[image: image1.jpg]Il Riverside /_\
Mersey South@k
Scrutiny Panel




Information for Riverside Tenants

Evaluation and Updates on Scrutiny Reports

Tenants Scrutiny Panel (Mersey South)

The role of the Mersey South Scrutiny Panel is to provide robust tenant scrutiny of housing services within the Division, acting as Riverside’s ‘critical friends’.
This is an evaluation and update on the following Scrutiny Reports:

· Service Charges

· Anti-Social Behaviour

· Responsive Repairs

It is important that we update our fellow tenants on the progress of the recommendations we have  made within the scrutiny reports whose aim was to improve services for tenants and add value for money.

It is also important to have a system for consistent and evidence-based feedback which the following evaluation report provides. We hope the tenants of Riverside will contact their Scrutiny Panel with any issues arising from these updates.

Services Charges
	Recommendations

	Updates from Service Managers

	1. Put in place a delivery plan for implementing the recommendations of the Service Review Project within Mersey South.
2. Have a rolling plan for the work of the Divisional Services Team. Set targets which go beyond the number of inspections completed and which measure systematically the quality of the service being delivered to residents and resident satisfaction. 
3. Introduce attendance registers for weekly and monthly contractors. Monitor them carefully and report to residents.
4. Put in place a robust programme for informing and involving tenants in the monitoring and evaluation of services, including on cost and quality. 
5. Carry out an Equalities Impact Assessment on service charges. Include looking at people’s ability to pay in the context of welfare reform
6. Review the way Communal Area Officer inspection reports are completed and the information used. Introduce a procedure for sharing the reports with the appropriate Neighbourhood Managers and residents.  

7. Review how contractors are procured in Mersey South. Ensure residents are involved in setting specifications and selecting contractors and shift the focus towards achieving greater social value. 

8. Collect, analyse and use resident feedback more effectively to review the service and the performance of contractors. Develop survey methodology to broaden the response (e.g. by using social media in addition to postal surveys), invite more immediate feedback, perhaps by text, social media or feedback cards (similar to those used by hotels).

9. Although informal meetings with contractors have their benefits a more structured approach with recorded minutes is needed for transparency.


	
A new Communal Area Management procedure has been produced and was formally launched at end March 2014.

Reporting back includes monthly feedback to the management team, neighbourhood managers and locally at neighbourhood team meetings to colleagues. The team also attends neighbourhood services panel meetings, resident forums and surgeries.  

This has been introduced across all blocks in all neighbourhoods
A detailed I&E account breakdown is sent to each tenant paying a service charge in September. This tells the tenant what they are paying for in a structured and simple format - 

An Equalities Impact Assessment was carried out on service charges as part of the Group service charge review project.  Service charges are eligible under the new universal credit rules.
A new procedure, inspection forms and process for fire safety item removal was launched in March 2014.

Any issues that are raised by tenants are dealt with on an individual basis and officers will communicate via letter, phone, in person or by e-mail. All information recorded on inspection sheets is acted upon.  Up-dates are given at local team meetings & monthly management meetings.

Tenants were recruited, trained and involved in the selection of the last procurement exercise that the Riverside Group undertook – the procurement of the Group wide cleaning contractor KGB.

A survey was carried out in March 2013; this is a planned annual survey that will be used to shape the service.  As a result of the feedback received the DST have carried out further consultation on the window cleaning service as the survey results showed high levels of dissatisfaction.
A formal meeting is held with contractors every month or every quarter depending on the service. There are recorded formal minutes available.


Evaluation:

This scrutiny followed a depth period of training for the panel and set the way forward.  
It also proved to be a crucial learning curve in understanding how services are managed, how statistical information is used by Riverside including tenant satisfaction and complaints, how Riverside communicates with tenants and increases value for money. 

Within this scrutiny review we found that following the completion of the report the Service Charges review project was superseded by the Communal Area Management (CAM) Modernization Project panel.

In response to recommendations mad by the panel the service has responded positively and although the process was difficult at times the scrutiny review has shown how the process can provide a mechanism for showing and developing value for money approach. 

Anti-Social Behaviour
	Recommendations
	Updates from Service Managers

	1. Despite a statement in Mersey South ASB strategy in establishing a tenant support group consisting of those who have been through the process, this has not been acted upon.  The panel recommends that this is addressed as soon as possible.

