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TENANT ASSESSOR D.I.Y. TRAINING RESOURCE PACK 
1
BACKGROUND TO THE RESOURCE PACK

1.1
How the pack was developed

This pack has been developed and piloted as part of a Tenant Empowerment Grant project funded by the Welsh Assembly Government through the Chartered Institute of Housing Cymru.

The project was run by a working group made up of three tenants and a staff member from each of four associations.  The associations were Cynon Taf Community Housing Group, Hafod Housing Association, Merthyr Tydfil Housing Association and Rhondda Housing Association.  The TEG agent was Monica Keeble of Rowan Associates.

The aim of the project was to develop and train a team of tenant assessors to cross check the services of each other’s landlords to find out how well these are working

1.5
How the work was carried out

The work was carried out between January 2010 and December 2011.  The key areas of work are set out below.

· Four discussion groups were held, one in each housing association.  A total of 36 tenants gave their views on the following areas:

Priorities for areas of the service to be assessed in the pilot
Tenants were unanimous that their priorities for assessment were the 

repairs service and customer services assessed

Preferred assessment methods
Tenant preferences for methods of assessment were by telephone call to tenants to gather their views on the repairs service, and by mystery shopping phone calls and visits to offices, to assess customer services

What to include in training for tenant assessors
Tenants identified key areas that should be covered in the training of tenant assessors, which were all included in the training programme  

What to include in the tenant assessor code of conduct

The code of conduct for tenant assessors was developed to take  account of the views of tenants

· Two study visits were carried out to tenant assessors at Family and Newydd Housing Associations,  to find out how they check services and gather ideas.

· Research was carried out to gather examples of tenant assessment in other organisations across the UK.

· Training materials were developed and piloted with tenants and staff on the TEG working group.  Tenants taking part in the pilot training said that they preferred to have a short day which was not too tiring and which fitted in with their other commitments such as part time jobs and childcare. All training took place between 10.00am and 3.00pm.   Tea, coffee, biscuits and cakes were provided throughout the day, together with a buffet lunch.

· Pilot assessments of the day to day repairs and the customer care services were carried out by tenant assessors across the 4 organisations.  The organisations worked in pairs, with the tenant assessors in each, assessing the other’s services.

· The Pack was used to carry out two 3 day training programmes, facilitated by trained tenant assessors and staff to  train new assessors.  The organisations worked in pairs – Cynon Taf and Merthyr HA and Hafod and Rhondda HA - to train 13 new assessors, resulting in a total team across the 4 organisations of 22 tenant assessors.

· A second edition of the pack was produced to take account of lessons learned during the training and make appropriate revisions to ensure that the pack is as user friendly and accessible to use as possible.

2
INTRODUCTION TO THE RESOURCE PACK

2.1
Who the pack is for


The pack is intended for use by tenant assessors and staff of social landlords to help them to provide in house training for new tenant assessors in their organisations, so that they can take part in checking services to gather feedback and ideas for improvements.

In order that the opportunity to become a tenant assessor can be open to as many tenants as possible, the materials have been developed to be accessible to those who may not be currently involved in tenant participation activities, may not used to formal training and meetings, or who may not be confident in their writing skills.  

The training materials are designed to be delivered by staff and trained tenant assessors.  They include comprehensive guidance notes to help those who may not be familiar with facilitating training.


2.2      What is in the pack

The pack provides suggested programmes for 3 training days.  The resources include: 

· presentations

· discussion topics

· quizzes

· role play scenarios 

· recording templates for carrying out practice assessments

· information handouts 

Guidance notes are provided for all activities.  

The following types of assessment are covered in the pack:

· making telephone calls to tenants to gather their views

· making mystery shopping telephone calls to staff

· carrying out mystery shopping visits to organisations’ offices

Assessment of two areas of the service are covered in the pack.  These are:

· day to day repairs service

· customer services 

2.2
Structure of pack
The pack includes 

· materials and guidance notes for a pre-training mystery shopping exercise 

· programmes for 3 training days    

· guidance notes for delivering each activity.  These are colour coded in yellow

· all the materials needed to carry out the activities  

· appendices including examples of a confidentiality agreement and a code of conduct

4 separate files accompany this pack.  These include:

· Powerpoint presentations for use during the training days

· Publisher files containing examples of ID cards and tenant assessor certificates

3
PRE TRAINING EXERCISE 

Practice mystery shopping 

3.1
The aims and benefits of the practice mystery shopping

The aims of the practice are to help trainee assessors to prepare for future mystery shopping as members of the Tenant Assessment Team and to act as an ice breaker so that trained tenant assessors, staff and trainee assessors can meet before the training.  It is recommended that the practice session is followed by lunch so that everyone has the chance to get to know each other.  The practice mystery shopping helps assessors to:

· work together as a team 

· get some practice and confidence as a mystery shopper

· be observant and notice the details of what makes up a good (or bad) shop

· work through sets of questions and find the answers

· get used to recording information and comments on response forms
3.2
Background to the practice mystery shopping carried out in the TEG

We carried out our practice mystery shopping mornings at Cyfartha Retail Park in Merthyr Tydfil and at Llantrisant Retail Park in Talbot Green.  In Merthyr, we met at McDonalds for coffee and a briefing, going through the recording templates, identifying what to look for and the tasks to be undertaken.  In Llantrisant we finished the shop with lunch in Marks and Spencers.

For the shop we divided into 4 teams with 3 or 4 people in each team, including a staff member.  

Each team undertook 2 mystery shops and had to ask assistants in each shop to be directed to specific items.  The teams then met back in the car park and completed their assessment forms in staff cars.  

Feedback from tenants showed that they enjoyed the practice and found it a useful introduction to the course.

3.3      Time allowed for the practice mystery shopping

The mystery shopping exercise takes about one and a half hours excluding lunch.  This can be broken down into approximate timings as follows:

· three quarters of an hour for coffee and briefing (this could be done in an office if preferred)

· half an hour to carry out the mystery shopping exercise

· a quarter of an hour to complete the assessment forms.

3.4      Preparation and materials required

The following preparation is needed to carry out the mystery shopping exercise:

· a previsit by a staff member and/or trained tenant assessor to the retail park to choose suitable shops for the team

· tasks for each team to be identified, written down and provided to each team on the day 

· two copies of the recording template and a pen to be provided for each tenant assessor on the day 
PRE TRAINING EXERCISE:  PRACTICE MYSTERY SHOPPING

Example of tasks set for each team of mystery shoppers

Each team should find an assistant in each shop and ask to be directed to the items below.  They should not buy the items!

Team 1 

Currys





B and Q

Digital radio under £30



Handfork and trowel

Blank CDs





Red bathroom paint

Team 2

B and Q





JD Sports

Blue bathmat




Rainbow coloured shoe laces

Wallflower plants




Table tennis balls

Team 3 

Boots





B and Q

Adapter plug for USA and Canada

Electric screwdriver

Handcream for sensitive skin         

Brass door handle

Team 4 

B and Q





JD  Sports

Small LED torch




Rainbow coloured shoe laces

WD 40JD Sports




Table tennis balls

Recording template for mystery shopping of retail park

Name of Tenant Assessor…………..…………………………………………………………………………….
	1    Background information
	Date 
	Time
	Name of shop

	Please write down the date and time you did your shopping, and the name of the shop you visited
	
	
	

	

	2    Outside the shop
	[image: image1.png]



Yes
	[image: image2.png]



 No 
	Any comments[image: image3.png]




	Was the area outside the store clean and free from litter?
	
	
	

	Was the name of the shop clear and easy to see?
	
	
	

	Did the look of the front of the shop make you want to go inside?
	
	
	

	Any other comments?



	

	3        Inside the shop
	[image: image4.png]



Yes
	[image: image5.png]



 No
	Any comments[image: image6.png]




	Did anyone greet you as you went into the shop?
	
	
	

	Did the atmosphere feel welcoming and friendly?
	
	
	

	Was the shop clean and tidy?
	
	
	

	Was the lighting bright enough? (or too bright?)
	
	
	

	Was there music playing? (was it too loud, too soft?)
	
	
	

	Was it easy to see where everything was?
	
	
	

	Were the prices clearly marked?
	
	
	

	Were there clear signs to different areas of the store and to the checkouts?
	
	
	

	Any other comments?



	

	4     Customer service
	[image: image7.png]



Yes
	[image: image8.png]



 No
	Any comments[image: image9.png]




	Were you asked if you needed help?
	
	
	

	Was it easy to find an assistant?
	
	
	

	Were they polite and friendly?
	
	
	

	Did they speak clearly and in plain language?
	
	
	

	Did they know where to find what you wanted?
	
	
	

	Any other comments?

	

	5     Checkouts
	[image: image10.png]



Yes
	[image: image11.png]



 No
	Any comments[image: image12.png]




	Were the checkouts clearly marked and easy to find?
	
	
	

	Was there a queue of more than 3 people waiting to be served?
	
	
	

	Any other comments?

	
	
	
	

	6     Overall impressions
	[image: image13.png]



Yes
	[image: image14.png]



 No
	Any comments[image: image15.png]




	Did you find what you were looking for in the shop?
	
	
	

	Did you end up feeling good about shopping in the shop?
	
	
	

	Would you recommend the shop to your friends?
	
	
	

	Would you recommend any improvements to the shop?
	
	
	

	If you would recommend improvements, what would they be?



	Any other comments?


TRAINING DAY 1

Programme for training day 1

10.00         Arrivals, tea/coffee

10.15
        Activity 1:  

Introduction to the training course and the day

10.30          Activity 2:  Presentation 

                   How tenant assessment fits into Assembly Government policy 
10.45          Activitiy 3:  Whole group discussion 

                   What makes a good tenant assessor?  
11.00           Activity 4:  Presentation 
                    Data protection Act 1998 and Human Rights Act 1998. 

11.15
          Break

11.30           Activity 5:  Small group discussion 

                    Confidentiality agreement and code of conduct. 

12.0 Activity 6:  whole group, individual signing 

                    Signing of confidentiality agreement and code of conduct

12.15            Activity 7:  Presentation 

                     How the day to day repairs service works in the organisation

12.030           Lunch

1.15              Activity 8:  Role playing in small groups

                     Telephoning tenants about the repairs service

2.030           Activity 9:  Whole group discussion

Issues arising from role plays 

2.45              Activity 10:  individual evaluation  

3.00             Finish 

GUIDANCE NOTES
TRAINING DAY 1  

Activity 1:  Introduction to the training day and the course
Description of activity

Information about practical arrangements for the day.  

An introduction to the day and to the course, providing information for participants about what will be covered.
Time allowed:


15 minutes
Materials required:

Copies of the Programme

Copies of Information Handout 1:  Aim of the training day
Guidance for the activity

First the facilitator should ask everyone to introduce themselves, say which organisation they are from and whether they are a trained assessor, a trainee assessor or a staff member.

