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	MONITORING & REVIEW PANEL

	

	Executive Summary

	

	A.
	This report seeks to update the Board on the work of the Monitoring and Review Panel (M&RP). The panel is clear in its determination to drive forward tenant involvement, both through the development of its role through the take up of training opportunities and the strengthening of its profile amongst our customer and staff stakeholders by seeking greater engagement and cooperation. 

	

	B.
	This report reflects the process whereby M&RP seeks to develop itself as a significant agent in the work of Coastline Housing Limited (CHL).

	

	C.
	Financial implications of M&RP training will need to be assessed.

	
	

	D.
	Risk. A failure to continue the development of M&RP would not serve CHL in its drive to acquire high status according to the code of the Tenant Service Authority.


	

	Recommendations

	

	IT IS RECOMMENDED THAT THE BOARD notes the contents of this report.

	



	Details
	

	
	

	1.0
	Background
	

	

	1.1
	A training programme for the Monitoring and Review Panel (M&RP) was proposed (June 2009) and is being progressively implemented, involving members of staff (and perhaps others) addressing the panel, or otherwise by means of visits/shadowing etc.

	
	

	1.2
	Following on from customer requests and in line with the TSA requirements a draft ‘customer involvement in recruiting staff’ procedure was discussed and moved forward.

	
	

	1.3
	Following the Mock Inspection report, its has been proposed that the M&RP serve also as a customer panel overlooking Value for Money issues addressed by the company.

	
	

	1.4
	In line with the M&RP's development and as part of its scrutiny role the panel will scrutinise all future VFM service standards and service improvement plans.

	
	

	1.5
	The M&RP was pleased to welcome Kate Williams as a member. Sue Roberts, also appointed, was unable to attend on account of pressure of work.

	

	

	2.0
	Value For Money (VFM)
	

	
	

	2.1
	Presentation by Paul James and Laura Hynes. VFM is a theme overarching all CHL activity, in terms of company savings and getting better/more services. The mock inspection revealed a difficulty with definition/communication of VFM issues, but clearly aware of them.

A VFM logo will highlight to customers that a particular cost, service delivery or service delivery change has been agreed and calculated as good VFM.  It becomes a logo customers can automatically associate with good value.
	

	
	
	

	2.2
	PJ  proposed that the M&RP, by its nature having an overarching remit, should in future scrutinise the VFM service standards and service improvement plan. Discussion followed, and it was agreed that a Focus Group should be assembled to agree its service standards etc. This should be made up of M&RP and tenant representatives of Sounding Boards (SBs). 

	

	

	2.3
	Logo – A VFM logo has been produced by the Editorial SB and will highlight to customers that a particular cost, service delivery or service delivery change has been agreed and calculated as good VFM.  It becomes a logo customers can automatically associate with good value.

	

	

	3.0
	Customer representatives on Interview Panels

	

	3.1
	After suggestions from the M&RP that customers should be involved with staff recruitment more regularly and in a more formal way Dave Wingham discussed with the panel a draft ‘customer involvement in recruitment’ procedure.  Concerns were raised regarding CRB checks being used to ascertain whether the involved tenant was classed as fit and proper to fulfil the role required.  The draft procedure was voted on by the panel.  Vote results for 2 against 2 abstain 2.  It was agreed that the draft procedure should be taken out for further consultation via the Involvement Sounding Board and The New Connection (TNC) be consulted regarding the CRB check becoming a barrier to involvement by stopping new connection clients being able to apply for the role.  The M&RP to be updated with the results.

	


	4.0
	Mock Inspection Update

	
	

	4.1
	Louise Beard presented the panel with the results from the mock inspection.  Louise was optimistic of the prospect of CHL being a 2-star Housing Association within a year. She presented a service improvement plan (SIP) that will be regularly updated with traffic-light indicators. The key focus points for CHL over the next 12 months include:
– CHL must evidence outcomes not outputs – training to be set to rectify this
– Revise CHL’s self assessments
– Embed strategies
- Maintain services
- Meet the TSA Framework
- Maintain Momentum – continuous improvement


	


	5.0
	Performance Improvement Plan

	
	

	5.1
	Louise Beard addressed high and low points. Kelvin Lightfoot asked about sickness level issues, and the M&RP heard that Contact Centre staff were particularly vulnerable. LB supplied additional details, and also reviewed steps being taken to resolve the problem, particularly that of isolation.


	


	6.0
	Sounding Board Reports

	
	

	6.1
	The group reviewed the previous bi-monthly sounding board meeting reports.  These included:
· Voids & allocations
· Customer Services
· Tenancy Management
· Involvement 
· Neighbourhood Services

The M&RP expressed pleasure at the reports received and complimented Sounding Boards on their work.

	
	

	6.2
	It is still apparent that SB leaders need guidance with the new report format but the M&RP are fully aware this is in hand.

	


	7.0
	Doorstep Lending

	
	

	7.1
	The M&RP have discussed on several occasions the matter of 'doorstep lending' and with pleasure have noted progress in making tenants aware of Credit Union loans in preference to those offered by doorstep and other high-interest lenders.

	


	8.0
	Development of the Panel

	
	

	8.1
	A draft M&R training plan was discussed.  Training suggested included:

· Complaints Training – Panel agreed this training
· Performance Information – Panel agreed this training

· Recruitment & Interview training – put on hold until consultation with the involvement SB is complete.
· Action Plan/SMART Plan training – Panel agreed this training
· Impact Assessment training – Panel agreed this training
· Benchmarking – engage with Housemark for guidance on benchmarking and visit Teign Housing to see how their scrutiny group work
· Business Planning & Budget Setting – Panel agreed this training
· VFM training by Paul James – Panel agreed this training
· Tour of CSL – Panel agreed this tour
· Staff Shadowing – Area highlighted for shadowing included: Contact centre, NIT’s team, complaints, voids team (Simon Parrott), supported housing, a member of the repairs team.  It was suggested that the shadowing be ongoing through out the whole year

This draft action plan to be costed and finalised at the March meeting.

	
	

	9.0
	Impact Assessment

	
	

	9.1
	Not present at this meeting.

	
	

	10.0
	Complaints/Compliments

	
	

	10.1
	Not present at this meeting

	


	11.0
	Customer Consultation / Wider Community Impact

	
Customer consultation on VFM service standards and SIP is essential to the future success of the organisation. The M&RP are the key scrutiny group to ensure involvement is consistent throughout the organisation and the TSA regulatory framework is scrutinised and implemented. This report demonstrates a direct route to the board, and evidences direct involvement of customers in the activity of the Company.

	
	

	

	
	

	

	10.0
	Financial Implications.

	

	
	

	There are no financial implications arising from the contents of this report.

	
	

	


	11.0
	Efficiency Implications

	The proposal to use the M&RP as a VFM scrutiny panel will further develop the role of the panel and the efficiency of CHL’s service delivery.

	
	

	

	
	

	


	12.0
	Risk Management Implications

	

	
	
	

	A failure to continue the development of M&RP would not serve CHL in its drive to acquire high status according to the regulatory framework of the Tenant Service Authority.
	

	
	
	

	

	

	13.0	  Author / further information
	

	
	

	
	Written by:	Kelvin Lightfoot (Chair M&R Panel) and Chris Towner (Deputy Chair)
	

	
	Telephone:	
	

	
	Email:		
	

	

	

	14.0           Attachments
	

	
	

	
	None
	




