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	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.
	Panel Identification. To further our efforts to raise the Panel profile it has introduced its own distinctive Logo.

	

	C.
	Financial Implications. There are no new financial implications arising from the content of this report.

	
	

	D.
	Risk. The panel recognises that failure to consult and provide opportunities for genuine involvement by customers may lead to dissatisfaction and a reduction in numbers of involved customers. Such unfortunate outcomes would also result in non compliance with relevant regulatory standards.


	

	Recommendations

	

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

	



	Details
	

	
	

	1.0
	Background
	

	

	1.1
	A workshop was held in June to develop plan to promote and enhance the role of the Monitoring and review panel (M&RP) and involvement across the Company.  This was followed by further consultation with involved customers and Sounding Board (SBs) members in July.

	
	

	1.2
	Report to Board. Continuing the process of the restructure of the Monitoring and Review M&RP it was agreed to deliver a bimonthly report to the Board, with the aim of  supporting it in maintaining excellent service levels, and to enhance the tenant/Company relationship, thereby exceeding the expectation of the Tenant Services Authority (TSA).

	

	

	2.0
	Development of Panel
	

	
	

	2.1
	Training (2010/11) a discussion was held at MRP meeting as a consequence the panel would benefit.
· Equality and diversity (E&D); M&RP were not happy with the E/D Training Day and propose to revisit this, with the intention of a possible more detailed course.
· It has been proposed that the M&RP benchmark themselves against another 'M&RP’ from Teignmouth, using the same or similar system, this needs to be looked at. 
Shadowing identified. M&R Panel members wanted to shadow CHL staff, therefore gaining a better insight.

Performance management. Training on how to scrutinise and challenge performance – a key role of the panel.

Consultation and communication. Training on how to promote and facilitate the passing of information to all customers up and down.

Outcomes (SMART) plans. Impact assessment being correct and evaluated in terms of outcomes for customers and Value for Money etc.
Assessment of members. It is proposed to activate an internal assessment of Panel members, therefore ensuring the professional running of the M&RP.
	

	
	
	

	2.2
	Potential new members have been in attendance to see how the panel works, and have been interviewed – Sue Roberts and Kate Williams. Kate Williams & Sue Roberts are now on the Panel.
	

	

	2.3
	Logo – Approved to promote the group, will review a black and white option for efficiencies. £30 in tokens has been given to Peter Matthews (who presented designs for the logo) in acknowledgement of his efforts.

	
	

	2.4
	Agreed for a Customer to assist in staff recruitment of the Neighbourhood & Involvement Manager – Margaret Mullen confirmed and will be sitting on the interviewing panel...

	
	

	2.5
	Feedback on Board attendance – M&RP reps felt that the customer is genuinely at the heart of the Company.  Finances were challenging for M&RP representatives! M&RP is exploring the opportunity of Tenants being able to sit in on future meetings as a learning process. Both Chris Towner and I both felt the visit to the board were both informative and positive.

	

	

	3.0
	Sounding Boards

	

	3.1
	Staff training is required on how to use the new Sounding Board (SBs) template – the process of standardisation of SB minutes is in hand but not yet fully achieved.  Role of Sounding Board Team Leader has been addressed; Soundings Boards  will eventually be led by tenants

	

	3.2
	Sounding Boards Minutes in some cases are still inadequate and partial (see 3.1). Fully informative (and complimented) were Environmental Management, Community Development, Income Management, Supported Housing and Voids and Allocations. The M&RP is confident that improvements are being achieved.


	


	4.0
	CSL Update

	
	

	4.1
	CSL C.E.O. (Ken Govier and Andy Medlin) attended the last M&RP meeting, which we found illuminating. They invited members to visit the CSL site – it is intended to add this to the training plan Questions to Ken and Andy included reference to sub-contractors, VAT savings, M&RP complimented CSL on planned works installations, quality service and high customer satisfaction.  M&RP were impressed with the apprenticeship scheme.  There should be an article in the customer newsletter.

	


	5.0
	Impact Assessment 

	
	

	5.1
	Highlights in terms of sufficient Impact Assessment information were Customer Services, Involvement, Supported Housing, development.  Low lights – E&D, income, leaseholder and shared ownership (not updated in the assessment). The impact assessment was not up to date in these areas


	5.2
	Staff training is required on use of impact assessment and updating with Sounding Boards.

	


	6.0
	Performance Improvement Plan

	
	

	6.1
	Income collection is outperforming the PIP.  Sickness is improving but is off target. 

	


	7.0
	Complaints/Compliments

	
	

	7.1
	Very good – compliments outweigh complaints. M&RP encourage their inclusion and promotion on the Company website.  

	
	

	7.2
	Blue Flame performance is positive, one query on ID badges.

	


	8.0
	Grove Digital

	
	

	8.1
	Meeting 30th September was held to address outstanding issues.  These are now in hand.

	


	9.0
	Customer Consultation / Wider Community Impact

	
Customer consultation on our involvement strategy and progress 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 forth coming strategy from the TSA is scrutinised and implemented. This report demonstrates a direct route to the board, and is a positive step towards 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

	None

	
	

	

	
	

	


	12.0
	Risk Management Implications

	

	
	
	

	There is a risk of failing to consult with truly involved customers, could lead to dissatisfaction and reduced numbers of customers actively involved, resulting in the lack of meaningful consultation, and may fail to meet the requirements of the regulatory bodies.
	

	
	
	

	

	

	13.0	  Author / further information
	

	
	

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

	
	Telephone:	
	

	
	Email:		
	

	

	

	14.0           Attachments
	

	
	

	
	
	