Then explain:

· fire escape procedures

· where the toilets are

· what the arrangements are for smokers

· how the day will be structured, including when breaks will be and when it will finish

· that there will be handouts on everything covered during the course so there is no need to write lots of notes

· that people should either turn off their mobile phones or put them on silent during the day

Then the facilitator will go through the aims of the training day and of the course

Information handout 1 can be used by the facilitator to introduce the course, and can be given out to participants at the end of the day.

Information Handout 1:
 Aim of the training days

The aim of the training 

The aim of the training days is to prepare the tenant assessors for carrying out tenant assessments through telephone interviews with tenants, mystery shopping by telephone and mystery shopping visits.

What we will learn during the training
During the three training days we will:

· gain an awareness of the importance of confidentiality and abiding by the code of conduct

· gain a basic awareness of

· equal opportunities and disability awareness

· health and safety and keeping safe

· where tenant assessment fits within WAG housing policy

· how tenant assessment fits into each association’s self assessment process

· how customer services and day to day repairs are organised in each organisation

· carry out practice role plays including:

· interviewing tenants on the telephone

· mystery shopping staff by telephone

· mystery shopping by visits

· become familiar with:

· recording information

· answering questions and knowing when to refer the person to someone else

· making sure that assessments are objective and fair

· learn how to respond to difficult situations, including people who:

· are awkward, suspicious or aggressive

· are too chatty and keep going off the point 

· are too shy and don’t give proper answers 

· ask questions or seek advice about their repair or something else to do with the housing association

· complain about staff, contractors or other tenants
GUIDANCE NOTES

TRAINING DAY 1

Activity 2:   Powerpoint presentation  – How tenant assessment fits into Assembly Government housing policy
Description of activity 

Powerpoint presentation

Materials required
Powerpoint presentation

Laptop computer

Screen (or blank wall)

Copies of the presentation for all participants
Time allowed

15 minutes

The copies of the presentation can be given out to participants at the end of the day

The slides for the Powerpoint presentation are included in a separate file accompanying this pack..

Guidance for activity
Explain that this is a presentation to show tenant assessors how tenant assessment fits into the Welsh Government’s requirements for self assessment by social landlords.

The presentation provides an introduction to how tenant assessment fits into the Welsh Government’s document “Self Assessment – Guiding principles for housing associations in Wales”  and the Core Principles underpinning successful self assessment.

GUIDANCE NOTES

TRAINING DAY 1
Activity 3:  Whole group discussion “What makes a good tenant assessor?”
Description of activity

Whole group discussion with points recorded on a flipchart. 

Time allowed


15 minutes
Materials required
Flipchart and pen

Copies of Information handout 2:  What makes a good tenant assessor

(this should be given this out after the discussion not before!)

Guidance for the activity

Explain that we are going to spend some time looking at what makes a good tenant assessor.  We will be having a discussion about what people think makes a good tenant assessor and recording their comments on a flipchart..   
The facilitator can record people’s points on a flipchart

The Information handout can be used by the facilitator to prompt discussions and given out to participants at the end of the day.

Information Handout 2:  What makes a good tenant assessor? 

A good tenant assessor is someone who:
· treats all information they receive as confidential to their team

· is positive, looks for the successes and good points as well as any problems or failings

· is friendly, polite and respectful to everyone they come into contact with 

· listens to what people say and gives them time to say it

· keeps an open mind till they have gathered all the facts

· is not judgemental, but tries to understand the concerns and circumstances of the people they come into contact with

· is fair and is not tougher on some people than on others
· records what they find accurately and honestly

· is professional and punctual
GUIDANCE NOTES

TRAINING DAY 1

Activity 4:  Powerpoint presentation  – Data Protection Act 1998 and Human Rights Act 1998
Description of activity

Powerpoint presentation

Materials required
Powerpoint presentation

Laptop computer

Screen (or blank wall)

Copies of the presentation for all participants
Time allowed
15 minutes
Guidance for activity

Explain that we are going to have a short presentation which provides an introduction to the key areas of the Data Protection Act and the Human Rights Act which are relevant to the work of tenant assessors.

Both these Acts are important to tenant assessors as they contain rights for people to have certain information kept confidential, and tenant assessors need to be aware of what to do with information they receive during their assessments.

After the presentation we will be dividing into small groups and looking at the tenant assessor confidentiality agreement and code of conduct that tenant assessors need to sign before they can undertake assessments.

The copies of the presentation can be given out to participants at the end of the day

The slides for the Powerpoint presentation are included in a separate file accompanying this pack.
GUIDANCE NOTES

TRAINING DAY 1  

Activity 5:  Small group discussion  – Confidentiality agreement and code 

                    of conduct
Description of activity

Small group discussion to go through the confidentiality agreement and code of conduct, followed by signing of two copies of both documents.

Materials required
1 copy for each participant of the organisation’s tenant assessor confidentiality agreement (an example of a confidentiality agreement  is provided in Appendix 1)
 1 copy for each participant of the organisation’s tenant assessor code of conduct (an example of a code of conduct  is provided in Appendix 2)
Time allowed
30 minutes 

Guidance for the activity

Introduction

Explain that we are going to divide into small groups to look at the tenant assessor confidentiality agreement and code of conduct and discuss what is in them.  All trained tenant assessors are expected to sign up to the confidentiality agreement and code of conduct.

Explain that participants are going to divide into small groups to go through the organisation’s confidentiality agreement and code of conduct, and that the group leader will answer any questions people may have.

Explain that before becoming approved tenant assessors, people will be asked to sign the confidentiality agreement and the code of conduct.  This will happen at the end of the group discussion when we all get back together into a big group. People will be asked to sign two copies. They will keep one copy and the landlord will keep the other.

Organisation

Divide participants into small groups of a maximum of 5 or 6 people in each group.  The groups should include a trained tenant assessor or staff member as leader of the group.

Provide all groups with one copy each of the code of conduct and the confidentiality agreement.

Ask the leader of the group to spend 5 minutes asking members of the group:

· why is it important to have a confidentiality agreement for tenant assessors?

· why is it is important to have a code of conduct for tenant assessors? 

Then the leader should take the group through each document and answer any questions people may have.  

Role of facilitator

While the groups are discussing the documents, the facilitator should go round the groups and help with any queries or concerns there may be.  

The facilitator should remind group leaders that they may want to move on to discussing the code of conduct after about 10 minutes.
GUIDANCE NOTES

TRAINING DAY 1  

Activity 6:  Whole Group Activity

                   Individual signing of Confidentiality Agreement and Code of  

                   Conduct 

Description of activity
Signing of two copies of the Confidentiality Agreement and Code of Conduct by all trainee assessors.

Materials required

2 copies each of the Confidentiality Agreement.

2 copies each of the Code of Conduct.

A pen for each trainee assessor.

Time Allowed

15 minutes

Guidance for Activity

Explain that:
Before becoming approved tenant assessors, people are required to sign the confidentiality agreement and the code of conduct.  Each person should complete the questions on each document and sign two copies. They will keep one copy and the landlord will keep the other.

Trained assessors and staff members can assist trainee assessors to complete  the documents if they need help.
GUIDANCE NOTES

TRAINING DAY 1  

Activity 7:  Presentation and discusion

                   How the day to day repairs service works in the organisation

Description of activity

A presentation giving information about how the day to day repairs service works in the organisation, followed by questions and discussion

Materials required
Powerpoint presentation (not provided)
Laptop computer

Screen (or blank wall)

Copies of the presentation for all participants
Time allowed

30 minutes

Guidance for the Activity

Introduction

Explain that: 

In the afternoon we will be doing some practice role plays to talk to tenants about their experiences of the repairs service.  Before we do this, we need to know how the repairs service works in their organisation.  We are going to have a short presentation about this from the organisation/s.  Then people can ask questions.

Suggested framework for staff  preparing the presentation

A suggested framework for the structure of the presentation is included below.

· How do tenants usually report repairs?

 

· Who do tenants usually speak to when they report repairs? 

(eg maintenance/reception, contractor etc.?)

 

· what sort of information are tenants asked for when they report a repair?

 

· What happens next? 

eg

· are tenants told about timescales

· are they given an appointment by the person they talk to

· do they get contacted by the contractor/or maintenance dept with an appointment at a later date?

· does a contractor call to do the repair without making an appointment?

· How does the organisation find out if the repair was carried out satisfactorily?
GUIDANCE NOTES

TRAINING DAY 1

Activity 8:  Role play, telephoning tenants about the repairs service
Description of activity

Role playing in small groups to enable participants to practice interviewing tenants about their experiences of the repairs service and completing recording templates.

Materials required

1 copy each of the 4 repairs scenarios  for staff and trained tenant assessors

3 copies each of the recording templates for repairs phone calls for trainee assessors.  It is helpful if these can be printed back to back on A3 paper with the introductory page on a separate A4 sheet, so that trainees can see as many questions at once on the recording templates.

A pen for each trainee assessor
Time allowed

 75 minutes

Guidance for activity

Introduction

Explain that: 

We are going to divide into small groups, practicing interviewing tenants about their experiences of the repairs service and recording their answers on the forms provided.  

Trainee assessors will be taking it in turns to do the interviewing and recording.  Trained assessors and staff will be taking it in turns to pretend to be the tenants interviewed.  They will be using different situations to pretend to be different tenants with different concerns.

Before we start, trainee assessors can take a few minutes to read through the questions so they know what they are going to be asking.
Organisation

Divide participants into groups or 3 or 4 people.  Each group should contain at least 2 trainee assessors and at least one trained assessor and/or staff member.  Appoint one of the trained assessors or staff member as facilitator of the group.

The trainee assessors should have at least 3 recording templates each and a pen.  The trained assessors and staff should have copies of the scenarios for the role plays.  

The facilitator should ask the trainee assessors to spend ten minutes reading the recording template to familiarise themselves with the questions.  Then they should choose who is going to do the first interview,and who is going to record the information.  

Ask the trained assessors and/or staff member to choose which scenarios they are going to use to be interviewed.

Explain that:

· trainee assessors can skip questions on the recording templaces or go back to them, if the person being interviewed answers more than one question at a time  

· everyone is very nervous during their first role plays but that by the end of the training they will be much more confident

· If the person being interviewed asks for help with any other matter, the trainee assessor needs to explain that they are a tenant assessor and that they are not able to help with any problems or give out their phone number. They should suggest that the tenant phones their housing association for help and advice

If necessary, a trained assessor or staff member can support the trainee recording the information to start with.

TRAINING DAY 1:  ACTIVITY 8

ROLE PLAYS – Telephoning tenants about the repairs service
Scenario 1 – repairs service 

About you

You live alone in sheltered housing.  

You are a bit lonely and like to have a good chat.

About your repair
 

A faulty electric socket in your living room. 

The socket didn’t work so you couldn’t use your TV.  

You were worried that the electrics might be dangerous. 

Your experience

You are not very happy with the way the repair was carried out because:

· nobody contacted you to tell you what was happening or when the contractor would visit

· When a contractor did turn up, he didn’t make an appointment and you were out.  He put a card through your letter box asking you to ring him
Extra things to talk about at the end of the interview:

You have asked your housing officer to help you get another housing association flat in Swansea so you can be nearer to your son, but so far you haven’t heard anything.  

