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	EXECUTIVE SUMMARY:
	This paper is about providing examples of current monitoring and how it is applied across the organisation.  Also identified are examples of how monitoring can be used in the future. 


	IMPLICATIONS:
	

	CONSULTATION:
	Consultation took place on gathering examples of good practice across the organisation. 

	ENVIRONMENTAL:
	Some suggestions will minimise the carbon footprint for the organisation, partners and communities.  

	EQUALITIES/DIVERSITY:
	This paper is part of the process of reporting on the organisation’s corporate health of equalities and diversity in the activities it undertakes. 

	FINANCE AND VFM:
	The current and future activity of how to use the information will better inform the shaping and design of services to our customers.  As an organisation we will be providing services in the context of local diversity, monitoring information provided by neighbourhood will enable a more tailored service delivery approach this will enable services to be delivered where they need delivering and at the times and frequency required: some areas may require a service once a week, another area three times per week dependant on the profile of the area.

	HEALTH & SAFETY:
	There are no direct implications.

	LEGAL:
	Equality and diversity monitoring fits within the Equality Framework which provides a systematic process of evidencing how the organisation fulfils its equalities duties under current legislation:  the Race Relation Amendment Act 2000; the Disability Discrimination Act 2005; the Equalities Act 2006; and the forthcoming Equalities Bill which will come into force in the Autumn of 2010.

	PERSONNEL:
	No additional personnel will be required to progress this work.  Managers and teams will undertake this work as part of their core business when reviewing or developing policies or services.

	RISK:
	This work needs to be undertaken to enable the appropriate shaping and designing of service provision to meet our customers’ needs.


	Introduction

Making use of the information and data collected by employees is important when analysing customer satisfaction - is one or more groups of people less satisfied than others in how we provide and deliver our range of services?   When the organisation is reviewing or developing a service or policy it is important to know who are our customers and their needs to ensure we can target services if necessary and conversely not use resources unnecessarily which could have major financial implications.

Background Information

Already noted are variations across diversity groups of satisfaction which need investigation in different service areas.  Services are achieving varying levels of satisfaction across different groups. - Repairs and maintenance have noted that the less satisfied group is young male tenants; for ASB the least satisfied are older people.  

Uses of Diversity Information

A number of current and future suggestions are provide on how we can use monitoring information to shape and design services (including sustain tenancies) is given below.

The current use of monitoring information is mainly used in identifying satisfaction with services.  This Satisfaction Diversity Model is a management tool for the purpose of making comparative studies of customer satisfaction in the following areas:

· Repairs & Maintenance –
undertaken after each repair 

· Anti Social Behaviour  
undertaken after each case is closed 

· Rents 



undertaken quarterly 

· Complaints 


following resolution of each stage of a complaint 

· Decent Homes 

on completion of work carried out 

· Garden Maintenance  
after maintenance has been carried out 

· Houseproud  

ongoing after each new tenancy 

· Leaseholder  

undertaken annually 

Currently Empty homes monitor:

· take-up of housing applications to confirm it is an inclusive process

· needs identified at the start of a tenancy

· satisfaction by equality strands to ensure fairness

Meeting communication needs of our customers according to need and resource:

· Letters sent out in large print where requested, this is routinely done by neighbourhood offices.

· Rent statements by email if requested

Communication Needs of our customers – future

Investigate and analyse the opportunities for e-communications across all services provided to customers this will save time and money especially with Round Your Place if provided in PDF format to a number of customers.  Some customers have identified they wish to be contacted by e-mail but this is not always widely used.  

Text messaging is quicker and more effective for certain groups - young people under 35 years and deaf people or people who are hard of hearing.  This also allows people to respond when they have time and not necessarily in office hours for such as our working customers.

Our  records show our customers living: 

· on a low income – 19.8% or almost 1 in 5 people

· in fuel poverty  - 18.27%, again, nearly 1in 5 people

· at risk of fuel poverty – 9.84% which is very nearly 1 in 10 people

This means that 28.11% of our tenants have identified themselves as living in fuel poverty or at risk of fuel poverty is which is nearly 1 in 3 of our customers.

In the future the organisation could use the Fuel Poverty Indicators for targeting services such as Affordable Warmth, Hot spot services and in addition use the customer database to identify the vulnerable groups for prioritisation for the Energy Performance Certificates.

The prolonged credit crunch and economic recession will continue to place pressure on those most at risk of moving into or staying in debt. 

At 2010 Rotherham Ltd we have the Housing Income Service whereby: 

· All new tenants are contacted by a member of the Housing Income Team within 2 weeks of tenancy commencement to ensure they know who and where to contact for advice if they get into financial difficulty.
· It has arrears contacted letters translated into 6 languages and uses them when the tenant does not read written English.

· A Principal Officer from the service visits all tenants that are recorded as coming from a BME background who have been served with a Notice of Intention to Seek Possession (NSP).  The visit is independent from the case office and they try and establish why the tenant got into arrears and if there were any barriers preventing them accessing our services e.g. language.

· The Income Service measures tenants that have been subject to legal action by equality strands.

· The service is embarking on financial capability training for vulnerable tenants.  This will be in conjunction with VAR (Voluntary Action Rotherham) and the tenancy sign up team where tenants will be taught how to budget and manage their finances to make new tenancies more sustainable.

The organisation needs to use equality and diversity monitoring on reviewing services and when planning new services and where they are to be located – the organisation needs to develop services in the context of local diversity which means further breaking down our customer diversity profile into areas/neighbourhoods rather than only using the overall customer profile.  For example, when analysing ethnic diversity Maltby is very different to Eastwood.  There are clusters of older people in neighbourhoods due to warden controlled bungalows and sheltered housing complexes.  In which parts of the locality are children and families living? Knowing these factors can inform our approaches to ASB and the Environmental Works Programme we are currently undertaking.

Options

To do nothing is not an option; the use of customer profiling information needs to be used to provide services that meet the needs of our customers.  Managers and team members have taken account of distinct and differentiating needs when shaping the services they provide or to identify why certain groups of people are less satisfied; to investigate so they can improve their service to groups who are well below the satisfaction rates of other groups who receive their services.

Recommendations

1. The Board notes how equality and diversity monitoring and information can help to shape services and deliver better outcomes to our customers.

2. The Board notes this is part of the ongoing business process when reviewing or developing policies or services. 
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