2. Tenant involvement is currently limited to                     ‘closing conversations’ at the completion of an ASB issue.  We saw no evidence to reflect that this information is utilized to inform policy and practice.  The panel recommends that this could be improved and better evidenced to show how services are informed. 

3. The introduction of a direct button at the Customer Service Centre (CSC) to report ASB to a dedicated and specifically trained team member.

4. The publication of results in tackling ASB on the       Riverside website and in the newsletter.  

5. The six month extension to the Making Waves contract is used primarily in the training of the Tenants Relation Team in the use of the resources and equipment.
	This recommendation was accepted and some work was carried out to look into how the proposal could work.  Mersey South does not have a ASB forum.  The stumbling block was identifying suitable tenants who could fulfill this role.
The process for closing conversations was introduced in 2012.  There is a general acknowledgement amongst divisions that a replacement feedback process is required and this is going to be reviewed in the next few months.
There is no specifically trained team member.  Anti-social behaviour can be reported via the website which is then picked up by the Customer Service Centre and reported to the appropriate member of staff.  This appears as a button on the front page of the Riverside website.

Publicising successful ASB cases and reporting of ASB are included regularly via newsletter and website.  
It has been decided that Riverside will support the Making Waves project beyond April 2016 so that the Making Waves victim coordinator is still in post.  Effectively the service is being funded jointly by Mersey North and Mersey South.  All the equipment is held securely and is being actively used.  Staff training on equipment has occurred especially on camera use by ASB staff.


Evaluation:

From the onset the manager for this service understood the process of scrutiny and welcomed the services offered by the panel to look at the ASB service provided to tenants.

An initial interview and informal discussion with the service manager proved very useful and set up a working relationship and access to relevant staff and tenants, statistics and policies from which we worked from.
From this scrutiny a number of recommendations were made from the panel which were welcomed from the service. 

The Scrutiny Panel understands that the nature of some ASB issues for tenants are extremely sensitive but we feel that the formation of a tenant forum would enhance and inform the work.  There should also be a system for feedback implemented as soon as possible that replaces ‘closing conversations’ – the panel will review this at a later date following the replacement feedback process that is planned.  Our recommendations were welcomed and agreed. We still follow the implementation and progress of these recommendations. 
Responsive Repairs
	Recommendations
	Updates from Service Managers

	1. Development of key indicators (KPI’s) relating to           repairs services.
2. Review Policy and Procedure.
3. Develop how Riverside collate and use quality management data related to the responsive repairs service and make best use of hand held technology available (PDA’s). This also covers recommendations 4 and 6. 

4. Develop better approach to tracking jobs
5. Monitor customer complaints and service     improvements

6. Re-introduce tenant panel
    7.  Review warning ‘triangle’ system
	System in place for performance data to be monitored and managed accordingly in real time.
Further feedback is being sought from the National Scrutiny Panel (NSC)
Evolve have now stopped collating the data via the PDA’s as Riverside are currently trialing a text survey system.
Riverside intends to start completing the pre and post inspections for high value works in April ’16. They now have two new Asset Officers, so from January 2016 these jobs are now being issued to Asset Officers for inspection.  The Asset Officers are using the customer satisfaction sheet issued by their Asset Standards Team.

Since the introduction of the DRS system in July 2015 the Customer Service Centre now has more information available to them in relation to the progression of jobs.  They are now able to access all notes relating to the job so they are better equipped to deal with customer queries at point of contact.
Monthly meetings are held with Evolve managers (core meetings) where all Key Performance Indicators (KPI’s) including customer contacts are discussed and reviewed to identify themes and service improvements.
Will train tenants to undertake pre and post inspection visits both with staff and independently and to collate customer feedback on the service.  Evolve will arrange for an operative to work with a tenant panel member to carry out post inspections from April 2016.  Evolve has committed to taking this forward once the tenants have been identified.
The Asset Service Team, Evolve and IT are working on technical issues to ensure the warning ‘triangle’ can be viewed.  Evolve have confirmed that this is to be communicated to operatives via tool box talks. 


