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1.0  
Introduction

1.1 This strategy aims to clearly set out Taff HA’s commitment to Customer Involvement and Community Development in line with the Welsh Government’s National Tenant Participation Strategy.

1.2
This revised strategy will include a review of the Association’s current Customer Involvement practice which has taken on board customers’ views as well as evaluating outcomes over the last three years.

1.3
Moving forward with the revised strategy, our aims and objectives will be clearly 
outlined as well as ways in which the Strategy will be supported, reviewed and 
continuously developed.

2.0 
Welsh Government’s Delivery Outcomes

2.1
The Association is regulated by the Welsh Government who has introduced a number of outcomes which the Association is expected to meet.  We consider that to effectively meet these outcomes customer involvement is vital.

2.1.1
The Delivery outcomes are:
· We place the people who want to use our services at the heart of our work – putting the citizen first

· We live public sector values, by conducting our affairs with honesty and integrity , and demonstrate good governance through our behaviour

· We make sure our purpose is clear and we achieve what we set out to do – knowing who does what and why.

· We are a financially sound and viable business

· We engage with others to enhance and maximise outcomes for our service users and the community

· We build and renovate homes to a good quality

· We let homes in a fair, transparent and effective way

· We manage our homes effectively

· We repair and maintain homes in an efficient, timely and cost effective way

· We provide fair and efficient services for owners

3.0
The Association’s approach to Tenant Participation
3.1
In 2006, the Association took a conscious decision to alter the terminology of this strategy from ‘Tenant Participation’ to ‘Customer Involvement’.  The term ‘customer’ is considered to be more inclusive as it encompasses not only tenants, but all customers, including support clients.  The term ‘involvement’ reflects the move to include the more informal structures that are now in place.  This updated version of the strategy continues with this terminology. 
3.2
The Association has a cross organisational working group to ensure that Customer Involvement features in all aspects of our business.  This group meets monthly.   
3.3
As Customer Involvement is so integral to our business it is included in induction for all new members of staff and is a regular feature of briefings for all staff.

3.4
The Association has a strong emphasis on customer involvement in all areas of business including our support teams.
3.5
The Association has an Action Plan to support its strategy and this is updated monthly by the Working Group and progress against the action plan and strategy is reported every 6 months to our Board of Management.

3.6
The Customer involvement Strategy has been developed in full consultation with both staff and customers.  This was achieved by seeking the views of the Have Your Say Group, Tenant and Resident Groups, as well as wider groups of customers and staff. 
4.0
Why Taff Housing Association is committed to Customer Involvement 

4.1
The Association recognises that by allowing Tenants to help shape services and business priorities we provide better customer focussed services, give greater ownership to our customers and increased satisfaction.  We also recognise the role that customer Involvement can have in helping develop confidence and esteem and reducing isolation.  For all these reasons Customer Involvement has been a Business Plan priority for the Association since 2008.  We also recognise that we need to provide a range of opportunities for customers to be involved and also a range of levels.

5.0
Mission & Values of the Association - Provider, Partner and Employer of Choice 
5.1
Introduction
5.1.1
It is useful at this point to restate the Association’s Mission and Values because these provide the context within which any policy or strategy must operate.

5.2
Mission
5.2.1 The Association’s mission is:

· to be the preferred provider of community housing and support
· to deliver customer focussed, high quality services which give value for money
· to be flexible, innovative and responsive in customer service

5.3
Values
5.3.1 The Association’s Values are as follows:

· Accountability – there will be clear lines of accountability to our customers and we will consult them on all key issues
· Equality – each customer and employee will be treated fairly and with respect. Individual circumstances will govern the way we deliver customer services to eliminate any indirect discrimination
· Flexibility – we will respond positively to change and find innovative ways to improve our service delivery
· Openness – all activities will be conducted in an open and transparent way, whilst respecting the confidentiality of individuals
· Professionalism – we will equip our staff to deliver an ethical and efficient service to our customers, and will expect the highest standards at all times
· Quality – we will listen to our customers and provide them with a quality service. We will embrace continuous improvement in our everyday work.

