Involvin_g Residents
The Win Win Factor

Christian Blackbeard
Housing Manager
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What about Sotial Housing

What choice do you give?
It’s a right pain isn’t it
Why are we bothering? They’ll only wreck It.

This Is better service than owners get so why
do they deserve more?

This Is just the latest fad, we’ll do the
minimum and wait a few years and it’ll be
forgotten....
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* [t Is a pain, but the commercial
companies do Iit, why?

* Should we?
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« The Commercial reasons are obvious.
* Soclal Housing?
1.Valued.

2.Reduced void spend?
3.Pride.

4.Sustainable tenancy.
5.VEM
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Chester and District HA

Communities Secretary — John Denham.
Signpost — Poole.

Mystery Shopping — W&P

Carricks Beacon Project
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Culture.

Devolve everything.
Say no, not I'll look Into It.

Surveys, focus groups and walk abouts

Develop a Neighbourhood approach not a
departmental approach

Profiling?
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Make your IT work.
Interface systems with the Contractor.
Cut down the Client Pre-Inspections.

Standardisation of Stock.
Contractors “donating” resources to residents

Sub Contractors are part of the service.
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Empowerment to all staff.

No blame culture — Rectify, Learn, Improve
Handyman schemes

One stop Shop for residents
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Roof replacement — Cavity & Loft insulation
Gas Servicing — Smoke detection inspection
Scaffolding — Tell everyone in the Company

Recharges — Contractors need to know policy
Sub-Contracting between Contractors
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Planned programme — Where is it?
One team — Neighbourhood approach.

Clear responsibilities.
Text Messaging, email, Facebook
Clear Service Standards
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Data capture
Trends In Job types
Trends In locality

Who's using the service — GIS
Links with Housing Management.
Average job costs

Benchmarking - Checkmate
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Neighbourhood feedback.

Realistic budget

Joint responsibility — Client/Contractor.
Regularly reviewed.

Easy to access and real time.

Publish the information.

Think how you can involve residents more.
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Mystery Shopping?
Do residents know what should be delivered?
Eyes and ears?

Any retired tradesman?
Void inspections?
Neighbourhood reps?
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Reward Schemes
Void incentives
Joint action

Target resources — Hot Spots
Make best use of a Planned programme

Staff suggestion schemes
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