Evaluation:
In our evaluation of the responsive repairs scrutiny review the Mersey South Scrutiny Panel are pleased that Riverside have taken on our recommendations, and that the new Asset Management Team are taking them forward and putting our recommendations into action to improve the service, reduce complaints and thereby provide value for money.  There are actions that have not yet been implemented or have passed their completion dates but we are confident that these issues will be completed once staff training and new computer technology is in place and working on developing a better approach to tracking jobs.

Summary
The scrutiny process has been a successful collaboration between the scrutiny panel, tenants and One Riverside. We have found out more about how services work, how they are delivered and who is responsible leading to valid recommendations and seeing them put into action. The scrutiny panel has grown as a team which has enabled us not only to put our training into positive action but to build confidence in the scrutiny process.
Important to the success of each scrutiny report has been the planning, methodology and use of the scoping document. This document sets the focus for a thorough and evidence based scrutiny, for example, on the policy, strategy and procedure of a service, what is offered to tenants and do they get value for money. Are regulatory and legal obligations being met, best practice, social value, and we explain why a particular service is being scrutinised.  The scoping document also lays out the documents and people the panel will request to see, sets the timetable for the scrutiny and the panel members who will be involved.    
Not all went well, especially in the early days of the panel, and lessons had to be learnt. For example, a negative response from some staff, mixed communication at different levels at Riverside about who we were and what our role was as part of co-regulation. We found as a panel that we had to improve our interviewing techniques, prepare questions in advance and stick to the agreed procedure.  We also had to guard against hidden agendas that could lead to hostile or disrespectful questioning not based on evidence. We also had to learn to understand the service we were scutinising in greater depth and also the roles of the staff we were interviewing and of whom we were requesting information and documents. Sometimes we felt that staff changes meant that Riverside’s commitment to the scrutiny panel was not always what had been promised,  but at all times the panel has sought to be Riverside’s ‘critical friend.’

Tenants leaving the scrutiny panel, or not being able to commit enough time, has put pressure on others members to complete pieces of work.  The hard work required for one large scrutiny report, for example, fell on a restricted scrutiny panel due to members not being available due to work commitments. This has highlighted the need to recruit more members from Mersey South – we now have just five members.  The panel stressed this in their Annual Report and the matter is advertised by the Riverside newsletter and website and also by the National Scrutiny Panel.

The panel is satisfied that positive outcomes have been achieved, as highlighted in the updates above. For example, from the Responsive Repairs Report/ recommendations policy and procedures were reviewed, updated or completely changed, a review of how the Customer Service Centre recorded its data, such as the tracking system for responsive repairs once a job was logged. This report also helped Riverside to review its working relationship with its partners, i.e. Evolve.
The panel feels that the scrutiny process can be improved. Accountability for the recommendations made are currently passed onto the Divisional Board however there has been no clear line of accountability as to what happens to those recommendations once they have been passed onto the Divisional Board. 
We are confident that we are going in the right direction with local scrutiny,  however we need to build on our experience and the network of communication we have set up to tie in with the National Scrutiny Panel and the New Neighbourhood Services Committee. We hope that all local scrutiny panels, whatever form they take in the future, will work together to demonstrate to Riverside the value of tenant involvement.

Our main purpose is that scrutiny reports/recommendations will benefit Riverside tenants. We feel that some of the changes that have come from scrutiny exercises are providing value for money. For example, by highlighting how Riverside could streamline services.
The principles for scrutiny are in place, changes have been made, but there are areas of concern from Riverside which have been addressed above, and as we go forward will make future scrutiny reviews even better. With follow up evidence and regular updates from service managers the process will be monitored more effectively.
Although the number of scrutiny members has reduced, we have a consistent group of volunteers who work well together and bring different experiences to the group. We have been on this journey together and have fine tuned our scrutiny skills as we have progressed with each scrutiny exercise. We expect to improve the scrutiny process by having terms of reference for the post scrutiny process, effective planning, clear definitions and new scrutiny panel members from across the Liverpool City Region.
We would like to thank One Riverside for their co-operation and positive attitude towards the scrutiny process.
Useful Contacts

www.riverside.org.uk
email: info@riverside.org.uk

Follow us on Twitter @RiversideUK

Customer Service Centre
24 hours, 365 days a year, 

so you can call at the weekend 

or even Christmas Day
0345 111 0000
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