Can the Tenant Assessor find out what’s going on?

TRAINING DAY 1:  ACTIVITY 8

ROLE PLAYS – Telephoning tenants about the repairs service

Scenario 2 – repairs service
About you

You are a tenant living with your partner in a one bedroom flat.  

You are fed up with the housing association as you’ve had lots of repairs problems in the past (damp in the kitchen, and draughty windows in the living room).
About your repair

Your repair was to your central heating pump which had packed up.

You are not very happy with the way the repair was carried out because:

· although someone came on the arranged day and time,  he didn’t have the right part.  He had to go away and order the part.  

· you were without heating and hot water for 10 days.  

Extra things to talk about at the end of the interview

You blame your bad service on Fred, the maintenance officer. He has always been useless and never gets back to anybody.  

Can the Tenant Assessor make a complaint about Fred for you, as something needs to be done to sort him out.

TRAINING DAY 1:  ACTIVITY 8

ROLE PLAYS – Telephoning tenants about the repairs service

Scenario 3:  repairs service
About you

You are a single parent with 3 young children.  

You are a bit nervous that you won’t know the answers to some of the questions as you have only lived in your house for a couple of months. 

About your repair 

A back door out of the kitchen was sticking so that it wouldn’t shut properly.

You were very worried about the lack of security as you couldn’t shut your door at night.

Your experience
You are very happy with the housing association as 

· They were very polite and helpful when you called

· Someone came out the same day to fix the door
Extra things to talk about at the end of the interview

You are a bit worried about the big dog next door.  Your fence is broken down and the dog comes in your garden so you can’t let your children out to play. 

Can the Tenant Assessor help get the fence fixed?
TRAINING DAY 1:  ACTIVITY 8

ROLE PLAYS – Telephoning tenants about the repairs service

Scenario 4:  repairs service

About you

You are living with your partner in a 1 bedroom flat in a block.  The block was built some years ago and is a bit run down now.

About your repair 

You have had a window which wouldn’t open as it was stuck.  

It is in the kitchen so you couldn’t get any air into the room and it was a problem as the room steamed up when you did cooking.  

The other windows in your flat are all old and let in draughts.  You are fed up with it and want to have new ones. 

Your experience

You were happy because someone came and fixed the window quite quickly and they phoned first to tell you when they were coming.  

But when you told them that the other windows were going rotten and were draughty too, he said there was nothing he could do about them.

You are not very happy because the winter is coming and you still have draughty windows.  Last winter it was freezing in your flat, however much you heated the place it still didn’t feel properly warm.  

Extra things to talk about

How can the Assessor help you do to get your windows sorted out

Recording template for telephone calls to tenants about the repairs service

	           Tenant assessor’s name: 


	Tenant assessor’s 

housing association:                        

	Background information
	Date 
	Time
	Name of housing association assessed

	Please write down the date and time you carried out your assessment, and the name of housing association you assessed
	
	
	

	Introducing yourself

Good morning/afternoon Mr/Mrs/Ms…...  My name is……………………..

I am a Tenant Assessor. 

 I have been given your number by (name of tenant participation officer).  S/he sent you a letter explaining that I would be calling you to talk about the repairs service. The information you give me will be used to help improve (name of housing association) services to tenants.

All the information you give me will be treated as confidential to the Tenant Assessment Team and to (name of housing association).  Your name and contact details will not be used in the report we make.

I have some questions to ask you.  They will take about 15 minutes.  Is it ok to talk to you now?


	1   The first questions are about reporting repairs

	When did you last report a repair?
	

	What was the repair?
	

	How did you report your repair?
	


	
	[image: image16.png]



Yes
	[image: image17.png]



 No 

	If you report your repairs by telephone, is it easy to get put through to the right person in the maintenance department?
	
	

	When you get through to the maintenance department are the staff helpful?
	
	

	Do they give you their names?
	
	

	Do they ask you too many questions about your repair?
	
	

	Any comments[image: image18.png]





	Do you know what to do if you have a repair out of office hours?
	
	

	Do you know what to do if you have an emergency repair? (for example if you have a water or gas leak?)
	
	


	2   The next questions are about how you are kept informed about what is happening about your repair    

	
	[image: image19.png]



Yes
	[image: image20.png]



 No

	When you reported your repair did the person you spoke to give you a timescale or a date for completing the repair?  

(if the answer is No, go to question 4)
	
	

	Was the repair completed within the timescale given?
	
	

	If it wasn’t completed in the timescale, did someone let you know what was happening?
	
	

	Any comments[image: image21.png]





	3  The next questions are about appointments to carry out repairs    

	
	[image: image22.png]



Yes
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 No

	Was an appointment made with you to carry out the repair? (if the answer is No, go to question 5)
	
	

	Were you given a choice of days and times?
	
	

	Did the contractor arrive on the arranged day and time?
	
	

	If the contractor did not arrive at the arranged time and day, did someone contact you to let you know, and arrange a different appointment?
	
	

	Any comments[image: image24.png]





	4  The next questions are about the quality of work
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Yes
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 No

	Was the repair completed on the contractor’s first visit?

(if the answer is Yes, leave out the next question)
	
	

	If another visit had to be made, were you told when it would be?
	
	

	Was the repair completed to a good standard?
	
	

	Was the contractor polite and friendly?
	
	

	Did the contractor clean up after them?
	
	

	Any comments[image: image27.png]





	5    The last questions are about how happy you are with the repairs service

	
	Very happy
	Quite happy
	Not happy

	How happy were you with your repair?
	
	
	

	Any comments[image: image28.png]





	Do you have any suggestions for improvements to the repairs service?

	Any suggestions[image: image29.png]






	Saying goodbye

That is the end of the questions.

The information you gave will be used in the Tenant Assessors’ report to (name of housing association) to help to improve the repairs service.

Thank you very much for your time and for taking part in the tenant assessment of the repairs service.  




GUIDANCE NOTES

TRAINING DAY 1

Activity 9:  Whole group discussion.  Issues arising from the role plays

Description of activity

A whole group discussion to give feedback and discuss issues arising from the role play exercise on telephoning tenants about the repairs service.

Materials required
Information handout 3:  Ideas for dealing with common situations 
Time allowed

15 minutes

Guidance for activity

The facilitator for the day should ask everyone to return to the large group.

Then lead a general discussion asking how people found the role plays, using Information Handout 3 to answer any queries or address any problems.

Reassure trainee assessors that they will find the interviewing and recording much easier by the end of the course, and that everyone finds them difficult at first.

Information Handout 3:  Ideas for dealing with common situations

When you are talking to tenants on the telephone they may want to talk to you about things other than your questions.  

Below are some common situations and ideas for how you might deal with them. These are just suggestions to get you started, they are not set in stone.  As you get more experienced as a Tenant Assessor you will find your own ways of dealing with different situations.

1
People who are very chatty

Listen to them for a short while, then bring them back to your questions by saying something like

“Well, its lovely to chat to you, but I don’t want to take up too much of your time.  Please can we get back to talking about the questions now?”.

or

“Perhaps we could have more of a chat when I have finished asking you the questions?”

2
People who are nervous or shy 

Give them lots of time to answer, don’t hurry them.  

Reassure them that it doesn’t matter if they don’t know the answers to some of the questions.

Reassure them that there are no right or wrong answers, you just want them to tell you their experience of the repairs service.
3
People who want to complain about something

Some people will want to tell you about problems they might have with the housing association or with their neighbours or community and ask you for help to sort them out.  Listen politely and then explain that you can’t help because you don’t work for the housing association. You can say something like 

“I’m sorry to hear you are having problems with….but I’m afraid I can’t help as I am a Tenant Assessor and don’t work for the housing association”.

At the end you can suggest that they phone their housing officer to get help and advice.

4
People who want to complain about a members of staff or a contractor

Some people may be angry or upset with individual staff or contractors because of a bad experience.  It is important that you don’t agree with them about any complaint they might make against any member of staff or a contractor.

don’t discuss the complaint with them.

Explain that you can’t help because you are a tenant assessor and don’t work for the housing association.

You can say something like:

“I’m sorry to hear you are having problems with….but I’m afraid I can’t help as I am a Tenant Assessor and don’t work for the housing association”

You can suggest that if they are not happy with the way they have been treated, that they either 
· talk to their housing officer or to the staff member 

· talk to the staff member’s manager 

· make a formal complaint through the complaints procedure

GUIDANCE NOTES

TRAINING DAY 1 

Activity 10:   Individual Evaluation
Description of activity

An individual evaluation of training day 1 to get feedback on the day and information on any changes that may need to be made to future training.

Materials required
1 copy for each participant of the Evaluation Form for Training Day 1 
Time allowed

15 minutes

Guidance for the activity

Ask participants to complete the evaluation form so that their experiences can be used to improve training for future tenant assessors.

Ask them to give the completed form back to the facilitator before leaving.

Thank participants for attending and remind them of the date of the next training day.

Evaluation form for Training Day 1
Please complete the evaluation form and give any comments on the training.  Your feedback will be used to make improvements to future training of new tenant assessors.  Thank you.

​​​​​​________________________________________________________

Please tick one of the boxes below to say whether you are a:

· Trainee tenant assessor

· Trained tenant assessor

· Staff member
1
Presentation - How tenant assessment fits into Welsh Government housing policy  

    (please circle 1 answer on each of the 3 lines below)
Very useful     Quite useful      Not very useful      Not at all useful

         Easy to understand                      Difficult to understand            

         Interesting                 Boring         

Comments…………………………………………………………………..

          ……………………………………………………………………………….

2 
Presentation – Data Protection and Human Rights Acts

(please circle 1 answer on each of the 3 lines below)
Very useful        Quite useful       Not very useful        Not at all useful

 Easy to understand            Difficult to understand        

 Interesting             Boring

Comments………………………….………………………………

………………………………………………………………………

3      Confidentiality and code of conduct

        (please circle 1 answer on each of the 3 lines below)
Very useful        Quite useful      Not very useful         Not at all useful

Easy to understand          Difficult to understand           

Interesting             Boring

Comments…………………………………………………………

..………….…………………………………………………………

4
Role Plays  - repairs phone calls to tenants

(please circle 1 answer on each of the 3 lines below)
Very useful          Quite useful        Not very useful      Not at all useful

Easy to understand            Difficult to understand

Interesting                Boring

Comments…….……………………………………………………

…..……………..……………………………………………………

5
The length of the day was               

Too long             About right         Too short     

Comments…..………………………………………………………

6
The level of the training was            

About right             Too difficult                Too easy

Comments…………………………………………………………

7
What did you find most useful about the day

………………………………………………………….……………

…………………………………………….…………………………

8
What did you find least useful about the day?

………………………………………………………………………

………………………………………………………………………

9       How could the day be improved?

……………………………………..…………………………………

………………………………………………………………………

10     Do you have any other comments?

……………………………………………………………………….