5.4
The Customer Involvement Strategy will seek to support the mission and the values of the Association, by:

· encouraging customers to become involved
· ensuring that customer views are sought using a variety of mechanisms 
· ensuring that customer views are listened to and acted upon 
· giving feedback to customers on views/advice they have previously given the Association and what difference those views have made

6.0
Aims & Objectives

6.1 
Aim of the Strategy

6.1.1
The aim of the strategy is to improve the quality and delivery of all services to the Association’s customers by maximising and improving the involvement of customers in the planning and delivery of services.

6.2
Objectives of the Strategy

6.2.1
Supporting the aim of the strategy are five key objectives. These are as follows:

· To continuously improve all services through greater involvement of customers
· To adopt a range of formal and informal approaches to involvement that maximise the potential for engagement from all groups
· To actively promote and raise awareness of the value of customer involvement (to customers and employees) and develop a culture of participation so that all planning, decision-making and review processes are open to customer input
· To increase the involvement of all groups of customers by ensuring they have the necessary skills, confidence, and resources; and by providing the necessary support to enable them to become involved and sustain their involvement
· To contribute to the wider community through collaboration with customers, partners and other agencies

6.2.2
Beneath each of the key objectives of the strategy are a series of sub-objectives or tasks. These are set out in the Action Plan

6.3 
Customer Involvement Action Plan 

6.3.1
The Customer Involvement Action Plan sets out tasks that the Association needs to achieve to deliver the aims and objectives of the Customer Involvement Strategy.

6.3.2
The Customer Involvement Action Plan sets out each of the 5 key objectives of the Customer Involvement Strategy and sets out a range of tasks that need to be completed to achieve the aim, as well as ways in which the outcomes can be measured. Each task is given a timescale for its completion and the details of the post-holder who is responsible for completion of the task. Actions relating to Support and general needs customers have been included together to ensure consistency and clarity.

6.3.4
Activities referred to in the Strategy that are already being undertaken/have already been completed are not included in the Action Plan.  The Action Plan only outlines those tasks yet to be achieved.

6.3.5
The Customer Involvement Action Plan is designed to be a live document and is updated monthly by the Customer Involvement working group, and is formally reviewed on an annual basis. 

7.0     Customer Involvement Journey (2008 to 2011) – Time line

7.1
The Association created a dedicated Customer Involvement Officer post in 2007 and since then has created a Community Investment Team which consists of the Customer Involvement Officer, Community Development Officer and more recently a Customer Service Advisor post was created.

7.2
Customer Involvement 2008 to 2009

· In 2008 Taff re-launched Timebanks to reward customer involvement expanding the range of rewards to include tickets to watch Cardiff Blues Rugby Team.
· The BME contact group was established which went on to win a Welsh Housing Award and be shortlisted for a National Housing Award.
· A Cross Organisational Working Group was established to deliver actions against Customer Involvement Action Plan

· Customer Involvement Panel established

7.3
Customer Involvement 2009 to 2010
· Tenant Empowerment Grant awarded to research need for Tenant Resource Centre
· Trips and meetings with other Tenant groups –, Cadwyn Housing Association and Cardiff Community Housing Association, Tenant Resource Room of Bristol Council. 

· Appointment of a Community Development Officer and creation of a Community Investment Team.
· Tenant Taff Talkabout Editorial Panel Formed
7.4
Customer Involvement 2010 to 2011

· Tenant inspectors recruited, trained and inspections commenced 
· Getting Involved events established

· Diversity champions appointed in Taff
· Idea for a Community Allotment Project borne 
· Creation of a Dedicated Customer Services Advisor Role in the Community Investment Team
· Special interest groups created – Knitters and Natters and Gardening Group

· Techniquest joined Timebanking scheme as a timebank reward partner 
· BME Contact Group became a constituted group  
7.5 
Customer Involvement 2011 -2012

· Tenant Resource centre opened
· Further new groups established; PRIDE Group, Women’s Empowerment Group, Disability Awareness Group (DAG) and Community Allotment Group 

· Mainstreaming our Customer Involvement Panel by giving responsibility for it to Customer Services Managers, and the group re-launched as ‘Have Your Say Group’ with an increased number of Tenants involved
· AGM held for the Taff Tenants & Residents Association 

· AGM held for the BME Contact Group 
· Provision of training for prospective Tenant Board members to help increase confidence – has led to more interest and elections in last two years.

