Introduction
Welcome to our 2011 - 2012 Customer Involvement Statement. Our statement sets out how we intend to work with our customers during the forthcoming
year. 

We use the term customer to cover tenants, leaseholders and other Liverpool Mutual Homes (LMH) service users. Involvement means all activities and processes that LMH undertakes with customers to: 
• help us understand how customers want services to be provided 
• enable and empower customers to influence decision making at all levels 
• enable customers to get involved at a level and in ways they find suitable 

We are pleased with what we have achieved as a result of involving our customers in our Third year of operation. However, there is still more to be done to ensure customers have greater influence in how we provide and improve services. This year we will respond to new challenges set by the Tenant Services Authority our regulatory body by delivering on the promises made in our ‘local offers’. .
Our commitment
At LMH, we pride ourselves on being a tenant led organisation. We want as many customers as possible to be empowered and have the opportunity to influence how we shape and provide services. We acknowledge that we cannot be complacent and need to continue to enable as many customers as possible to get involved. We will do this by providing a new menu of opportunities to get involved and by going out and speaking to people living on our estates to get their views on the issues affecting their neighbourhood and what improvements they would like to see..
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 2011 - 2012  will be an exciting year for our customer involvement team who will be further developing our range of involvement opportunities, at all levels, that suit and meet all our customer needs. We will:-
• Work with community associations and partners to host a series of community bases events on estates across the city to promote involvement and pride
• measure the impact of community events and customer involvement, ensuring it has the maximum impact across our neighbourhoods and gives you our customers value for money
• continue to provide a Community Initiatives Fund to support activities in our neighbourhoods
• Work with partners for example The Police and Fire Service to seek external funding to enhance opportunities in our neighbourhoods
Use LMH TV to inform more customers about our services and encourage new customers to work with us
We have developed an action plan to ensure more young people have the opportunity to work with us to improve their opportunities to access work, training or education.  
Our aims
LMH aims to encourage customers from all sections of the community to get involved. We are seeking to maximise the opportunities for customers to become
involved and empowered in the decision-making processes of LMH at a level they feel comfortable with.

Key objectives for
Customer Involvement
• increase the range of opportunities for customers to scrutinise and get involved.
• ensure appropriate support is provided for customers to get involved 
• provide dedicated budgets to customer involvement
• provide customers with support, learning and development opportunities to help enhance their quality of life 
• ensure effective consultation and participation in all aspects of service improvement
• ensure all customers are consulted and kept inform on any changes to how LMH operates as a business 
• provide information that is comprehensive, customer approved and in plain language
• ensure all customer feedback is valued and is used to inform decision making and improve service delivery
• provide feedback on how services have been improved through the influence of customers
• ensure opportunities for involvement are accessible to all customers, whatever their needs
• contact customers who are not involved to identify what is preventing them from doing so, and discuss opportunities for involvement
• work with customers and partners to maximise internal and external resources to get value for money and the best outcomes for customers
• ensure all employees have the appropriate skills and knowledge to maximise outcomes in working with customers
How can customers get involved?
Our customer involvement structure is set out in our ‘menu of involvement’. The customer involvement structure is supported by a team of Customer Involvement Officers (CIOs) who work with all LMH teams and partner organisations to encourage them to work with customers. 

The CIOs are dedicated to promoting customer involvement amongst staff and customers and assist in supporting formal and informal customer involvement in all aspects of the design, delivery and scrutiny of our services. 
Promoting customer involvement
Presently we promote involvement through: 
LMH TV
• community events
• open days and exhibitions
• the LMH website
• leaflets available in our reception areas
• articles in our customer newsletter
• tenant handbook
• partner agencies and working
• LMH Community Initiative Fund (CIF)
• telephony and texting service

Successes in 2010/11 have included:-;
• supporting an increase in the number of Tenant and Resident Associations (TARAs)
· working with resident groups and partner agencies
·  Introducing initiatives to improve the environment and community safety within our neighbourhoods eg. Community Payback Scheme, the Home Office Good Neighbourhood Agreement, Local Lettings Policies and Local Housing Surgeries (mention Westminster and Rock Grove as examples)
· environmental/impact events and RESPECT weeks of action
· youth diversionary activities 
· funding an allotment for the Chinese community 
· Princess Trust (Beechwood / Wah Sing)
·  working with our supported housing residents to establish community  learning/engagement hubs  
· Funded just under 100 community initiative funded projects
· attracting over £400,000 worth of additional funds and resources to directly benefit our communities and neighbourhoods 
· CIH Training for three residents
· Customer Focus Groups looking at LMH Policies and procedures

Equal access to involvement
We are keen to ensure that we have a diverse and representative sample of the community on all our customer involvement structures and will strive to address barriers to involvement for under-represented groups. 






	Priorities for 2011 – 2012


	Priority
	Corporate Plan
Focus

	Progress
	Expected Impact
	Measure

	Review and strengthen framework of customer involvement to ensure
it fits with the Regulatory Body model
of co regulation. LMH can evidence that
customers have influenced all aspects
of service delivery and improvement
	
Improvement
Viability &
Strength
	
	Customer involvement framework which provides
opportunities for all customers to be involved that genuinely
influences how LMH delivers services
	Demonstrate customer
influence on service
improvements


	Use LMH Tenant Inspectors and Mystery Shoppers to influence
service delivery and improvement and LMH approach to co-regulation

	Viability &
Strength

	
	Service improved following input of Tenant Inspection and Mystery Shopping

	Demonstrate how
services have changed
as a result of Tenant
Inspection and
Mystery Shopping

	Identify customer groups who are not
engaging effectively with LMH and
develop an action plan to increase opportunities to influence

	Communities and Customers
	
	Targeted publicity at groups of customers not currently involved
to increase involvement among
hard to reach groups Increase in involvement across all diversity
strands
	Increased number
of customers
involved from
diverse backgrounds
Increased number of
customers involved from
diverse backgrounds

	Deliver our Tenant involvement and
empowerment Local Offer

	Communities and Customers

	
	Measurable performance based on customers needs Evidence customer involvement in setting
the local ‘involvement and empowerment’ offer
	LMH tenant
involvement and
empowerment offer in
place and communicated
to all customers

	Develop method of measuring the impact of the Community
Initiatives Fund

	Communities & Customers

	
	Tailored CIF criteria targeted to support/promote LMHs
Corporate Plan and nine key focuses as well as maximising
impact and demonstrating
increased Value for Money (VFM)

	Report assessing how
funded projects have
helped to support
LMH Corporate Plan
and impact of projects
and identifying trends
through feedback from
funded projects/groups
Informs the annual
review of grant and
criteria for expenditure

	
	
	
	
	

	Promote the role of LMH TV in expanding opportunities for customer engagement and involvement
	Communities & Customers

	
	More customers involved with LMH, an increase in involvement from young people and other excluded groups
	Numbers of customers using LMH TV to promote community events or as a source for developing skills in the media

	Deliver LMH’s Youth Engagement Strategy
	Communities & Customers

	
	Greater engagement with customers up to the age of 25 providing opportunities and advice around:-
Training and employment
Healthy living
Housing
Financisl inclusion 
	More sustainable tenancies, reduced ASB within communities evidence that young people have helped to shape services 



