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CUSTOMER WORKSHOP - RENT
Introduction

What is this all about? 

Your Housing Group are continuously looking to improve services. To understand what we are doing well and where we need to improve, we need to speak to customers who use our services. This workshop will therefore be used to understand your experiences with YHG’s rent service.
What will this achieve? 

By speaking with you, about our services, we can use your comments to influence new projects and initiatives. You will be helping us to understand and prioritise where change to our services will make the biggest difference to YHG customers. 
How will this workshop run?

We only have 1 hour via Microsoft Teams with you, so we need to make sure we get the most out of our time together; the agenda can be found on the following page. Where conversations go of topic, we will look to bring us back to discussions around Rent. However, if any issues are raised that are not directly related to this workshop, then we can ‘park’ them and come back offline to discuss the matter in more detail. 

Do you expect me to talk about my rent account, arrears or personal affairs? 

No, we only want to understand your experiences of our Rent service, how it feels. We will not be asking about your financial circumstances and do not expect you to share sensitive information with the group. 
I don’t know how to use Microsoft Teams.
That’s ok, we have provided some guidance on the last page of this document. However, if you have any problems, please call Chris Quigg – 0791 708 7732 and we can look at the issue together. 

I have been to other meetings where everyone talks over everybody else.

We will be working hard to ensure that doesn’t happen. As explained, we will be following an agenda and have a code of conduct in place, which we will be asking all participants to adhere to. If a participant repeatedly breaks the code of conduct they will be asked to leave the meeting.
What if I haven’t got everything I wanted to say across in the workshop. 

If you want to add any further comments about the topic or workshop you can email Christopher.quigg@yourhousinggroup.co.uk and your comments will be included in the analysis for this workshop. 

To help us with our analysis we would like to record the Microsoft Teams Workshop. If you have any issues with this, please let the facilitator know before the meetings starts. 
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Agenda 
	Meeting:
	Customer Workshop – About YHG’s Rent Service

	Date:
	Monday 24th August 2020

	Time:
	6.30 start for a 7.30 finish (1 hour)

	Venue:
	Via Microsoft Teams

	Attendees:    
	YHG staff: 

Customer Operations Committee: 
YHG customers: 10 participants.


	Item
	Description
	Time
	Lead

	1.
	Welcome, Introductions, Aims, Code of Conduct, parking issues.


	10 minutes 
	CQ

	2.
	Thinking about your experiences with the Rent service, tell us what was good. 

Round table – Top 3 things


	5 minutes

	KD

	3.
	Thinking about your experiences with the Rent service, tell us what was good. 

General discussion.


	10 minutes
	All 

	4.
	Thinking about your experiences with the Rent service, tell us what was not good. 

Round table – Top 3 things


	5 minutes
	KD

	5.
	Thinking about your experiences with the Rent service, tell us what was not good. 

General discussion.


	10 minutes
	ALL

	6.
	Thinking about your experiences & our discussions on the earlier exercises, tell us what you would like YHG to prioritise in terms of improvement. 

Round table – Top 3 things


	5 minutes    


	KD

	7.
	Thinking about your experiences & our discussions on the earlier exercises, tell us what you would like YHG to prioritise in terms of improvement. 

General discussion.


	10 minutes
	ALL

	8.
	What happens next and thank you
	5 minutes
	CQ
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CODE OF CONDUCT

LISTEN

Listen actvely to what others are safing

JOIN IN THE DISCUSSION

1f you would fike to raise an issue, raise your
hand and wat to be acknovledged.

BE PROFESSIONAL

Show respect to others at the mesting. Be
prepared. Be on time. Speak as you would wish
o be spoken to. Raise any issues 10 the Char

HONEST AND TRUTHFUL

Dediare any confics of interest.
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HOUSING GROUP.

DISCRIMINATE

Do not discrminate anybody based on their age,
disabilty, gender, nationaity, pregnancy & maternity,
martial status, race, religion or sexual orientation.

INTERRUPT

Do not interrupt whilt somebody els is speaking

TALK AMONGST YOURSELVES

Chatting in small groups during a meeting can
be very distracting for others.

USE THE MEETING FOR PERSONAL AGENDA

Don't use the meetng as place to discuss complains o angoing
personal isses. Thse issues can be addressed offne.

HOG THE MICROPHONE

Once you have made your paint and received an
anwer, and if necessary mate one ‘comeback, be
responsible and et others have their turn.
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Microsoft Teams

Follow these 4 simple steps to Download ‘Teams’ to your device…
1. Click on the following link - https://teams.microsoft.com/downloads 
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Download
Microsoft Teams

Connect and collaborate with anyone from anywhere
on Teams.

Download for desktop

Download for mobile
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2. Click on device installation (Desktop or mobile through Play Store/App Store/Desktop App) 
3. This will then download the install files to your device to install 
4. Once it has installed then this process is complete.  
Follow these 7 simple steps to join a meeting from your device…
(NOTE - PLEASE MAKE SURE YOU HAVE EMAIL ACCESS ON SAME DEVICE AS MICROSOFT TEAMS)
1. You will receive a calendar invite from Your Housing Group. You will need to accept the invite, once done the invitation will appear in your calendar with a ‘Teams Meeting’ link on the invite.
2. Click on this link in your calendar and the Microsoft Teams app will now open in the background 
3. Once the app has loaded it will give them the option to ‘sign in as guest’  
4. You may be prompted to allow access to the devices camera and microphone to join the meeting  
5. The app will now load, and you will see a box to insert your name and click ‘Join Now’ 
6. Make sure the camera and microphone are turned on 
[image: image6.png]


 
7. Once this has been done Your Housing Group will be prompted that you are waiting to attend the meeting in the lobby. You have now joined the meeting.   