· Tenants were unhappy with repairs service and so improving the service has been a BP priority – satisfaction increased from 70% to 90%.

· Launch of Mobile Mondays – where staff from across the organisation visit schemes and inspect jointly with residents
· Launch of Board of Management and Customer Challenge day to contribute to and to evaluate the Association’s Self-Assessment against the Welsh Government Delivery Outcomes for Housing Associations 
7.6
Structure - Diagram showing the Association’s approach to Customer Involvement 




Consultation through responses to satisfaction Survey (3 yearly) establish priorities for service development and improvement


Have your Say Group & Business Plan Working Group establishes approaches to involvement and receives reports on outcome of involvement activities


Tenant Services Team advises the Association’s Board of Management on proposed policy changes in the light of involvement activities and the Association’s Leadership Team on proposed practice changes in the light of involvement activities



8.0 
Review of Existing Customer Involvement Strategy 

8.1
In order to continually develop our Customer Involvement Strategy and meet our customers and communities changing needs and preferences in this area we have carried out a review involving customers.

8.2 
To gauge customer’s opinions and priorities for the future in relation to our current customer involvement activities, Taff HA carried out the following:
· Customer Satisfaction Survey incorporating a section on Customer Involvement and Community Development.

· Quarterly Getting Involved Events

· Focus Groups with our Customer Information Panel (now Have your Say Group), Tenant and Resident Associations and special Interest Groups.

· Questionnaires following all activities and events.

9.0
Findings from Review  

9.1
Customer Satisfaction Survey 2011

9.1.1
The Customer Satisfaction Survey carried out in 2011 showed that there has been a significant increase in satisfaction from customers on being kept informed by the Association on matters that affected them. This rose from 86% of Customers saying that Taff were good at keeping them informed in 2008 to 94% of customers saying that Taff were good at this in 2011. 

9.1.2
Similarly satisfaction from Customers that Taff listens to their views and acts upon them increased from 75% in 2008 to 84% in 2011. The extract from our satisfaction survey illustrates this below: 

9.1.3 
Satisfaction with being given the opportunity to take part in decision making has also risen dramatically from 69% in 2008 to 81% in 2011.
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9.1.4  The progress that Taff have made is demonstrated in the last 6 years is demonstrated in the graphs below.
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9.2
Quarterly Getting Involved Events:
9.2.1
In 2010 The Association invited customers to our first ‘Getting Involved Event’ where we talked to customers about our existing involvement vehicles and asked for feedback and ideas.  
9.2.2
Customers told us this was what they wanted:
· Groups set up around special interests 

· More Training opportunities 

· Make links with other Tenant Groups

· Expand Timebank rewards

· Greater emphasis on Tenants in our newsletter and less organisational news.
· Some Tenants also told us that they did not want to come to formal groups but did want to be involved.
9.3  
Focus Groups 

9.3.1 The Have your Say Group and members of other Special Interest Groups gave feedback on Taff’s Customer Involvement Strategy & Activities expressing that they were satisfied with the range of ways that people can get involved with the Association. 

9.3.2 The focus groups also gave feedback that they were satisfied with the Association’s responses when seeking and listening to customers’ views, in particular the groups highlighted the “you said, we did” board as an example of good practice.  

9.3.3 Examples where Customers have helped to shape and influence services include: 

· Tenant Resource Centre created (TEG established need and want)

· Compensation policy changed – emphasis on getting it right and only compensating for financial loss rather than late appointments

· Fridge magnets with repair telephone numbers on

· Improved Newsletter with less organisational and greater tenant focus 

· Showers being installed in every property as top priority for WHQS works.

· Additional funds for PV as Tenants requested help with utility bills as a top priority

· Special interest groups created

· Themed Getting Involved Days

· Tenants equal partner on customer facing interview panels including Director  posts

· Feedback to Tenants on why Tenant Profiling information required.

