT sessions to customers in community venues

· work in partnership with Tenant and Resident Associations and Start Point, a local UK Online Centre, to set up and run weekly computer drop-in clubs

· sourced funding to provide modern IT equipment, broadband and training

· developed a team of ‘Digital Heroes’ who have equipped themselves with the IT skills and confidence to support other customers to get online in their own communities

· use innovative sessions to bring older people together to develop additional skills 

12  
Community Apprentices


Steve Newsham, Regional Director and Apprentice, at the Regenda Group

Regenda’s award winning young apprenticeships include placements with a variety of 
employers two days each week, attending one day per week at college and two days 
per week working on community wellbeing projects. This workshop will take you 
through:

· how Regenda recruited, set up and ran the programme

· how to secure support from local employers, including youth work, counselling, accountancy, photography, digital media and other traditional trades

· how to build a team of young people to deliver community projects two days each week, including find raising, local event planning, supporting other residents, supporting the Fire service, engaging with food banks and many others
13  
How we recruited customers, new to involvement

Helen Oates, Customer Involvement Team Leader and Customer, at 
Incommunities

Incommunities have had some recent success in increasing the number of customers
involved on their many Panels. Incommunities will share with you:
· their recruitment strategy for their involvement structure
· their approach to recruitment way 

· their offer of support and training and equipment

· how they measure their success

· what’s next on neighbourhood participation and social media
8

