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Customer Involvement Statement

All you need to know >



Aim
This statement outlines the Trust's commitment to customer involvement, sets out how customers will

be involved, consulted and informed, and how this will be resourced, measured, monitored and reviewed.

It lays the foundation for putting customers at the heart of delivering our services; outlines how the
Trust actively seeks customers’ views and how it responds to comments made, and supports the
government's aim to make local communities enjoyable places to live, now and in the future.

Your responsibilities

The Trust recognises that not all customers will wish to be involved in the same way. Some customers
will only want to be informed, others will want to be consulted, while others will want to be actively
involved in the decision-making process.

We respect all of these views and it will be for individuals and groups of customers to decide what level
and how you want to get involved.

Our menu of involvement includes:

Customers getting information via our newsletters, annual report, leaflets, website or
one off letters.

Customers volunteer their views by chatting with their area team or by filling in a
compliments, complaints and enquiries form.

Customers asked for their views via our Annual Customer Satisfaction Survey, Service Specific
Surveys or Street Representatives.

Customers consulted via the Customer Panel, AGM, Annual Customer Consultative Events,
Tenant and Resident Associations.

Customers discuss, negotiate and agree decisions through the Editorial Panel or working groups.

Getting involved in joint management via Customer Inspectors and Improvement Scheme Liaison
Meetings.

Customers choose from a set of options such as choice of improvement work fittings.
Customers in control of decision-making through Board Membership and Committee Membership.

Resources

To help support Customer Involvement we employ a Customer Involvement Manager, four Customer Liaison
Officers and a Customer Services Support Officer. The team also receives additional support from 9.5
Housing Officers and the Area Teams management structure. An annual budget of £237,750 is allocated.




Support

The Trust is committed to responding to the diversity of its community to make sure all users, or potential
users, have fair and equal access to customer involvement opportunities.

Examples of this can include:

® Providing a range of support to help customers with specific needs get involved such as childcare / carers
allowance, using an accessible venue or translating information.

® Providing information in the first language of minority groups.

This statement has been

developed, produced and

® Meeting the needs of those with visual or hearing impairments at agreed with our customers.
meetings and in all communication material.

® Having translation services available.

Recording, Reviewing and Monitoring

What you tell us is important so Trust employees will use Customer Involvement Monitoring Forms to record
involvement opportunities and events. These forms will be collated, analysed quarterly and reported to the
Senior Management Team and Customer Services Commitee to show the effect of customer involvement.

Findings will be shared with customers at the Annual Customer Consultation Events where there will also be
opportunities for new customers to get involved.

This statement will be reviewed annually by the Customer Panel, the Tenant and
Resident Associations and the Customer Involvement Working Group to identify what
difference involvement has made to the Trust services.

Supporting documents

This document provides a summary of the Trust's commitment to customer involvement further details can
be found in the Corporate Plan, Customer Involvement Strategy and Customer Involvement Agreement
(compact)

/Contact details )

If you would like more information regarding customer involvement please call in at you Local Office
or contact:

Runcorn Area Office  Simms Cross Area Office  Ditton Area Office Customer Involvement Team
\0151 510 5027 0151 510 5026 0151 510 5025 0151 510 5180 j




This document can be provided in large print, audio, electronic and Braille formats.
We are also RNID Typetalk compatible.
If you require this information in another language, please ring 0151 510 5000.
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Jesli chcieliby Panstwo otrzymac powyzsze informacje w innym jezyku prosimy
zadzwonic pod numer 0151 510 5000
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Delivering quality and excellence for all

How to contact us

Halton Housing Trust, Daresbury Point, Green Wood Drive, Manor Park, Runcorn, Cheshire WA7 1UG
Telephone: 0151 510 5000 Fax: 0151 510 5100
email: info@haltonhousing.org  website: www.haltonhousing.org

Company registration number: 5099862  Registered charity number: 1111346 Housing Corporation Registration: L4456

To report a repair call freephone 0800 195 3172






