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Customer involvement In service
Improvement and measuring
outcomes

Sarah Lander,
Service Improvement Managetr,

South Essex Homes



Service Improvement at  southessexhomes
South Essex Homes o

 “New” Resident Involvement and Service
Improvement Team
— Resident Involvement
— Satisfaction surveying
— Complaints & compliments
— Inspection preparation
— Equality & Diversity
— Business Development
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How It works?

« Draw together all learning through customer
engagement.
— Traditional and new initiatives in resident engagement
— Learning from complaints, compliments, comments
— Resident Profile
— Surveys
— Inspection

« Removing Barriers
e S0 What?



homes

Complaints and Compliments

In 2008/09 South Essex Homes received:

e 219 Complaints

e 100% of which were responded to within
timescales

o Quarterly and monthly reports;
— Management Team
— Customer Care Leadership Group
— Website
— Insight

e Outcomes recorded Feedback Summary and
Learning Register (individual and policy
changes)
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CUStomerS Sald o We dld o working fogether

A leaseholder complained about
the standard of cleaning being
done within the block.

A resident complained about the
standard of Grounds Maintenance
around her neighbourhood

A resident complained about
property condition following a
mutual exchange

The Caretaker Supervisor met with
the leaseholder on site to discuss
iIssues. Regular checks made and
window cleaning schedule produced.

Resident has now become a Grounds
Maintenance Resident Inspector not
only improving local standards but
promoting resident involvement
opportunities.

Procedures for property inspections
amended so surveyors carry our
mutual exchange inspections
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Satisfaction Surveys

Comprehensive suite of surveys

Monthly satisfaction surveys all service
areas

Annual
eStatus
*Ad hoc
*Use of Sounding Board

*Training — Learning Register
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Resident Profile

86% information collected

Ethnicity, Disability, Sexuality, Gender,
Religion, first language, preferred method
of communication

Use to improve frontline services
Informs Strategic plans
Examples



Resident Profile in —

ACtI O n working together

e Frontline

— Top 5 language translation requests Insight/Website
— Language ldentification Cards

— Information on job sheets for work operatives (eg.
Allow time for resident with mobility difficulty to
answer)

— Written to BAME residents explaining details of
Contact Centre to encourage them to use this service

— Profiled residents who have had no contact with the
organisation and visited “vulnerable” tenants



Resident Profile in homes
Action (continued)

o Strategic
— Profile Board and Staff cf. Resident profile
— Analyse profile of residents in rent arrears

— Profile informs delivery of sheltered and
supported services — anticipate likely needs in
the future

— Profile resident involvement structures

— Analyse complaints by breakdown ethnicity,
disabllity etc.
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Resident Involvement In  southessexhomes

Services, -What do we do? e
WS\QW 5\\0“5“\9 Regional Resident
A\(t® Champions Ass°c’.at’_
Fo w
Tie-in Bvert ‘\es'\t\ems
Resident jerence Sounding
Coordinators  ©O® Board

Resident

Peel M@mﬁ@ﬁjﬁ Led Projects
It’s not just tombola’s you know!!



homes
Focus Groups .
Allocations Focus Group Caretaking Focus Group
Communications Focus Group ASB Focus Group
Disability & Impairment Focus Group Leaseholders Foc us Group
Grounds Maintenance Focus Group Resident Profile Focu s Group
Income Management Focus Group Sheltered Focus Group
Planned Maintenance Focus Group Electric Scooter Sub Group
Tenancy Management Focus Group Garage Focus Group
Resident Involvement Focus Group Audit Focus Group

BAME (Black Asian & Minority Ethnic) Focus Group
Responsive Repairs & Gas Servicing Focus Group

Youth Focus Group



homes

Focus Groups

New policies and amendments to
procedures

Service Plans

Service Reviews

New Initiatives

Ownership

Challenge

Key Actions recorded on minutes
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Mystery Shopping

30 + trained Resident Mystery Shoppers

3 sessions per year

Supershoppers

Action Plans developed which go to Managers
Managers responsible for completing/accountable

Outcomes are reported to SMT and Customer
Care Leadership Group

Included in Feedback Summary report
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Resident Led Projects

In 2008/09 our annual budget for General projects was
£75k and £20k for projects tackling anti social behaviour

In 2008/09 a total of 30 projects were successful

Residents work together to put bids in to win projects to
Improve the lives of residents

Panel of 6 residents

The panel meet 4 times per year to judge and approve
the projects based on their individual merit against
agreed scoring criteria

VFM
Impact Assessments (website)
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Here’s a few successful projects...

THE
OPENING
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There’'s more...
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And even more.......

Before

homes

working together

Buckingham
House

New Canopy
over Door Entry

After



Young People Involvement

Developed a Young People’s Strategy

Sounding Board ‘Shout About ItI" consisting of over
40 young people aged 5-18 yrs

Youth Focus Group meet on a regular basis to
discuss various issues including the youth page for

Insight Magazine, Website and Interactive Game -
Think

Youth Activities — Trial of Trampoline Lessons,
Boxing, Annual Football and Multi-sports Activity
Day, Children’s Christmas Party etc



Four Rivers Mural

* Young People living on the Four Rivers Estate In
Shoeburyness came together to produce a mural
which reflects their community.

e They attended 2 pre mural workshops at local High
School to assist with the design of the mural and get
a better understanding of the history of graffiti art.

e Over 2 days the young people worked with an artist
to paint a walkway on their estate which had always
been a constant target for ‘tagging’.









Interactive Game
‘Think’

Working in partnership with Shoeburyness High School, the
Youth Focus Group and local design company ‘Fury’.

The unigque interactive game is aimed at young people aged
10-18 years.

Young people have led on the design of the game which will
resemble Southend with all its identifiable landmarks.

South Essex Homes will own the copyright for the game and
hope other Housing providers and the Education Sector may
be interested

Ready for launch at the Tie In event 2009!









Recording Outcomes

Resident Involvement VFM Impact Assessments
Learning Register

Summary Six Monthly Feedback Reports

— Key Actions Focus Groups

— Lessons from Complaints

— Results of Surveys

— Mystery Shopping Feedback

Website and Leadership Group

Does it pass the “So What? Test”




Thanks for listening

Any Questions?