· Installation of CCTV at Plymouth Court and other housing schemes 

· Tenant Inspector Feedback on reception led to large print name badges for all staff who may cover reception

· Tenant focus groups were held prior to satisfaction survey to identify priority questions.

· Type of questions asked in Tenant Profiling

· Bringing Welfare Benefits Advice in house so service could be provided at our offices.

· Telephone options on Taff main line being reduced

· Housing Benefit surgery hours increasing

· Provision of free recycling bags and food waste bags at Taff offices

· Improved ASB service leading to Welsh Housing Management Award as Tenant feedback was that we needed to improve.

9.3.4
The Have your Say Group and members of other Special Interest Groups came up 
with the following recommendations for Taff in terms of the Customer Involvement:

· Continued dedicated staff support from Taff for Customer Involvement Activities 

· Continued expansion of Timebank rewards 

· More themed Getting Involved Events to include digital inclusion, accessing money advice and loans, reducing utility bills

· Tenants are continued to be encouraged and supported by Taff to attend training events and conferences.    

10.0
Our Main Strengths & Weaknesses
10.1
Taking into account the findings from the review our main strengths and weaknesses in relation to our customer involvement activity is as follows:

	Strengths
	Weaknesses

	Our customers understand why we want feedback and are willing to give it.  (80% response for Tenant profiling questionnaires and 50% response for satisfaction questionnaire.
	As we are a small association inevitably there is a smaller pool of Tenants to pull on for formal consultation.

	Customer involvement is integrated thoughout the organisation with back office staff being champions. 
	Engaging young people in meaningful consultation continues to be a challenge

	We have had a full quota of Tenant Board members for over 4 years and often have more volunteers than places hence elections
	Don’t always record outcomes for Tenant Participation activities. – although this is being addressed in 2011/12 Business Plan.

	Dedicated staff resources and budget.
	Do not have a facebook page (being addressed in 2011/12)

	We provide accessible venues, provide free childcare, a range of catering including Halal, support to attend meetings, transport, BSL to make our events accessible to as many of our customers as possible.
	

	Timebanks (1041 timebank credits given in last year)
	

	The number of regularly  involved 

tenants has increased from 44 in 2008 

to 128 in 2011, with a total number of

376 tenants or community members

Involved. 
	

	The diversity of our involved Tenants reflects our customer base.
	

	Variety of ways to get involved – formal informal, group/individual
	

	Satisfaction surveys confirm that we are engaging our customers in a meaningful way and using the feedback to shape and deliver better services 
	

	Continually improving customer satisfaction and widening the choice of ways to get involved.
	

	Able to respond to Tenants suggestions eg changed the way we consult and provided a dedicated Tenant resource room in response to demand, changes made as a result of Tenant inspections
	

	Involve customers and wider community not just Tenants
	

	Tenant groups and staff have links, share events and good practice with other groups/associations.
	

	Two Taff Tenants are on TPAS Board, as well as tenants regularly attending training events and conferences.  
	

	By listening to Tenants and involving them in shaping services we have had extremely high customer satisfaction levels well above national benchmarks and continued to improve over the last 6 years.
	

	We ask our customers what their preferred communication method & language is and then communicate with them according to their preference. 
	


11.0 
Moving Forward 
11.1
Taking into account the findings from the review of our customer involvement activities this table illustrates how we plan to move forward with our customer involvement activities in the future:

	Maintain
	Develop
	Newly Incorporate

	Dedicated staff resources
	Expand Timebank rewards
	Establish social media methods as an involvement and communication vehicle. 

	Cross organisational commitment and Champions
	More special interest groups
	Text messaging as a communication method

	BP priority
	Skills and capacity of Tenants
	Establish a method of engaging young people

	Timebanking as a means of rewards
	BME contact group to become a resource for Cardiff public services
	Share our experiences of Customer Involvement

	Number of involved Customers
	Use of Tenant Resource Centre
	Web and text based surveys

	Existing groups
	Tenants interest and role in Self-Assessment
	Time bank plus rewards 

	Tenant inspector regime
	Measuring outcomes 
	Develop a summary of our customer involvement strategy in partnership with customer groups which will be available to all customers through the website, inclusion in the newsletter and by the production of a leaflet.