……………………………………………………………..…………


THANK YOU FOR COMPLETING THE EVALUATION FORM

TRAINING DAY 2

Programme for training day 2

10.00          Arrivals, tea/coffee

10.15
        Activity 1:  

Introduction to the day
10.30          Activity 2:  Presentation

Equalities Act 2010  
10.45          Activity 3:  Quiz (in pairs) and whole group discussion
                   Equal opportunities awareness  

11.015        Break

11.030       Activity 4:  Quiz (in pairs) and whole group discussion 

                  Keeping safe

12.00        Activity 5:  Presentation 

                 How customer services work in the organisation

12.30        Lunch 

1.15
    Activity 6:  Role playing in small groups 

               Making mystery shopping telephone calls to customer services staff

2.30        Activity 7:  Whole group discussion 

               issues arising from role plays

2.045     Activity 8:  

               Individual evaluation

3.00        Finish

GUIDANCE NOTES
TRAINING DAY 2  

Activity 1:  Introduction to the training day 

Description of activity

Information about practical arrangements for the day.  

An introduction to the day, providing information for participants about what will be covered.

Materials required:

Copies of the programme for each participant

Time allowed:


15 minutes
Guidance for the activity

First explain:

· fire escape procedures

· where the toilets are

· what the arrangements are for smokers

· how the day will be structured, including when breaks will be and when it will finish

· that there will be handouts on everything covered during the course so there is no need to write lots of notes

· that people should either turn off their mobile phones or put them on silent during the day

Then ask everyone to introduce themselves and go through the programme for the day  

GUIDANCE NOTES

TRAINING DAY 2

Activity 2:  Presentation – Equality Act 2010

Description of activity

A presentation which provides an introduction to the key areas of the Equality Act relevant to the work of the tenant assessor.

Materials required
Powerpoint presentation

Laptop computer

Screen (or blank wall)

Copies of the presentation for all participants
Time allowed

15 minutes

Guidance for the Activity

Explain that:

The presentation gives an introduction to the key areas of the Equality Act.  All tenant assessors must treat everyone equally.  There will be a quiz on equalities following the presentation.
The copies of the presentation can be given out to participants at the end of the day

The 2 slides for this Powerpoint presentation are included a separate file as Presentation 3.
 
 

GUIDANCE NOTES

TRAINING DAY 2  

Activity 3:  Equal Opportunities quiz (in pairs) and whole group discussion

Description of activity

A quiz which raises awareness of the importance of equal opportunities and of using correct terminologies .

Materials required
A copy of the quiz for all participants

pens

A copy of the answers to the quiz for all participants (not to be given out beforehand!)

Time allowed

30 minutes

Guidance for the Activity
Ask participants to complete the quiz in pairs.  

Explain that the quiz is designed to raise awareness of using correct words and therefore includes some words which may be considered offensive.

Hand out a copy of the quiz to each participant with a pen.  Allow about 10/15 minutes for people to complete the questions.

Then ask people to score their quiz. Read out the questions one by one followed by the scores for the possible answers.  

After each answer discuss and respond to any queries or issues that people raise. 

Ask everyone to add up their scores

Ask people to shout out if they have 54 points (maximum score)

Then those with over 42 points

Under 42 points

Congratulate everyone on doing well.

End by handing out the answers to the quiz to everyone to keep as information.

 
QUIZ – EQUAL OPPORTUNITIES 

Please answer by ticking all the boxes which you think provide the right answers

1
Which of the following words are acceptable to use?

· a)  Handicapped

· b)  Children with special educational needs 

· c)  Spastic

· d)  People with disabilities

2
Which of the following words are acceptable to use?

· e)  Coloured

· f)   Black

· g)  Half caste

· h)  Mixed race

3
Which of the following words are acceptable to use?

· i)  Queer

· j)  Gay

· k)  Lesbian

· l)  Homosexual

4
Is the following statement true or false?
“It is better to speak with the companion, carer or sign language   

 interpreter rather than directly with the person with a disability as    

 they may not be able to understand you” 
· True

· False

5
Is the following statement true or false?
  “You don’t have to introduce yourself to someone who is blind,   

because they have really good memories and hearing ability and will remember and recognise your voice.” 

· True

· False

6
Is the following statement true or false?
“You should not pet a service or guide dog while they are 

working, because petting them will distract them from working.” 

· True

· False

7
Is the following statement true or false?
“Shouting at a person who is deaf will help them to hear you better”

· True

· False

8
What is meant by a hidden disability?   

· a)  Someone who hides at home because they are afraid to go 

               outside their house.   

· b)   A disability that is not obvious by looking at someone.   

· c)  There are no hidden disabilities.

9
Which of the following is an example of a hidden disability?   

· a)  autism   

· b)  ADHD (Attention Deficit Hyperactive Disorder)   

· c)  bipolar   

· d)  all of the above

10
If you cannot understand someone with a communication impairment, the best thing to do is…

· a)  Not to ask the person to repeat what they had said, 

               because you might offend them.   

· b)  Pretend you understood them and hope you guessed right 

              what they said

· c)  Politely ask the person to repeat what was said and repeat it   

               back to them, to make sure what you thought was said is 

               correct.
11
It is appropriate when talking with a person with a disability to…   
· a)  Lean on their wheelchair to have a friendly chat

· b)  Shake their hand when introducing yourself 

· c)  Start helping them without asking them first 

· d)  Ignore them unless they talk to you

ANSWERS TO QUIZ ABOUT EQUAL OPPORTUNITIES 

Give yourselves 3 points for each correct answer.

1
Which of the following words are acceptable to use? (disability)
The correct answers are b (children with special educational needs) and d (people with disabilities)
It is always better to refer to the person before referring to their  

condition

2
Which of the following words are acceptable to use? (race)
The correct answers are f (black) and h (mixed race)
‘Coloured’ used to be considered an acceptable term when describing somebody black.  However it is not ok nowadays to call someone coloured, as everyone is ‘coloured’ whatever colour that might be

3
Which of the following words are acceptable to use? (sexuality)
The correct answers are j (gay), k (lesbian) and l (homosexual)
4
Is the following statement true or false? (person with disability)
         The correct answer is a (false)

Always speak directly to the person with the disability, not to their companion or caregiver, even if the person has limited communication skills

5
Is the following statement true or false? (someone who is blind)
The correct answer is b (false)

6
Is the following statement true or false? (guide dogs)

The correct answer is c (true)  

7
Is the following statement true or false? (person who is deaf)

The correct answer is d (false)

8     What is meant by a hidden disability?   

        The correct answer is b
(a disability that is not obvious by looking)
9    Which of the following is an example of a hidden disability?                   

      The correct answers are all of them (a,b,c and d)

10    If you cannot understand someone with a communication   

      impairment, the best thing to do is 

      The correct answer is c (Politely ask the person to repeat what was   

       said and repeat it back to them, to make sure what you thought was  

       said is correct.)

11   It is appropriate when talking with a person with a disability to…         

      The correct answer is b

       People’s wheelchairs are their private space so don’t invade it.   

       Always ask someone if they would like help before offering it.

GUIDANCE NOTES

TRAINING DAY 2  

Activity 4:  Keeping Safe quiz (in pairs) and whole group discussion

Description of activity

A quiz which raises awareness of the important things to do to keep safe.

Materials required
A copy of the quiz for all participants

pens

A copy of the answers to the quiz for all participants
Time allowed

30 minutes

Guidance for the activity

Explain that 

The quiz is designed to raise people’s awareness of how to keep safe if they come across tricky situations.

Ask participants to complete the quiz in pairs.  

Hand out a copy of the quiz to each participant with a pen.  Allow about 10/15 minutes for people to complete the questions.

Then ask people to score their quiz. Read out the questions one by one followed by the scores for the possible answers.  

After each answer discuss and respond to any queries or issues that people raise. 

Ask everyone to add up their scores

Ask people to shout out if they have 24 points (maximum score)

Then those with over 18 points

Under 18 points

Congratulate everyone on doing well.

End by handing out the answers to the quiz to everyone to keep as information.

QUIZ  -  KEEPING SAFE 

Please answer by ticking all the boxes which you think provide the right answer/s

1
You get into a situation with an angry tenant who is starting to get aggressive. To stop the situation getting violent you should..
· a)  Make sure they know you are in charge by standing squarely in   

                front of them and putting your hands on your hips

· b)  Speak to them gently, slowly and clearly and stay calm

· c)   Make them listen by talking loudly and moving close to them in   
                order to intimidate them and make them calm down
2
What should you do in a potentially aggressive situation?

· a) Stay at least an arms lengths from the other person

· b) Put your hand on someone sympathetically, to try and calm  

                  them down

· c) Keep them talking by asking open questions, that is questions    

             that can’t be answered yes or no

3
Understanding about personal space is important because?

· a) If you stand too far away from someone they will think you are 

              not being friendly

· b) If you stand to close to someone, they will feel threatened and  

             may get aggressive

4
When communicating with someone what percentage of the   message do you think is communicated by the actual words you use, as opposed to your body language and tone of voice?

· a)  7%

· b) 38%

· c) 55%

5
Only one of the following statements is true. Which one?

· a)  Females are twice as likely to become a victim of violence as males

· b) Males are twice as likely to become a victim of violence as females

· c) Males are equally as likely to become a victim of violence as females
6
Only one of the following statements is true.  Which one?

· a)  40 - 65 year olds are most at risk from violent crime

· b)  16-24 year olds are most at risk of violent crime

· c)   people over 65 are most at risk of violent crime
7
Which of the following do you think is most likely to attract a

mugger?

· a) A ‘hoodie’ who has had a few drinks and is strolling down the 

             street listening to their ipod.

· b) Someone who has their bag slung across their shoulder and is 

              looking at what’s going on around them.

· c) Someone who is striding along with their hands swinging by  

             their side and their phone and purse in their inside pocket

(adapted from a quiz provided by the Suzie Lamplugh Trust)
SAFETY QUIZ - ANSWERS
Give yourselves 3 points for each answer you get correct.

Question 1

You get into a situation with an angry tenant who is starting to  

get aggressive. To stop the situation getting violent you should..

The correct answer is b

If you stay calm, speak slowly and clearly, and acknowledge the other

Person’s feelings, you are most likely to defuse the situation.

On the other hand, if you stand squarely in front of someone with hands on

hips, your body language is not being authoritarian it is being clearly

aggressive and would be likely to escalate any aggressive situation. 

Talking loudly and invading a person’s personal space are also aggressive signals and would have the same negative effect.

Question 2

What should you do in a potentially aggressive situation?
The correct answers are a and c
In a potentially aggressive or violent situation, avoid using physical contact

with the other person as this is likely to make them even more aggressive.

You might think you are putting a sympathetic hand on their shoulder but they are most likely to see it as invading their space, causing them to become more uptight and defensive.

To prevent to situation from escalating, make sure you give them their space

– stand at least two arms lengths away from them – and keep them talking;

getting them involved in a conversation is a useful tool for calming someone down.

Question 3

Understanding about personal space is important because?

