Tenant Panel Unconference 7 Oct 2015
Flip chart notes from discussions

Scrutiny of Environmental Issues 
· Green policies
· Breach on contact
· Grounds Mtce
· Private contractors
· Litter & dumping dog fouling
· Harmonisation of policies
· Tool bank/gardening tools
· Competition
· Use of weed killers
· Sustainable policy
· Recycling inc. Furniture wood
· Change for removing items
· Solar panels (new builds)
· Insulation
· Communal facilities (laundry)
· Plan for fuels
· Pigeons
· Horses
· Pest Control
· Infestation
· Fleet  Diesel/petrol/electric/LPG
· Car pool policy for staff
· Flood defence
Involving Diverse Groups-- How?
1. Recruit to “Diverse” 1 x under 25, 1 x minority group
2. Have a good understanding of your customer base to remove barriers
3. Brand group as being “open accepting inclusive”
4. Look at your accessibility for involvement – Digital Inclusion. Skyping etc.
5. Publicise & networking
6. Young Advisors – under 25 group who contact young people and youth proof documents
7. Open evening – once/twice year access all RI groups away day
8. Encourage engagement through interaction with the office – i.e. use of computers
9. Highlight benefits of being on Scrutiny – i.e. paid childcare during meetings (personal development
10. [image: ]Benchmark with other HA’s for best practice

Ensuring the visibility of Panels in the community
· To be seeing to be doing a good job – ¼ magazine, door knocking, coffee morning, board member, brief all staff at all levels to filter right down to lower level
· Sign up for tenancy and ask if wish to join a panel
· Tenants yearly conference
· Share with outside housing associations and tap into their information
· Variety of ways, Facebook, word of mouth, twitter, names & faces – on website

Difficult people/Complaints – How to deal with this?
· Listen – evaluate whether genuine complaint
· Be impartial/non judgemental
· Have a robust complaints policy
· Check history of the tenant
· Is additional support required
· Establish tenant/third party
· Are other agencies involved? E.g. police consultative groups
· Are there discipline i.e. grievance policies for involved tenants
· Clearance accurate recording. If abusive phone calls
· Non-confrontational but be firm
· Established meeting protocols
· Are policies & procedures being followed
· Follow up satisfaction survey/monitoring
· Managing people’s expectations

New ways of working 
· Increased focus on VFM
· Hold more debates on resources vs. satisfaction
· Service reviews – service improvements for free
· ‘Savings!!!’ -> 400 relets £400,000.00
· Relook at efficiency 
· Tenants to our own budgets!
[image: ]Changes in Governance Policy – How can we help inform tenants?
Use media – Newspapers
· Social media – Facebook/Twitter – Skyping/Texting
· Community Radio/TV emails
· Tenants forums
· Rallies/protests
· Community meeting
· Welfare reform impact
· Tenancy security/youth discrimination 18-21
· Formation of national tenants network
· Road show (if funding can be sourced)
· Support of other organisations e.g. Tpas, CiH, Unions Tarrow, Church’s Mosques’s Colleges & universities

Working with senior staff – How we do this?
Principles
· Build trust
· Being transparent/upfront
· Build relationship
· Explain true purpose of scrutiny
· Congratulate the good work
· Tenant mentoring
· Keep staff informed of findings
Issues
· Fear from staff defensive mentality
· Access
· Responsibility for involvement

1. Telephone survey
2. Groups i.e. retirement living
3. Paper
4. Face to face
5. Email
[image: ]But you need first real shoppers & establish a way of working
 Hearing views from vulnerable people & under-represented groups
· Go to them
· Use fun events to draw people in
· Timing of events
· Using interest to generate involvement – job clubs
· Educating underrepresented groups using different methods is social media
· Selling the benefits of involvement –skills/experience/training
· Removing fears of getting involved
· Neighbourhood representative
· Use community groups
· Use of social media
· More tenant led through TARA’s & tenants talking to tenants
· Senior voice panel- over 65s talking to other tenants
· Information pack 
· Detailing time commitments
· Different groups