	Links with other organisations
	Improved mechanism for Tenant inspections to be reported to Board of Management
	Develop core training for Involved customers and group roles e.g. Chair, Treasurer

	Links with Community development and existing community groups.
	Resources available for customer involvement
	

	
	Develop easy read document about our involvement strategy.
	

	
	Training and confidence building for prospective Tenant Board members
	

	
	Increase shareholding membership amongst Tenants.
	


12.0
Mainstreaming Customer Involvement

12.1
We recognise that customer involvement is an integral aspect of the way we develop and deliver our services, if we are to make a reality of our mission to be the provider of choice. 

12.2
We will provide training and regular briefings to all of our staff on the importance of customer involvement and their role in promoting involvement to our customers and encourage them to become involved.

12.3
We will ensure that customer involvement is mainstreamed by passing on responsibility for customer involvement to operational staff (for example, through the objective setting process). Operational staff will have responsibility for leading customer involvement activities around their areas of responsibility and they will be supported in undertaking involvement activities by the Customer Involvement Officer and relevant managers. A cross-departmental working group, comprising staff at all levels, is responsible for monitoring the progress of the Action Plan. 

13.0
Supporting Customer Involvement 
13.1
We support customer involvement in a number of ways by:

· devoting sufficient staffing resources in customer facing teams
· funding recognised Tenants and Residents Associations
· funding and facilitating a range of customer involvement mechanisms

13.2
Devoting sufficient staff resources.
13.3
The Association expects all staff to take an active part in delivering the Customer Involvement Strategy. The Customer Involvement Officer takes an important role in supporting operational staff to implement the strategy, for example through the exploration of funding and training opportunities. However, responsibility for implementing the strategy falls jointly to the Customer Involvement Officer, the Operational Management Team, and to Customer Involvement Action Plan working group.
13.4
We ensure that appropriate staff are responsible for:
· 
developing the Customer Involvement Action Plan
· 
developing the methodology for each involvement activity
· 
assisting in the production of the report on the outcomes from the involvement activities 
· 
providing assistance in arranging involvement activities
· 
recruiting members for the range of involvement activities and maintaining a database of involved customers
· 
supporting recognised tenant and resident associations by the provision of information, advice and training

13.5
Funding of recognised Tenants and Residents Associations’.
13.6
We provide financial assistance to the following:

· 
Formally constituted Tenants & Residents Associations

· 
Residents Groups

· 
Action Groups

13.7
We encourage new groups to start by providing start up grants. We support existing recognised groups by providing annual funding to help them meet their running costs. We also support recognised groups by offering them advice, information and training at nil cost and providing them with meeting rooms at nil cost.

13.8
Facilitating a Range of Customer Involvement Activities

13.9
We support customer involvement by facilitating a broad range of customer involvement activities which include: 

· 
formal consultation with recognised tenants and resident groups

· 
tenant and support customer satisfaction surveys

· 
focus groups

· 
questionnaire survey groups

· 
‘Have your Say’ Group
· 
BME Contact Group

· 
Board & Customer Challenge Day

· 
Special Interest Groups

· 
Tenant Inspectors

· 
Community Allotments 

· 
Themed Get Involved Events

· 
Time banks Reward Scheme
· 
Social events/Community Projects 
· 
Complaints,  Compliments and Suggestions
· 
Customers on Staff Interview Panels 

· 
New Tenant follow-up visits

· 
Repairs satisfaction surveys

· 
ASB satisfaction surveys

· 
Articles for the Quarterly Newsletter 

14.0
Statutory Consultation on Changes to Housing Management Policy and Practice
14.1
The Association will comply with its statutory obligation to consult with tenants on changes to housing management policy and practice, by writing to each tenant and providing them with a contact name and address to direct their written comments to. 

15.0 
Monitoring, Review and Evaluation. 
15.1
The Customer Involvement working group meets monthly in order to monitor progress against the stated actions in the action plan.  Reports on progress against the action plan, and outcomes against measures will be reported to the Board on a bi-annual basis. 

15.2
The Customer Involvement Strategy is to be reviewed every three years. 
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