The correct answers are a and b.
People feel threatened if they are crowded. Keep back or you may come

across as aggressive. It also means that you are out of their reach if they take a swing at you.

Question 4

When communicating with someone what percentage of the   message do you think is communicated by the actual words you use, as opposed to your body language and tone of voice?



The correct answer is a.

You communicate in three ways: Body language (55% of communication),

tone of voice (38% of communication) and words (only 7% of communication).

(The faciliator can effectively demonstrate this by looking angry, banging hard on the table with their fist and shouting “Its time for lunch now!” in a threatening manner..  After a pause, repeat the phrase but smile, do not use emphasis, use a friendly voice and speak at normal volume, with open palms extended towards the group.)

Question 5

Only one of the following statements is true. Which one?



The correct answer is b.

Statistics show that males are twice as likely to suffer from violence and

aggression than females

Question 6

Only one of the following statements is true.  Which one?


The correct answer is b.

Statistics show that 16 – 24 year olds are most at risk of violent crime

Question 7

Which of the following do you think is most likely to attract a

mugger?




The correct answer is a.

People who have been drinking make easy targets for thieves, as do those

who are distracted from what’s going on around them by listening to music.

Also, if you are wearing hoods/earphones you won’t hear anyone approaching from behind.

GUIDANCE NOTES

TRAINING DAY 2  

Activity 5:  Presentation 

How customer services work in the organisation

Description of activity

A presentation giving information about how customer services work in the organisation.

Materials required
Powerpoint presentation (not provided)
Laptop computer

Screen (or blank wall)

Copies of the presentation for all participants
Time allowed

30 minutes

Guidance for the activity

A suggested framework for preparing the presentation is included below.

The copies of the presentation can be given out to participants at the end of the day

Suggested framework for presentation 

· How is customer services organised?

      (eg is it a changing team, the same people every day etc)
 
· What are the main responsibilities of customer services staff?  
· What are staff expected to deal with themselves and what are they expected to refer on to another staff member? (eg are they expected to:)

· act as a reception point?

· provide information about how to apply for housing?

· take messages for other staff?

· give out information leaflets?

· report repairs?

·  inform people about progress on repairs?

· deal with queries on transfers?

· deal with queries on antisocial behaviour?

· anything else
TRAINING DAY 2:  ACTIVITY 6

Introduction to role plays

Description of activity

Role playing in small groups to enable participants to practice mystery shopping on the telephone of customer services, using a variety of scenarios.

Materials required

1 copy each of the 3 customer services scenarios for trainees 

3 copies each of the recording templates for telephone mystery shopping for all trainee assessors 

A pen for each trainee assessor
 Time allowed

 75 minutes

Guidance for activity
Divide participants into groups or 3 or 4 people.  Each group should include at least one trained tenant assessor and a staff member.

Give trainee assessors 1 copy each of the 4 mystery shopping scenarios and 3 copies each of the recording templates and a pen. 

Ask trainees to spend 10 minutes reading the scenarios and recording templates to familiarise themselves with the questions and the scenarios.

Explain that:

· The purpose of the role plays is to train tenants to act as mystery shoppers on the telephone, pretending to have a query, to find out what customer services is like in the organisation.

· Explain to trainees that the purpose of the exercise is ONLY to check whether customer services staff are polite and helpful and can refer the tenant to the right place to get help with their problem.  It is not to actually get the problem sorted out.

· The staff member will act the role of the customer services staff, and the trainees  will take it in turns to take the role of mystery shopper and to record the information.  The trained tenant assessors will support trainees to complete the recording templates both during and after the mystery shop.

· The trainee who is taking the role of the mystery shopper should choose one of the scenarios.  They can share this with everyone in the group except the staff member who is to be interviewed.

Mystery shopping of customer services by telephone

Scenario 1 – application for housing

You are a single person aged 46 with no children.  You don’t have a place of your own.  You are living temporarily with your parents, sleeping on their sofa.  

You want to know how to apply for a place with the housing association.

You moved back in with your parents after breaking up with your partner 3 months ago.  Your parents are living in a one bedroom flat.  They are both in their 70’s and not very well, and you are finding it hard as you need some privacy too.

End the call by thanking staff for the information and (if appropriate) say you’ll have a think about it and get back to them.
	Further information to be used if necessary during the phone call

	First name
	Use your own name

	Surname
	Griffiths

	Current address
	Use the housing association address

	Telephone no
	Use the housing association phone number 

	Date of birth
	18th March 1965

	Marital status
	Single, separated from partner, no children

	Employment status
	Unemployed for the last 4 months. 

(your last job was as an accounts clerk with a firm in Cardiff but you had to leave when you split up with your partner)

	Current housing situation
	You are staying with your elderly parents.  There is only 1 bedroom and you sleep on the sofa.  

You’ve been there for 3 months. There’s not enough room for everyone, you are all getting stressed.  Your parents aren’t well. They need their privacy and so do you. 

	Previous housing
	You rented a flat with your partner in Cardiff from a private landlord.  You moved out when you split up.

	Choice of area
	Anywhere near parents (choose an area where the housing association has properties)


Mystery shopping of customer care service by telephone

Scenario 2 – Making a complaint about anti social behaviour
You are a tenant on a housing association estate. You are really fed up with the behaviour of one of the other tenants.  

You want general advice about what the housing association can do about tenants who don’t behave properly.  You don’t want to give your address at this stage as you don’t want any trouble and your wife/husband didn’t really want you to ring. 

The other tenant is a nightmare.  There is drug dealing going on and people driving up at all hours of the night, slamming doors, shouting.  They have noisy parties too which keep all the neighbourhood awake.  

End the call by thanking staff for the information. Say you’ll think about it/discuss it with your wife/husband and may call them back.

	Further information to be used if necessary during the phone call

	First name
	I’d rather not give my name or address at the moment as I don’t want any trouble. I just need some general advice from you.

	Surname
	I’d rather not give it 

	Current address
	I’d rather not say 

	Telephone no
	I’d rather not give my number at this stage 

	Situation
	I’m really fed up about the behaviour of one of the other tenants.  There is drug dealing going on and people driving up at all hours of the night, shouting and slamming doors.  They have noisy parties too which keep everyone round here awake.  

Nobody wants to talk to the tenants about it as they are frightened about what they might do. They don’t want their windows smashed in.  The tenants have a big dog too which barks a lot and can be quite nasty.


Mystery shopping of customer care service by telephone

Scenario 3 –  Enquiry about applying for sheltered housing
You are EITHER 

a man/woman of about 70  OR 

enquiring on behalf of your auntie/uncle.   

You/auntie or uncle are living alone in a 2 bedroom flat belonging to a private landlord in (say an area where the housing association has homes).  You/they are thinking of applying for sheltered housing.  Can the staff tell you: 

· if the association has any sheltered housing?

· Where it is?

· how can you apply?

· how much sheltered housing costs?

End the call by thanking the staff for the information.  Say that you don’t want them to send out any information at the moment, you will have a think about it/pass on the information to your auntie or uncle and get back to them.

	Further information to be used if necessary during the phone call

	First name
	Use your own name

	Surname
	Jones

	Current address
	Address of your housing association

	Telephone no
	Phone number of your housing association

	Date of birth
	22nd July 1940

	Marital status
	A widow/widower

	Employment status
	Retired

	Current housing
	renting a 2 bedroom flat on the 2nd floor from a private landlord 

	Situation
	You/auntie or uncle are not very well (heart problems, arthritis) and would like to move to a sheltered housing flat with an alarm and no stairs to climb. 


Assessment of housing association customer care service – mystery shopping telephone call

	Tenant assessor’s name:


	Tenant Assessor’s housing association:

	1    Background information
	Date 
	Time
	Name of housing association

	Please write down the date and time you made your telephone call and the name of the housing association you called
	
	
	

	

	2    Phoning up
	Person

answered 
	Automated answering system
	Any comments[image: image30.png]




	Did a person answer the phone straight away or was there an automated answering system where you had to press options?
	
	
	

	
	[image: image31.png]



Yes
	[image: image32.png]



 No
	Any comments[image: image33.png]




	Was the phone answered in a reasonable time (within about 5 rings?)
	
	
	

	Did the person answering give you their name?
	
	
	

	Did the person answering ask if you were phoning from a mobile?
	
	
	

	If you said you were phoning from a mobile, did the person offer to phone you back?
	
	
	

	Any other comments?



	

	3        Speaking to the right person
	[image: image34.png]



Yes
	[image: image35.png]



 No
	Any comments[image: image36.png]




	Were you put on hold?
	
	
	

	Were you transferred to the right person as quickly as possible?
	
	
	

	If you were transferred, did you have to explain what you wanted all over again?
	
	
	

	If you were transferred, did you get a voicemail message rather than a person?
	
	
	

	Any other comments



	
	
	
	

	4  Staff attitudes
	[image: image37.png]



Yes
	[image: image38.png]



 No
	Any comments[image: image39.png]




	Was the person you spoke to friendly and polite?
	
	
	

	Did the person ask you too many questions?
	
	
	

	Did the person give you enough time to explain what you wanted?
	
	
	

	Any other comments?



	

	5   Information and communication
	[image: image40.png]



Yes
	[image: image41.png]



 No
	Any comments[image: image42.png]




	Was the person knowledgeable about the question you had?
	
	
	

	What information did the person give you?



	Did the person answer your question to your satisfaction?
	
	
	

	If the person could not answer your question, did they suggest where you might find the answer?
	
	
	

	

	6     Overall impressions
	[image: image43.png]



Yes
	[image: image44.png]



 No
	Any comments[image: image45.png]




	Did you feel that you had been treated with respect?
	
	
	

	Did you feel that staff had been interested in helping you?
	
	
	

	Overall did you feel good about the call?
	
	
	

	Any other comments




GUIDANCE NOTES

TRAINING DAY 2

 Activity 7:  whole group discussion
Description of activity

A whole group discussion to get feedback on the role playing exercise to mystery shop customer services staff and identify any issues arising from the exercise.

Materials required
None
Time allowed

15 minutes

Guidance for the activity
The facilitator should ask the group how they found the role playing exercise, identify any problems people had with the role play or recording and address any issues arising from the exercise.

It should be emphasised that the purpose of the role play is to assess the customer services rather than to get the problem presented in the scenarios sorted out.

GUIDANCE NOTES
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Activity 8:  Individual evaluation

Description of activity

An individual evaluation of training day 2 to get feedback on the day and information on any changes that may need to be made to future training.

Materials required
1 copy for each participant of the Evaluation Form for Training Day 2
Time allowed

15 minutes

Guidance for the activity

Ask participants to complete the evaluation form so that their experiences can be used to improve training for future tenant assessors.

Ask them to give the completed form back to the facilitator before leaving.

Thank participants for attending and remind them of the date of the next training day.

Evaluation for Training Day 2:  
Please complete the evaluation form and give any comments on the training.  Your feedback will be used to make improvements to future training of new tenant assessors.  Thank you.