How do you monitor the action plan?
· Wrekin 
· clear view – logged and assigned to staff
· staff to update tasks logged with evidence
· review Scrutiny Panel and Board
· Incommunities – review periodically
· WCHG – staff report and view on line
· Southway Housing Trust – governance manager handle sthis getting feedback from officers and report to Board on Scrutiny Panel
· Plus Dane – Review on a quarterly basis. Utilise mystery shoppers to check actions are embedded

Reality Checks/Mystery Shopping How do we do this?
Wrekin
· Real shopper, 100 members, any inaction with trust rate that experience – aim to 1000 tenants as members
· Magazine – recruitment
· [image: ]Tenants Unite
· STAR survey
· Score Service 1-10 8 below trigger investigation
· Real time – have incentives for mystery shopping to a year £30 high street voucher
Incommunities
· 5-6 mystery shoppers, customer caller service
· Every 6 months
· Get feedback about what ties have done as a result of mystery shopping
· Change mystery shoppers
Wythenshawe
· Training on mystery shopping
· Block inspections – checking services in blocks such as cleaning
Southway 
· Scrutiny Panel don’t do mystery shopping
· Scrutiny Panel go direct
Plus Dane
· Small group of mystery shoppers
· Difficult to recruit
· Utilise mystery shopping in reviews
· Reception/customer service
· Developing programme

Cuts in Budgets/Services - How we could be involved?
1. Local authorities
2. National lottery funding for special causes
3. Multi-National Companies – Project Based 
4. Local companies – putting back in the community
5. Government Funding
6. Natural Wastage – in House service repairs etc.
7. Pooling resources
8. Scrutinise services – contractors
9. Amalgamation
10. Apprenticeships
11. Budgeting, but spending the allocations wisely
12. [image: ]Minimise waste
13. Form a cooperative
14. Communication & cooperation between depts.

How we engage with Board?
WCHG/Plus Dane/Talisman
1. You need to have a line of communication with the Board
2. The board needs tenants (leasehold) as well as councillors
3. Arrange meetings with officers/management
4. Get to know CEOs/Heads of Dept. Personally
5. Rent & financial inclusion/different with housing assoc or ALMOs
6. Got to able to work together

· Honest response??
· Limit staff attendance at meetings
· Staff anxiety re being scrutinised
· Sending set of questions to staff previous to interview
· Balance that with ad hoc questioning
· Interview enough and a good mix of staff to get a broader picture
· % of returned questionnaire can be low – similar to %s from customers? %
· A policy for all staff so they know what to expect from a scrutiny 
· champions with specific knowledge for talking to senior staff (specific knowledge)

Value for Money
· Panel saves £3000 - £4000 pa in own budget
· Housing Group manages the stock for Ellesmere Port & Neston – Save the Council
· As a volunteering Panel we save the Trust in excess of 3000 hours £27000 pa
· In man house equates to 5000 hours
· Scrutiny Panel meets National & Local Standards
· In-house Repairs and In-house Servicing represent VFM – Audit Panel monitors such
Plus Dane
· Streamlined rent collection by digital inclusion and time allocation
· Payment & repair app used
· New customer introduced to Universal Credit
· WHT also adopted same this year
· [image: ]WHT use/in-house suppliers/in-house gas team
Plus Dane
· Looking at halving residual debt
· At point of termination of tenancy after residents have left
Wrekin HT
· Real shoppers incentives introduced to improve information feedback thus cutting costs
· Introduced systems thinking – will save money by pre-empting wasteful activities
· CADRE computer process – case history of all tenants

Scrutiny – Scoping
· Trigger factors on KPIs/customer satisfaction
· Not just about low targets
· Regulating standards
· Customer led
How to Scope?
· Service area presentation – lead manager
· Need plan on what looking – stages/timeframes
· What trying to achieve
· Review all procedure & policies i.e. local standard i.e. desk analysis
· Shadow/interview staff
· Consult with customers – postal/website/home visit/focus group
· Look at strengths of individuals
· Look at satisfaction/dissatisfaction
· Benchmarking – good practice
· Best practice visits with L/L
· Mystery shopping
· Reflective workshops

How to pick Topic for Scrutiny
· Choose an issue that effects panel members individually
· Make short list – Talisman (TCHG)
· Use KPI/Benchmarking etc.
· Look for practice as well as recommendations for improvement

