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Communications Strategy

2010-2015
1. Context

North West Leicestershire is a predominantly rural district with two urban clusters of Coalville and Ashby de la Zouch.  The district covers an area of 27,933 hectares.  It shares borders with Hinckley and Bosworth, Charnwood, Rushcliffe, Erewash, South Derbyshire, Lichfield and North Warwickshire District Councils.  The largest proportions of the population live in the larger settlements of Coalville, Ashby, Castle Donington and Ibstock.
The district has grown rapidly in recent years and now comprises of over 37,000 homes of which the council owns and manages 4496.

Overall deprivation in the district is low compared to national standards, ranking 195 out of 354 (2004 IMD) but has the highest levels of deprivation of Leicestershire districts.  There are small pockets of more severe deprivation mainly focused on the areas of Greenhill and Measham Wards. 

Traditionally mining and extraction industry historically provided much of the employment for many of the district residents, however the with majority of the pits in the district closing during the 1980s and early 1990s, changes in employment patterns supported by various regeneration initiatives have seen a shift to a more varied workforce, including a rapidly developing logistics sector taking advantage of the districts excellent communications network with the M1 and the M42 in the district as well as East Midlands Airport.  Whilst the extract industry remains present in the employment base through quarrying and the Bardon Aggregates Industries, new high technology employers have also moved into the area.  

The development of the National Forest in the district has served to not only enhance the environment for local people but to bring in tourist revenue and an enhanced reputation for the district. 

2. Current Communication Methods
We currently deliver our face to face reception service from the Council’s main offices in Coalville as part of the corporate customer contact centre.  Our dedicated Customer Services Team, known as Housing Response, is able to respond to many enquiries from the public at first point of contact.  Telephone and e-mail enquiries are dealt with initially by the same team and resolved at first point of contact wherever possible.  

Enquiries of a specific nature are dealt with by the appropriate officer in one of the four teams in the service:

· Performance and Business Support

· Older Persons Service

· Repairs and Asset Management

· Housing Management

Officers will use the preferred method of communication expressed by the customer which include, telephone, e-mail and face to face discussions.

For all communication methods, we endeavour to use plain English and are able to provide written communication in alternative formats, including other languages, large print or audio, on request.

Our control centre, which is part of Housing Response, provides 24 hours per day, 7 day per week monitoring of community alarms in addition to an out of hours response service for other enquiries.  

More recently, we have looked at social media communications and customers are able to find out information through Facebook, Twitter and You Tube along with the more traditional method of the councils web site.  Future plans also include how we may utilise SMS messaging.
In addition to service delivery, customers are also encouraged to participate in shaping the future direction of the service along with monitoring performance.  The involvement opportunities are wide and varied and are detailed in appendix A. 
3. Communication Objectives (key messages)

For the period 2010 -2015, the communication objectives are:
· To involve residents and customers in developing a choice of communication methods to access the service with a particular emphasis on outcomes.
· To provide a range of communication methods which provide equal access to the Housing Service.
· To ensure training opportunities are available to front line employees to increase their knowledge and maximise the approach of right first time and reduce the number of avoidable contacts.
The Objectives complement the Housing Divisions Priorities of:

· Improved Outcomes For Customers
· Right First Time – Every Time
· Place Focused Services
· Demonstrating Value For Money In Everything We Do
4. Service Users
Service users interact with the Housing Division at a variety of levels throughout the organisation and in a variety of ways.  The list below includes internal and external customers, partner agencies and suppliers:
· Tenants & Leaseholders
· Residents

· Applicants

· Other District and County Council Departments

· Registered Social Landlords (RSLs)
· Police

· Advice Agencies (Citizens Advice Bureau)

· Voluntary Sector Organisations (Marlene Reid Centre, Age Concern)

· Contractors

· Software system suppliers

· Elected Members

5. Activities 2010 – 2015
The table below details the key activities planned for the period 2010 -2013 together with details of the Service Users affected.  A separate Communications Planner exists for each of the activities shown.
	Ref
	Activity
	Service Users
	Timescale

	001
	Introduction of Choice Based Lettings
	Tenants

Residents

Applicants

RSLs

Advice Agencies
	December 2010

	002
	Review of High Investment Needs Properties
	Tenants

Leaseholders

Residents

Applicants

RSLs

Other Council Departments
	December 2010

	003
	Development of Local Offers (TSA)
	Tenants
	March 2010

	004
	Planned Investment Programme
	Tenants

Contractors
	2010 - 2015

	005
	Review of Tenancy Agreement
	Tenants

Partner Agencies
	March 2011

	006
	Review of Policies and Procedures
	Tenants
Other Council Departments

Partner Agencies
	April 2010 - 2013

	007
	Development of ICT Strategy
	Housing Staff
Other Council Departments
	September 2010

	008
	Review of Customer Service Provision (Phase 1)
	Housing Staff
Other Council Departments
	September 2010

	009
	Development of Housing Business Plan
	Tenants

Other Council Departments

Partner Agencies
	March 2011

	010
	Delivery of the Aids & Adaptations Service
	Tenants

Other Council Departments

Partner Agencies
	March 2011

	011
	Preparation for the retendering of the Older Persons Service (Supporting People Contract)
	Housing Staff

Other Council Departments
	March 2011


6. Monitor & Review

This strategy will be monitored on an annual basis by the Housing Service Management Team and will be reviewed as part of the SMART plan for 2014/15.

Amanda Harper

Service Manager – Housing Management
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