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TURNING HOUSES INTO HOMES



Annual Consultation Plan - March 2009 - 2010


	Date, Time and Venue of Consultation
	Service Area
	What is being Consulted
	Who are you consulting?
	Consultation method to be used
	Lead Officer
	Additional Information 
	Impact Assessment  completed

	Various during 2009
	Neighbourhood Management/
Business Development
	Tenants Compact 

“ Here’s the Deal”  
	Members of the public
	Various, to be determined 
	Assistant Neighbourhood & Involvement Manager
	
	Of the resulting document yes 

	Bi-Monthly Through 2009/10
	Housing Income 
	Housing Income Service Development   
	Members of the Housing Income Service Improvement Group and other tenants/leaseholders  
	Various, to be determined
	Housing Income Manager
	
	

	Ongoing through 2009/10
	Neighbourhood Management
	Communal cleaning service standards  
	leaseholders/tenants linked to communal areas 
	Focus Groups via Leaseholder Forum and the Leaseholder Service Improvement Group
	Leasehold Manager 
	
	

	18 March 2009

14.30 – 16.30

Rother Fed 
	Business Development
	Service Level Agreements 


	Customers
	Participative workshops


	Director of Business Development
	
	

	19 March 2009

10:00 – 14:30

Rotherfed
	Business Development
	Anti Social Behaviour standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking by telephone
	Service Quality Officer
	Sarah Corbett 
FOI
	

	25 March 2009
9.30 – 13.30

Board Room

	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager 
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	31 March 2009
 14.00 – 16.30 
Dennis Townsend Room
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	Consult and produce various communication documents for Decent Homes and Environmental Programme

	2 April 2009 

10:00 – 12:30

Dennis Townsend
Room

	Housing Income 
	Strategies and procedures 
	Tenants, Staff and external agencies
	
	Housing Income Manager
	Bi-monthly meetings
	

	16 April 2009

10:00 – 14:30

Board Room
	Business Development
	Decent Homes
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking by visits
	Service Quality Officer
	Aids & Adaptations Procedures
	

	22 April 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer  Services 
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	6 May 2009
13.30 – 17.00

Dennis Townsend Room
	Business Development
	Service Standards Performance 
	Tenants and residents
	Service Standard Customer Forum
	Service Quality Officer
	
	

	12 May 2009 
14.00 – 16.30

Dennis Townsend Room
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	Consultation with Customers with regard to and gaps in Customer 

Care and Communication for the Decent Homes and Environmental programme

	20 May 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation



	21 May 2009
10:00 – 14:30

Board Room
	Business Development
	Repairs & Maintenance service standards 
	Tenants and Residents
	Continuous Improvement and Customer Inspection Team reality checking by telephone 
	Service Quality Officer
	Pest Control
	

	29 May 2009

10:00 – 13:00
Eastwood Reception
	Neighbourhood Management
	Houseproud Standard
	Voids Service Improvement Group
	Reality checking visits
	Voids Controller
	
	

	4 June 2009 

10:00 – 12:30

Dennis Townsend Room


	Housing Income Team
	Strategies / procedures 
	Tenants, Staff and external agencies
	
	Housing Income Manager
	Bi-monthly meetings
	

	17 June 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance


	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	18 June 2009

10:00 – 14:30

Board Room
	Business Development
	Garage sites service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking by visits
	Service Quality Officer
	
	

	23 June 2009
14.00 – 16.30

Dennis Townsend Room 
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	Consultation and Communication for Environmental Issues in relation to 
Decent Homes

	15 July 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	23 July 2009

10:00 – 14:30

Dennis Townsend Room
	Business Development
	Gardening  Service   standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking by visits 
	Service Quality Officer
	
	

	24 July 2009

10:00 – 13:00

Eastwood Reception
	Neighbourhood Management
	Security grilling of voids
	Sample of tenants and residents from each area assembly
	Voids Service Improvement Group by telephone reality checking exercise
	Voids Controller
	
	

	29 July 2009
13.30 – 17.00

Dennis Townsend Room
	Business Development
	Service Standards Performance 
	Tenants and residents
	Service Standard Customer Forum
	Service Quality Officer
	
	

	4 August 2009 
14.00 – 16.30

Board Room
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	Consultation and Communication for Decent Homes and Environmental Issues

	6 August 2009 

10:00 – 12:30

Dennis Townsend Room
	Housing Income Team
	Strategy and procedures.
	Tenants, Staff and external agencies
	
	Housing Income Manager
	Bi-monthly meetings
	

	12 August 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	20 August 2009

10:00 – 14:30

Board Room
	Business Development
	Housing Income service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking by telephone
	Service Quality Officer
	
	