· [image: ]Suggestion from Board/senior management – Panel decides (Thirteen Group) 
· Recognise a trend in complaints interview customers speak to staff – Plus Dane
· How to recruit members?
· Time of year for certain topics (grounds maintenance)
· Voids (empty properties)
· Communication!!
· Raising Profile to obtain customer feedback to contribute to topic chosen

Complaints
1. Independent Complaints Panel (Tenants)
2. 3 stage system
3. Training programmes for complaints
4. Independent consultation – then taken to Panel
5. Complaints Panel has a n independent phone no
6. Minimum of 8 members
7. Maximum of 14 members
8. Group/panel decision (passed onto H/A
9. Minuted meetings
10. Confidentiality/Forms
11. Leaflet
12. Chairman

Deciding what services to review
· KPIs – key performance indicators (scope is important keep it tight)
· Decide what is in & what is out (commission –managers/board/panels+res grps)
· Info got to be relevant to topic
· Relevant reports
· Tenant satisfaction surveys
· Might do a scrutiny even when satisfaction is high
· Policies, procedures
· Data collected from staff about their experiences (Wakefield DC Portal contains all into – data KPIs – tenant satisfaction)
· Managers being asked to attend meetings
· Complaints data
· Need to look at what is going on in the background – needs to add value
· Talking to tenants & customers about their experience
· [image: ]Benchmarking
Scrutiny paperwork – what to ask for and review
· Feedback sessions – formal/informal
· Consultation – buy in from higher mgt of HA – 2 way value work = statistics/soft value (qualitative)
· Surveys
· KPIs/Targets
· Reports
· Benchmarking/Housemark
· HACT
· Tenant representatives – elected representatives
· Best practice/involved
· Website/ideas to share

Social Media
· Initial lack of communication – people don’t know about Twitter & Facebook
· Changing the mindset of people who don’t want to use social media or any online methods
· Ability & confidence to use social media
· [bookmark: _GoBack]Access for people who haven’t got it at home – some libraries are closing
· Roadshows/training on using mobile devices –smartphones are great but not everyone is comfortable with them
· Some landlords ‘fear’ social media +’VET’ the posts
· Facebook group for Scrutiny Panel – secret group/private
· Need to be aware of data protection + confidentiality
· Facebook could be used well to assist new tenants – tell them about it at sign – up
· Consensus that there needs to be both methods of involvement – online + face to face
· Social media is accessible at all times
· Cuts down massively on cost
· Keeps communication continuous
· Discussion about all involvement being online – mixed
· Can exclude people
· Current methods can also exclude people!!
· Eliminates the social aspect – people like to see each other!
· Good opportunity for all tenants /tenant group to talk to each other
· Linked in – like a professional Faceback
· Social media can ‘capture’ more people than holding meetings so get more feedback + wider views[image: ]
· Social media should be tenant led
· Meetings tend not to be representative – same people attend all meetings

Phoning Customers
· Mystery Shopping
· Good response rate
· Open up more when tenants conduct the survey
· Good to have a set script
· Make time to talk to the tenants & make them feel ease
· Typical topics of surveys: ASB, Complaints, Repairs
· Could pick a day for tenants to ring in to speak to a member of the scrutiny panel (like a surgery
· Sample size – someone from every range i.e. under 25s, single people, over 60s etc.
· Could be good practice for tenants to be informed ahead of time before a member of scrutiny panel contacts them
· Always start by introducing yourselves and asking them if they would like to continue with the call
· Help with developing service provisions by identifying any gaps and where some tenants may fall through the gaps
· Enjoyable talking to other tenants and hearing their views
· Support from organisation when making calls if needed
· Training and assistance beforehand by organisation

Representing Communities and Feeding back
· Where you live tenant leaseholders (private if ASB)
· Using technology to be involved (SKYPE)
· Simplify information what is involved (tenants leasehold leaflets drop)
· Involve leaseholders some groups
· Utilise panels special skills
· Feedback via newsletter web site owners (Facebook) Twitter, pop up shops
· Event days for each area text
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