Please start by ticking one of the boxes below:

· I am a tenant training to be an assessor

· I am a trained tenant assessor

· I am a staff member
______________________________________________________

1
Presentation:  Equality Act 2010 

    (please circle 1 answer on each of the 3 lines below)
Very useful     Quite useful      Not very useful       Not at all useful

         Easy to understand                      Difficult to understand            

         Interesting                 Boring         

Comments……….………………………………………………….

          ……………………………………………………………………….

2      Equal opportunities awareness quiz 

        (please circle 1 answer on each of the 3 lines below)
          Very useful        Quite useful      Not very useful     Not at all useful

          Easy to understand          Difficult to understand           

          Interesting             Boring

Comments………………………………………………………….

………….……………………………………………………………

3 
Keeping safe quiz 

(please circle 1 answer on each of the 3 lines below)
Very useful        Quite useful       Not very useful      Not at all useful

 
Easy to understand            Difficult to understand        

 Interesting             Boring

Comments………………………….………………………………

………………………………………………………………………

4
Presentation: How customer services works in the    

         organisation


(please circle 1 answer on each of the 3 lines below)


Very useful
     Quite useful
Not very useful    Not at all useful


Easy to understand

Difficult to understand


Interesting

Boring


Comments…………………………………………………………..


………………………………………………………………………..
5
Role Plays  - mystery shopping of customer services staff

(please circle 1 answer on each of the 3 lines below)
 Very useful         Quite useful      Not very useful     Not at all useful

 Easy to understand            Difficult to understand        

           Interesting                Boring

Comments…………………………………………………………

………………………………………………………………………

5
The length of the day was               

Too long             About right         Too short     

Comments…………………………………………………………

6
The level of the training was            

About right             Too difficult                Too easy

Comments…………………………………………………………

7
What did you find most useful about the day

………………………………………………………….……………

…………………………………………….…………………………

8
What did you find least useful about the day?

………………………………………………………………………

………………………………………………………………………

9       How could the day be improved?

……………………………………..……………………………….

………………………………………………………………………

10     Do you have any other comments?

………………………………………………………………………

……………………………………………………………..…………


THANK YOU FOR COMPLETING THE EVALUATION FORM
TRAINING DAY 3
Programme for training day 3

10.0 Arrivals, tea/coffee
10.15
        Activity 1:  

       
        Introduction to the day
10.30       Activity 2:  Presentation
                How tenant assessment fits into the association’s self  

               assessment process            

10.45       Activity 3:  small groups 

                Mystery shop visit to office 

11.00       Break

11.15       Activity 4:  small groups and whole group

Preparing reports on mystery shop visit to office 
11.45  Activity 5:  role plays in small groups

 Telephone calls to tenants about the repairs service

12.30       Lunch
1.15
      Activity 6:  small groups

                 Preparing reports on repairs service assessments

1.45      Activity 7:  whole group
Feedback 

2.0      Activity 8: 
What happens next (planning first real assessments)

2.015      Activity 9:
Individual evaluations

2.30         Activity 10:

Presentation of certificates and ID badges, tea and cakes

3.00
    Finish
GUIDANCE NOTES
TRAINING DAY 3:  

Activity 1:  Introduction to the training day

Description of activity

Information about practical arrangements for the day.  

An introduction to the day, providing information for participants about what will be covered.
Time allowed:


15 minutes
Materials required:

Copies of the programme for all participants

Guidance for the activity

First explain:

· fire escape procedures

· where the toilets are

· what the arrangements are for smokers

· how the day will be structured, including when breaks will be and when it will finish

· that there will be handouts on everything covered during the course so there is no need to write lots of notes

· that people should either turn off their mobile phones or put them on silent during the day

Then go through the programme for the day  

GUIDANCE NOTES
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Activity 2:  Presentation 

                   How tenant assessment fits into the association’s self    

                   assessment process

Description of activity

A presentation giving information about how tenant assessment fits into the association’s self assessment process.

Materials required
Powerpoint presentation (not provided)
Laptop computer

Screen (or blank wall)

Copies of the presentation for all participants
Time allowed

15 minutes

Guidance for the activity

A suggested framework for preparing the presentation is included below.

The copies of the presentation can be given out to participants at the end of the day

Suggested framework for presentation  
 

Current methods of assessment:

       explain the methods the association uses to carry out self assessment of services directly relating to tenants (you can focus on customer care and day to day repairs if that’s easier, or be more general)
 
        Who carries out the assessment?
 
        How often do assessments happen?
 
        How are the results reported and to whom?
 
        Who decides what will happen as a result of the assessment?
 
        Who decides what to do as a result of the assessment
 
        give examples of improvements made as a result of recent findings of     

       assessments

How tenant assessment will fit into current methods of assessment

· how will tenant assessments fit into the organisation’s self assessment methods?

· Who will consider the tenant assessors’ reports and decide what to do about their recommendations?

· How will all tenants get information about what the tenant assessors have found and recommended?

· How will all tenants get information about what the organisation has done as a result of the tenant assessors’ recommendations?

GUIDANCE NOTES
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Activity 3:  Office mystery shop (WHOLE GROUP)

Description of activity

Observation of the exterior of the association’s offices and the reception area, to assess customer services.  

Optional extra activity:  mystery shop customer services by using a scenario to ask for advice.
Materials required

1 copy for each participant of the recording template for mystery shopping of the reception areas 

Optional extra activity: 1 copy for each participant of each scenarios for the mystery shopping

A pen for each participant
Time allowed

15 minutes

(30 minutes if optional extra activity included)

Guidance for activity

Reception staff should be informed by the facilitator, in advance of the training day, that participants will be undertaking an observation exercise outside the building and in the reception area during the morning. 

If the optional extra activity is to be undertaken, they should be informed of this as well.

Optional extra activity:  depending on numbers of participants it may be possible to carry out a practice mystery shop of customer services staff by using scenarios provided.  However this may not be practical if the group is too large, or if the reception staff are unduly busy.

Divide participants into groups.

Give out 1 copy the recording template to each participant.  Each group should include a trained tenant assessor or a staff member.

Ask everyone to spend 5 minutes reading the recording template to familiarise themselves with the questions.  

Explain that:

· This is a practice mystery shop of the outside of the organisation’s offices and their reception area

· each group should take it in turns to assess the outside of the building and the inside, so that the reception area does not become too crowded

· participants must be sensitive to the needs of ‘real’ customers and avoid disturbing others using reception.

· After the shop each group should return to the training room to complete their recording templates about the shop.

· We will then have a practice at preparing a report on our mystery shop.

Assessment of housing association reception area – mystery shopping visit to office
	Tenant assessor’s name:


	Tenant assessor’s housing association:



	1    Background information
	Date 
	Time
	Name of housing association

assessed

	Please write down the date and time you did your assessment, 

and the name of the housing association you visited
	
	
	

	

	2    Purpose of office 
	[image: image46.png]



Yes
	[image: image47.png]



 No 
	Any comments[image: image48.png]




	Is it intended as a base for staff and as a place where tenants and others can drop in?     (If Yes, go to Question 3)
	
	
	

	Is it intended as a base for staff only, not as a place where tenants and others can drop in?
	
	
	

	If it is a base for staff only, is there a leaflet for tenants available explaining how they can contact staff?
	
	
	

	
	
	
	

	3     Location of office
	[image: image49.png]



Yes
	[image: image50.png]



 No 
	Any comments[image: image51.png]




	Is the office on a bus or other transport route?
	
	
	

	Is car parking available for visitors?
	
	
	

	Is disabled parking available?
	
	
	

	Is parent and child parking available?
	
	
	

	Is there disabled access to the office, suitable for wheelchair use?
	
	
	

	Is the area outside the office clean and tidy?
	
	
	

	Is the name of the housing association clear and easy to see?
	
	
	

	Any other comments



	


	4        Inside the reception area
	[image: image52.png]



Yes
	[image: image53.png]



 No
	Any comments[image: image54.png]




	Did anyone greet you when you went into the reception area?
	
	
	

	Did the atmosphere feel welcoming and friendly?
	
	
	

	Was the area clean and tidy?
	
	
	

	Were there information leaflets displayed?
	
	
	

	Was an interpreting service offered and clearly displayed?
	
	
	

	Were there chairs for visitors?
	
	
	

	Were there toys for children?
	
	
	

	Were there toilets available for visitors?
	
	
	

	If there were toilets available, did they have changing facilities for babies
	
	
	

	If there were toilets available, were they wheelchair accessible?
	
	
	

	Any other comments?



	PART 5 ARE QUESTIONS FOR OPTIONAL EXTRA ACTIVITY ONLY

	5     Reception service
	[image: image55.png]



Yes
	[image: image56.png]



 No
	Any comments[image: image57.png]




	Did you have to wait for a long time to speak to somebody?
	
	
	

	Did the person you spoke to have a name badge on?
	
	
	

	Was the person you spoke to polite and friendly?
	
	
	

	Did they speak in plain easy to understand language?
	
	
	

	Did they speak clearly and loudly enough?
	
	
	

	Did they listen to you and seem interested in helping you?
	
	
	

	Did they give you the information you asked for?
	
	
	

	If they could not give you the information you asked for, did they suggest any other ways you might get the information?
	
	
	

	Did you end up feeling that you had been treated with respect?
	
	
	

	Any other comments?



	

	6     Overall impressions
	[image: image58.png]



Yes
	[image: image59.png]



 No
	Any comments[image: image60.png]




	Did you end up feeling good about your visit?
	
	
	

	Would you recommend any improvements to the reception service?
	
	
	

	If you would recommend improvements, what would they be?




Scenario for optional extra activity, mystery shopping customer services reception staff

Scenario 1 – enquiry about housing for someone else 

You are enquiring about housing for your friend/sister/niece/ daughter She rents a 2 bedroom flat from (say the name of a housing association which is not the one you are visiting)
Your friend’s daughter has two boys aged 7 and 9. The 7 year old boy has autism. She wants to move away as she has been having trouble with her ex partner and their family who live nearby.  

She would like to move nearer to her parents so they can help her out with the children.  Her parents own their own flat, but they can’t have her to stay with them as they only have two bedrooms and already have another son living with them.

Can the housing association help her get a transfer over to (say the area of the housing association you are visiting)

Scenario for optional extra activity – mystery shopping customer services reception staff

Scenario 2  -  Enquiring about sheltered housing for someone else

You are making an enquiry about sheltered housing on behalf of your friend/relative.  They want to move to this area to be nearer their daughter/son son.  How would they go about applying?

Their daughter/son own their own house and lives in: (say the area of the housing association you are visiting)

Your friend/relative lives in a 1 bedroom housing association flat in:

(say the name of a housing association which is not the one you are visiting) 
Your friend/relative is about 70 and lives with their husband/wife.  Neither of them are very well.  One has a heart condition and the other has bad arthritis which means they find it hard to climb up stairs so would need to be on the ground floor or have a lift.

You don’t want to give their name and address at this stage.  You just want information you can take back to your friend/relative on how they would go about getting a sheltered housing place.

