Chevin’s annual involvement statement 2010 - 11


	Specific action


	Outcomes expected by April 2011
	Resources required
	Further comments

	Set up a residents’ green group to monitor our green strategy and action plan


	Residents involved in the monitoring and with the ability to influence the strategy and the outcomes.
Residents’ views incorporated in future action plans.
	Staff time
Residents’ time and expenses
	The start of this work is dependent on our progress in our Salford PFI bid.

	Involve residents in reviewing our service standards. Look at monitoring local service standards.

	The new performance management software providing residents with data to monitor our stated service standards. Residents able to challenge areas of under-performance.
	Staff time
Residents’ time and expenses
	We have purchased Clearview performance management software. This will be implemented in 2010 and 11 and led by our Performance and Business Improvement Manager, George Walker.

	Consider how residents can be involved in recruitment processes 


	Residents involved in recruiting staff and contractors. 
Opportunities for residents to be involved in raising standards of customer care explored.
	HR staff time
Residents’ time and expenses
	We have already involved resident in the recruitment of contractors and the recruitment of members of the performance panel. A list of residents interested in this further area of work has been drawn up and a meeting will be set up in the autumn to discuss this further. At the same time, staff will be involved in any discussions and proposals.


	Embed the performance panel into our governance and into our resident involvement structure

	A clear link demonstrated between the performance panel and our Board and also with the four resident panels.
A clear method of communication agreed between the performance panel and resident panels and that all members are satisfied with this.


	Staff time
Residents’ time

Consultant costs approx. £1,000 (3 days work)
	A draft terms of reference has been drawn up and is being discussed with performance panel members.

	Carry out a STATUS survey to gauge the satisfaction levels of residents.
	Comparisons made with the  satisfaction levels in 2007.
Actions and resources identified to address particular areas of lower satisfaction
	The survey is carried out by an independent company and will cost in the region of £27,000.
Plus staff time
	

	Involve residents in repairs satisfaction surveying (i.e. carrying out telephone satisfaction calls to other residents)

	A better insight into residents’ views of our repairs service.
Survey questions reviewed by residents.

Residents involved in the analysis of responses and the actions required to address any areas of lower satisfaction.

Exploration of further resident led surveying topics.


	Staff time
Residents’ time and expenses
	An event to discuss with residents how we best involve them in this area of work is being planned for July 2010 to be held at the Sheffield office.

	Involve residents in the development of our customer contact centre and in measuring standards of customer care within the organisation

	Improved satisfaction with how we deal with enquiries and outcomes of enquiries.
	Staff time
Residents’ time and expenses

Event venue hire and lunch £1,000
	A service review event has been organised for 20th July 2010 at Wakefield town hall.

	Achieve the TPAS Resident Involvement Quality standard

	Recognition of our quality resident involvement standards.
Improvements in some key areas including

· A decision on tenant management opportunities
· Residents involved in analysing data from resident feedback

· Agreeing key performance indicators for resident involvement and embed a performance culture in the panel work

An action plan resulting from our TPAS self assessment sets out the full expectations in this area of work.
	Budget £10,000
Staff time

Residents’ time and expenses
	Our TPAS accreditation work started in November 2009. The self assessment was submitted to TPAS in March 2010, with their first feedback received in April 2010. The reality checks will take place in June and July).

	Set out how we meet the Tenant Services Authority’s Involvement and Empowerment Standard and consult on local offers
	Clarity on how we meet the TSA standard.
A suite of local offers identified and available within our neighbourhoods
	Staff time
Consultation event costs may be incurred
	

	Hold two regional resident conference events

	Increase the numbers of residents getting involved.
Residents in our consultation about local offers and local offers identified.

Improved representation and breadth of views on the services we provide.


	Each conference has a budget of £8,000
Staff time to organise and attend

Prize draws / hampers provided by contractors


	The south area conference is being held on 30th June 2010 at the Holiday Inn, Barnsley.
The north area conference is planned for the summer in Hull.

	Recruit resident ‘estate inspectors’ in our neighbourhoods to help us monitor the standards of communal gardening and cleaning
	Improved satisfaction levels with communal gardening and cleaning.


	Staff time
Residents time and expenses
	

	Develop activities to encourage younger tenants to get involved 


	Increased numbers of younger people involved.

Improved satisfaction rates in key areas of service (compared to current levels given in our profiling information reported to our equality and diversity panel)
	Budget required depending on activities identified.
	We are sending out a short paper survey to all 16 – 24 year olds in June 2010. It is going out with information on employment opportunities available via government funding.
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