	September 2009
	All Directorates
	Service Plans
	Various e.g. Area Housing Panel, TARA etc
	Various
	Performance and  Improvement Manager
	Nov 2009
	

	9 September 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	15 September 2009
14.00 – 16.30

Dennis Townsend Room
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	Consultation and Communication for Environmental Issues in relation to 
Decent Homes

	18 September  2009

9:30 – 13:30

Venue to be confirmed

	Neighbourhood Management
	Voids Team objectives
	Voids Service
	Voids Service Improvement Group
	Voids Controller
	
	

	24 September 2009

10:00 – 14:30

Board Room
	Business Development
	Communal areas service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking by visits
	Service Quality Officer
	
	

	September 2009
	Business Development
	Service Plans
	Tenants and residents
	Road shows, community vehicle, possibly postal
	Performance and  Improvement Manager
	
	

	1 October 2009 

10:00 – 12:30

Dennis Townsend Room
	Housing Income Team
	Strategies and procedures.
	Tenants, Staff and external agencies
	
	Housing Income Manager
	Bi-monthly meetings
	

	7 October 2009
9.30 – 13.30

Board Room

	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation



	22 October 2009

10:00 – 14:30

Board Room


	Business Development
	Reality Checking / service standards  
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking
	Service Quality Officer
	
	

	27 October 2009
14.00 – 16.30

Dennis Townsend Room 
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	

	28 October 2009
13.30 – 17.00

Dennis Townsend Room
	Business Development
	Service Standards Performance 
	Tenants and residents
	Service Standard Customer Forum
	Service Quality Officer
	
	

	4 November 2009
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation



	13 Nov 2009

10:00 – 12:00

Eastwood (room to be arranged)
	Neighbourhood Management
	Customer Satisfaction 
	Sample of tenants and residents from each area assembly
	Voids Service Improvement Group telephone reality checking exercise
	Voids Controller
	
	

	19 November 2009

10:00 – 14:30

Dennis Townsend Room
	Business Development
	Reality Checking / service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking
	Service Quality Officer
	
	

	2 December 2009
9.30 – 13.30

Board Room


	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	3 December 2009

10:00 – 12:30

Dennis Townsend Room
	Housing Income Team
	Strategies and procedures.


	Tenants, Staff and external agencies
	
	Housing Income Manager
	Bi-monthly meetings
	

	8 December 2009
14.00 – 16.30

Dennis Townsend 
	Decent Homes
	Decent Homes
	Tenants and residents
	Customer Focus Group
	Special Initiatives Customer Care Manager
	6 weekly meeting cycle
	Consultation and Communication for Environmental Issues in relation to 
Decent Homes

	17 December 2009

10:00 – 14:30

Board Room
	Business Development
	Reality Checking/ service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking


	Service Quality Officer
	
	

	Autumn 2009

10:00 – 12:30

Dennis Townsend Room


	Neighbourhood Management
	De-Pooling of service charges (subject to Council approval)
	Tenants and leaseholders in flats (approx 500 involved)
	Various (surveys/door knocking etc)
	Housing Income Manager
	
	

	6 January 2010
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation

	21 January 2010

10:00 – 14:30

Board Room
	Business Development
	Reality Checking/ service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking
	Service Quality Officer
	
	

	27 January 2010
13.30 – 17.00

Dennis Townsend Room
	Business Development
	Service Standards Performance 
	Tenants and residents
	Service Standard Customer Forum
	Service Quality Officer
	
	

	3 February 2010
9.30 – 13.30

Board Room
	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation



	18 February 2010

10:00 – 14:00

Board Room
	Business Development
	Reality Checking/ service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality checking


	Service Quality Officer
	
	

	3 March 2010
9.30 – 13.30

Boardroom


	In House Service Provider

Repairs & Maintenance
	Service Planning 

Customer Services
	Tenants and residents
	Repairs & Maintenance Customer Focus Group 
	Repairs & Maintenance Manager
	Ongoing on a monthly basis
	Various outcomes will be achieved through this consultation



	18 March 2010

10:00 – 14:30

Board Room
	Business Development
	Reality Checking/ service standards 
	Tenants and residents
	Continuous Improvement and Customer Inspection Team reality 

checking
	Service Quality Officer
	
	

	28 April 2010
13.30 – 17.00

Dennis Townsend Room
	Business Development
	Service Standards Performance 
	Tenants and residents
	Service Standard Customer Forum
	Service Quality Officer
	
	

	April 2010
Throughout
	Business Development
	Equalities and Diversity strategies 
	Under represented groups
	Black Minority and Ethnic (BME) Group
	Equalities & Diversity Manager
	
	

	April 2010
	Business Development
	Equalities and Diversity strategies 
	Under represented groups
	Other specific groups
	Equalities & Diversity
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