GUIDANCE NOTES
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Activity 4:  Preparing reports on assessments

Description of activity

An introduction to how to go about preparing reports on the assessments using a framework as a guide.

Materials required
Copy of Information Handout 4:  Writing up the results of assessments, for each participant

Completed recording template on mystery shop visit

Copy of  Report Template 3:  Mystery Shopping visit to offices, for each participant

Time allowed

30 minutes

Guidance for the activity

Provide each participant with a copy of the information handout Writing up the results of assessments, and Report template 3:  Mystery shopping visit to offices.

Ask participants to stay in the same group that they were with for the mystery shopping visit..

Explain that the handouts are designed to help assessors record the key findings from their assessments by using a report template  The use of a template to bring all the information together, means that assessors do not have to write long reports, which might put some people off training to be a tenant assessor.

Explain that the groups will be using the report template to record the things they found when carrying out their mystery shopping visit to the office.

Go through the information handout and the template, and answer any questions there might be.  

Note:  The resource pack also includes additional templates as follows:
· Report Template 1:  Phone Calls to Tenants to Assess the Day to Day Repairs Service

· Report Template 2:  Mystery Shopping telephone calls to Customer Services
Information Handout 4

Writing up the results
Immediately after the assessment

Look over the records you have made to check that:

· they include everything important

· you can understand the notes that you’ve made

· you can read your writing

Soon after the assessment (not longer than a week afterwards)

Get together to discuss what you have found out and what you recommend should be done.

Look at the information you have gathered and discuss and agree together:

· what was done well?

· what was not done so well or needs to be improved?

· what are the most important things to improve?

· put the things to improve in order of importance

· would you recommend any changes?

· what improvements or changes could be done quickly, easily and at little cost?
· what improvements or changes might take more time, discussion and/or money?
REPORT TEMPLATE 1:  PHONE CALLS TO TENANTS TO ASSESS THE DAY TO DAY REPAIRS SERVICE

Guide to writing up the results 

Use the following template to prepare your report on the information you found during the pilot assessments.

	1   INTRODUCTORY INFORMATION

	
	

	Name of housing association carrying out the assessment
	Name of housing association being assessed

	
	

	Date/s assessment took place
	Service assessed

	
	

	The method used to assess the service  
	Numbers of assessments made

	· phone calls to tenants
	· Number of phone calls made




2
WHAT WAS FOUND OUT DURING THE ASSESSMENT

	2.1  Reporting repairs

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.2   Being kept informed about what is happening to a repair

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.3  Making appointments to carry out repairs

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.4       Quality of work

	What was done well
	What was not done so well
	Any comments

	
	
	


3
IDEAS FOR MAKING IMPROVEMENTS OR CHANGES TO THE SERVICE

3.1   Improvements or changes which could be done quickly, easily and cheaply

…………………………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………………………..…..

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

……………………………………………………………………………………………………………………………………

3.2 Improvements or changes which might take more time, need more discussion or have additional  

         costs

……………………………………………………….……………………………………………………………………………

…………………………………………………………………………………………………………….………………………

……………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

……………………………………………………………………………………………………………………………………

4
NAMES OF TENANT ASSESSORS
Name…..………………………………………………………………………………………………………………………..

Name………………………………………..…………………………….…………………………………………………….

Name….…………………………………………………………………………………………………………………………

Name…………………………………………………………………………………………………………………………….

Date of assessment report…………………………………………………………………………………….………………

REPORT TEMPLATE 2:  MYSTERY SHOPPING PHONE CALLS TO CUSTOMER SERVICES

Guide to writing up the results 

Use the following template to prepare your report on the information you found during the pilot assessments.

	1   INTRODUCTORY INFORMATION

	
	

	Name of housing association carrying out the assessment
	Name of housing association being assessed

	
	

	Date assessment/s took place
	Service assessed

	
	

	The method used to assess the service  
	Numbers of assessments made

	· Mystery shopping phone calls to staff
	· Number of phone calls made




2
WHAT WAS FOUND OUT DURING THE ASSESSMENT

	2.1  Phoning up

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.2   Speaking to the right person

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.3  Staff attitudes

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.4       Information and Communication

	What was done well
	What was not done so well
	Any comments

	
	
	


3
IDEAS FOR MAKING IMPROVEMENTS OR CHANGES TO THE SERVICE

3.1   Improvements or changes which could be done quickly, easily and cheaply

…………………………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………………………..…..

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

3.3 Improvements or changes which might take more time, need more discussion or have additional  

         costs

……………………………………………………….……………………………………………………………………………

…………………………………………………………………………………………………………….………………………

……………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

4
NAMES OF TENANT ASSESSORS
Name…..………………………………………………………………………………………………………………………..

Name………………………………………..…………………………….…………………………………………………….

Name….…………………………………………………………………………………………………………………………

Name…………………………………………………………………………………………………………………………….

Date of report…………………………………………………………………………………………………………………..

REPORT TEMPLATE 3:   MYSTERY SHOPPING VISITS TO OFFICES

Guide to writing up the results 

Use the following template to prepare your report on the information you found during the pilot assessments.

	1   INTRODUCTORY INFORMATION

	
	

	Name of housing association carrying out the assessment
	Name of housing association being assessed

	
	

	Date assessment/s took place
	Service assessed

	
	

	The method used to assess the service  
	Numbers of assessments made

	· Mystery shopping visit to office and customer services
	· Number of visits made




2
WHAT WAS FOUND OUT DURING THE ASSESSMENT

	2.1  Location of offices

	What was done well
	What was not done so well
	Any comments

	
	
	

	2.2   Inside the reception area

	What was done well
	What was not done so well
	Any comments

	
	
	

	THIS SECTION TO BE COMPLETED IF THE OPTIONAL EXTRA ACTIVITY WAS UNDERTAKEN 

2.3  Reception service

	What was done well
	What was not done so well
	Any comments

	
	
	


3
IDEAS FOR MAKING IMPROVEMENTS OR CHANGES TO THE SERVICE

3.1   Improvements or changes which could be done quickly, easily and cheaply

…………………………………………………………………………………………………………………………………….

………………………………………………………………………………………………………………………………..…..

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

……………………………………………………………………………………………………………………………………

3.2 Improvements or changes which might take more time, need more discussion or have additional  

         costs

……………………………………………………….……………………………………………………………………………

…………………………………………………………………………………………………………….………………………

……………………………………………………………………………………………………………………………………

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

…………………………………………………………………………………………………………………………………….

……………………………………………………………………………………………………………………………………

4
NAMES OF TENANT ASSESSORS
Name…..………………………………………………………………………………………………………………………..

Name………………………………………..…………………………….…………………………………………………….

Name….…………………………………………………………………………………………………………………………

Name…………………………………………………………………………………………………………………………….

Date of assessment report……………………………………………………………………………………………………

GUIDANCE NOTES
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Activity 5:  Role play, telephoning tenants about the repairs service
Description of activity

Role playing in small groups to enable participants to practice interviewing tenants about their experiences of the repairs service and completing recording templates.

Materials required

1 copy each of the 4 repairs scenarios  for staff and trained tenant assessors

1 copies each of the recording templates for repairs phone calls for trainee assessors.  It is helpful if these can be printed back to back on A3 paper with the introductory page on a separate A4 sheet, so that trainees can see as many questions at once on the recording templates.

A pen for each trainee assessor
Time allowed

 45 minutes

Guidance for activity

Introduction

Explain that: 

· As we did on Day 1, we are going to divide into small groups, practicing interviewing tenants about their experiences of the repairs service and recording their answers on the forms provided.  

· Trainee assessors will be taking it in turns to do the interviewing and recording.  Trained assessors and staff will be taking it in turns to pretend to be the tenants interviewed.  They will be using different situations to pretend to be different tenants with different concerns.

· After lunch the group will be using the information they have recorded to work together to complete a report on the telephone calls to assess the repairs service.

Organisation

Divide participants into groups or 3 or 4 people.  Each group should contain at least 2 trainee assessors and at least one trained assessor and/or staff member.  Appoint one of the trained assessors or staff member as facilitator of the group.

The trainee assessors should have 1 recording template each and a pen.  The trained assessors and staff should have copies of the scenarios for the role plays.  

The facilitator should ask the trainee assessors to choose who is going to do the first interview,and who is going to record the information.  

GUIDANCE NOTES
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Activity 6:  Preparing reports on repairs service assessments

Description of activity

Working in groups to prepare reports on assessments of day to day repairs service, using Report Template 1.

Materials required
Copy of  Report Template 1:  Mystery Shopping visit to offices, for each participant

Time allowed

30 minutes

Guidance for the activity

Provide each participant with a copy of the information handout Writing up the results of assessments, and Report template 1:  Telephone calls to assess the day to day repairs service.

Ask participants to stay in the same group that they were with for the previous role play exercise..

Ask participants to appoint someone to complete Report Template 3 with the group.

Ask participants to use their completed recording templates for the role plays and discuss and agree information that should be included in the Report Template.

GUIDANCE NOTES
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Activity 7:  Feedback on Report Template exercise 

Description of activity

A whole group exercise to share feedback on the Report Template exercise.

Materials required
None

Time allowed

30 minutes

Guidance for the activity

Ask participants to return to the whole group and to appoint someone in their group to feedback on their Report exercise.

Lead a discussion to share the issues and recommendations that each group has recorded.  

Emphasis that reports should always:

· Highlighting positives as well as identifying any negatives

· Always making a positive suggestion for improvements if faults or issues are found

Highlight the importance of each organisation giving full feedback to tenant assessors after each assessment, which sets out what they will do as a result of the information received.

GUIDANCE NOTES
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Activity 8:   What happens next

Description of activity

The facilitator will provide information for participants on what will happen next.

Materials required
None

Time allowed

15 minutes

Guidance for the activity

Recognising participants as approved assessors

Organisations will need to decide when participants will be recognised as approved tenant assessors.

They can either: 

· be recognised at the end of the training as approved assessors

or 

· can be appointed as approved assessors at the end of the first set of real assessments they carry out.  

Whichever route is decided, it is recommended that the newly trained assessors are buddied with an experienced assessor for support during their first round of assessments.

Once tenants have achieved recognition as approved assessors, it is nice to present them with a certificate and an ID card.  The presentation can be made by a senior staff member such as the chief executive or the director of housing. 

Examples of the certificates and ID cards used during this project are included in separate Publisher files accompanying this pack.

Information about what happens next

The facilitator should explain:

· when the first real assessments will take place

· which service will be assessed and by which method

· where the assessments will take place

· what support will be provided for new assessors
GUIDANCE NOTES

TRAINING DAY 3

 Activity 9:  Individual evaluation
Description of activity

An individual evaluation of training day 3 to get feedback on the day and information on any changes that may need to be made to future training.

Materials required
1 copy for each participant of the Evaluation Form for Training Day 3
Time allowed

15 minutes

Guidance for the activity

Ask participants to complete the evaluation form so that their experiences can be used to improve training for future tenant assessors.

Ask them to give the completed form back to the facilitator before leaving.

Finally, everyone should be congratulated for successfully completing the training and thanked for their time and effort in attending.

Evaluation for Training Day 3
Please complete the evaluation form and give any comments on the training.  Your feedback will be used to make improvements to future training of new tenant assessors.  Thank you.

Please start by ticking one of the boxes below:

· I am a tenant training to be an assessor

· I am a trained tenant assessor

· I am a staff member

​​​​​​​​​​​​​​​​​​​_________________________________________________________________
1
 Presentation – how tenant assessment fits into the association’s self assessment process
    (please circle 1 answer on each of the 3 lines below)
Very useful     Quite useful      Not very useful       Not at all useful

         Easy to understand                      Difficult to understand            

         Interesting                 Boring         

Comments…………………………………………………………..

          ……………………………………………………………………….

2      Small group exercise:  mystery shopping visit to offices
(please circle 1 answer on each of the 3 lines below)

Very useful        Quite useful       Not very useful     Not at all useful

Easy to understand                  Difficult to understand

Interesting                          Boring

3       Introduction to preparing reports on assessments
         (please circle 1 answer on each of the 3 lines below)
         Very useful       Quite useful      Not very useful       Not at all useful

          Easy to understand          Difficult to understand           

          Interesting             Boring

Comments………………………………………………………….

          ………….……………………………………………………………

4 
Whole group exercise: preparing a report on the mystery shopping visit to offices

(please circle 1 answer on each of the 3 lines below)
Very useful      Quite useful       Not very useful      Not at all useful

 
Easy to understand            Difficult to understand        

 Interesting             Boring

Comments………………………….………………………………

………………………………………………………………………

5
Role plays in small groups:  telephone calls to tenants about the repairs service

(please circle 1 answer on each of the 3 lines below)
 Very useful      Quite useful      Not very useful     Not at all useful

 Easy to understand            Difficult to understand        

           Interesting                Boring

Comments…………………………………………………………………

………………………………………………………………………………

6
The length of the training days was


About right


Too long

Too short


Comments…………………………………………………………………

7
The level of the training was            

About right             Too difficult                Too easy

Comments…………………………………………………………………

8
Has the training made you feel confident about carrying out  

          assessments
a)  By talking to tenants on the telephone?

· Yes, feel reasonably confident

· Not sure, not very confident

· No, don’t feel confident at all

If you answered Not sure or No, what do you think would have helped you to feel more confident?

………………………………………………………………………………

………………………………………………………………………………

b)  By making mystery shopping telephone calls to staff?

· Yes, feel reasonably confident

· Not sure/not very confident

· No, don’t feel confident at all

If you answered Not sure or No, what do you think would have helped you to feel more confident

………………………………………………………………………………

………………………………………………………………………………

c)  Recording the information you receive

· Yes, feel reasonably confident

· Not sure/not very confident

· No, don’t feel confident at all

If you answered Not sure or No, what do you think would help you to feel more confident?

………………………………………………………………………………

………………………………………………………………………………

9
How much did you enjoy taking part in the training days?
· Enjoyed them a lot


· Quite enjoyed them


· Found them ok


· Didn’t enjoy them much

· Didn’t enjoy them at all

10     Do you have any other comments about the 3 training days?

……………………………………………………………………………

……………………………………………………………..……………..


…………………………………………………………………………….


THANK YOU FOR COMPLETING THE EVALUATION FORM
APPENDIX 1

EXAMPLE:  Tenant Assessor Confidentiality Agreement

I  (Name_______________________________________________ 

of (address)____________________________________________

______________________________________________________

understand that as part of my duties as a Tenant Assessor, I may come into contact with personal information held by ……………………………..……… (name of housing association) about their tenants, partners or employees. 

As part of my duties as a Tenant Assessor I agree that: 

· I will keep to the principles of the Data Protection Act 1998 and the Human Rights Act 1998 at all times

· I will treat all information I receive as part of my duties as a Tenant Assessor as confidential at all times

· I will not discuss any information I receive with anyone outside the Tenant Assessment Team  

· I will not disclose any information I receive to anyone outside the Tenant Assessment Team

· I will not use any information I receive for any purpose other than for Tenant Assessment purposes

· I will provide my staff supporter with all written information I gather as part of my duties as a Tenant Assessor, in order that they may keep the information in a confidential place at the housing association offices. 

I understand that if I am found or suspected to be in breach of this agreement, I will be immediately suspended as a Tenant Assessor while the breach is investigated in accordance with the procedures set out in the Code of Conduct.  If the investigation finds that I have breached this agreement, I will be dismissed as a Tenant Assessor.  I have the right to Appeal in accordance with the procedures set out in the Code of Conduct.

Name_________________________________________________________

Signature_______________________________Date​​​​​​___​​​​​________________
APPENDIX 2
EXAMPLE:   Tenant Assessor Code of Conduct
INTRODUCTION

What is a tenant assessor?
A tenant assessor is a tenant who is trained to check the services of housing association landlords to find out how well these are working.  

The assessor makes a report to the housing association on what they have found.  

The housing association uses what has been found, to help them improve their services to tenants.
What is a Code of Conduct?

The Code of Conduct sets out the rules that all tenant assessors agree to keep to when carrying out their duties.  All tenant assessors also sign a Confidentiality Agreement in which they agree to keep confidential, all information they receive as tenant assessors.

What are the duties of tenant assessors?

The duties of tenant assessors are to:
· agree with the housing association the areas of the service to be assessed, and the methods and timetable for carrying out an assessment 

· carry out the assessment using the agreed methods and timetable

· find out what is working well 

· find out what is not working so well
· report honestly and objectively on what they have found  

Are tenant assessors paid?

Tenant assessors are volunteers.  They do not receive payment.  However they do get expenses to make sure they are not out of pocket.  These can include travel, childcare and carer’s costs.  They also get refreshments while they are carrying out their work.
Who can apply to become a tenant assessor?

Anyone can apply to become a tenant assessor if they are a current tenant or leaseholder of the housing association, and if they have been in residence for at least a year and have a permanent assured tenancy.

Any partner or spouse of a current tenant or leaseholder who has been in residence for at least a year and has a permanent assured tenancy, can also apply to become a tenant assessor.
Who cannot become a tenant assessor?

People who cannot be considered to be a tenant assessor include:

· employees or relatives of employees of the housing association

· someone who has a temporary shorthold assured tenancy 
· someone who does not keep to the Confidentiality Agreement and/or the Code of Conduct
How do you become a tenant assessor?

All those who are accepted to become a tenant assessor must:

· undertake training as required by the Tenant Assessment Team

· agree to keep to the Confidentiality Agreement and sign it

· agree to keep to the Code of Conduct and sign it

· be willing to undergo a Criminal Records Bureau check if they want to carry out assessments by visiting tenants in their homes
What is the Tenant Assessor Code of Conduct?

The Tenant Assessor Code of Conduct sets out the rules and standards of behaviour that all tenant assessors agree to keep to when they are carrying out their duties.
TENANT ASSESSOR CODE OF CONDUCT

The following are the rules and standards of behaviour which all tenant assessors agree to keep to while they are carrying out their duties.

Tenant assessors will keep information and discussions confidential

All tenant assessors will sign a Confidentiality Agreement which they will keep to at all times.  The Confidentiality Agreement is attached to this Code of Conduct.

Procedures for breaches to the Confidentiality Agreement

If any assessor is found or suspected to be in breach of the Confidentiality Agreement, they will immediately be suspended as a tenant assessor.   The alleged breach will be considered by an investigation panel made up of staff and tenant assessors of the two participating housing associations.  

If the investigation panel finds that the assessor has breached the Confidentiality Agreement, they will be dismissed as a tenant assessor.  The assessor has the right to appeal to the relevant Directors of Housing within 28 days of the panel’s decision.  The Directors of Housing will consider the case and their decision will be final.    

Tenant assessors will carry ID

All tenant assessors will be provided with a photographic identity card.  They will have this with them whenever they carry out their duties.  They will always show it before entering anyone’s home.

Tenant assessors will treat people politely and with respect

All tenant assessors will treat everyone they come into to contact with, politely and with respect.  

No tenant assessor will use insulting, abusive or any other kind of offensive behaviour or language towards anyone they come into contact with.   Assessors will “be tough on problems, not on people”.
Tenant assessors have the right to stop carrying out an assessment if anyone they come into contact with, uses any insulting, abusive or offensive behaviour or language towards them.

Tenant assessors will be patient and listen carefully 

All tenant assessors will give the people they come into contact with, the time they need to voice their opinions and concerns.  They will listen carefully to what people say.  

Tenant assessors will accurately record what they find 

All tenant assessors will accurately record what they find.  They will not let 

their own good or bad experiences of the service influence what they record.  

Tenant assessors will be non judgemental and objective

All tenant assessors will be non judgemental and objective.  They will not form opinions based on their own experiences or views.   

Tenant assessors will always “leave their own baggage at the door”, when they are carrying out their duties.

Tenant assessors will be professional  

All tenant assessors will act in a professional manner.  They will be punctual, keep to agreed times and appointments and have a clean and tidy appearance.

Tenant assessors will always make sure that if they cannot keep to an appointment that has been arranged, the person is notified in advance, and offered a new time and date.

No tenant assessor will carry out their work while under the influence of alcohol or illegal drugs, or if they are very tired.

Tenant assessors will keep to the agreed Health and Safety guidelines

Tenant assessors will keep to agreed health and safety guidelines.   For assessments carried out through making pre-arranged telephone calls to tenants and through mystery shopping of staff by phone or by visits, the guidelines are as follows:

· tenant assessors will not give out personal information about themselves or any other tenant assessor to anyone that they come into contact with

· tenant assessors will not give out personal contact details about themselves or any other tenant assessor to anyone that they come into contact with.  This includes: 

-  home addresses

-  landline or mobile phone numbers 

-  email addresses

-  Twitter or Facebook details

Tenant assessors will make sure that all written information is kept confidential

Tenant assessors will treat all written information as confidential.  They will not share this with anyone except members of the Tenant Assessment Team.

Tenant assessors will provide their staff supporter with all written information they gather as part of their duties as a tenant assessor.  The staff supporter will keep the information in a safe and secure place at their housing association offices.

Members of the Tenant Assessment Team will have access to the information by prior arrangement with the staff supporter.

The information will be kept at the housing association for 12 months and will then be destroyed by the staff supporter.

Signed agreement

I agree to keep to the terms of this Code of Conduct at all times when carrying out my duties as a tenant assessor.

I understand that if I am found or suspected to be in breach of this Code of Conduct, I will be immediately suspended as a Tenant Assessor.  The alleged breach will be considered by an investigation panel make up of staff and tenant assessors of the two participating housing associations.  

If the investigation finds that the assessor has breached the Code of Conduct, they will be dismissed as a tenant assessor.  The assessor has the right to appeal to the relevant Directors of Housing within 28 days of the panel’s decision.  The Directors of Housing will jointly consider the case and their decision will be final.  

Name______________________________________________

Address____________________________________________

___________________________________________________

Signature___________________________________________

Date_______________________________________________
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