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	PETRA TMO 


	1. Vision and objectives of the TMO
 

	Our TMO is guided by a clear vision and a set of key objectives. Our Communications Strategy and the Communications Plan aim to fulfil our vision and objectives.  Our vision is:
We want to be an open, accessible, listening organisation that responds positively to our members, our residents and our partners. Constructive communication will underpin all of our activities. 
We will take positive steps to be inclusive and to value the diversity within our community through involvement of our residents. We are a caring organisation, fostering and encouraging a sense of neighbourliness and community and supporting those less able within our community. We aim to provide a safe, clean and green environment with homes that people want to live in. 
We will be active in supporting other residents exploring tenant management both within and outside of the borough by positive example through sharing experience and knowledge. 
Our values and objectives include:
· Embodying excellence in all we do through achieving continuous improvement.

· Gaining the trust of our community by being passionate about what we do, supporting those who need our help and fostering a community spirit. 
· Reducing our carbon footprint to the benefit of the environment and our community. 
· Shaping our services to meet the needs of local people.

· Valuing and rewarding our staff team as our greatest asset.

· Creating a sense of ownership and personal responsibility.

· Respecting all members of our community and valuing their diversity.



	2. Communications objectives



	PETRA TMO is committed to ensuring that the services we provide meet the needs of our residents and that our decisions reflect our residents’ priorities.  To do this we will communicate effectively and clearly with our members, residents and those who use or have an interest in the services we provide. The aims of our communication are to ensure people are kept informed and up to date with the activities of the TMO and that decisions affecting the estate and community reflect our residents’ views. We recognise that effective communications is also about being a ‘listening organisation’, which means we will treat the views and opinions of our residents and stakeholders with respect.

Running a TMO involves many day to day and strategic choices about things such as the services we provide how we spend money and dedicate resources and how we plan for improvements to our homes and our environment.  We will strive to ensure that estate residents and members of the TMO are made aware of and consulted on issues affecting the estate and the development of services.

The TMO provides opportunities for estate residents to have a real say over the services they receive and the way the estate is managed. The TMO encourages all eligible estate residents to join and be active in the TMO. Residents who are not members of the TMO are also encouraged to become involved in the debates and decision making that affects the estate and our community.



	3. Key Audiences

	The TMO has a wide and varied range of stakeholders. The TMO’s Communications Strategy addresses the following key audiences:
· Estate tenants

· Leaseholders

· TMO members

· London Borough of Havering
· Hard to reach groups within the community  including those for whom English is not their first language, young people and people with disabilities
In addition there are a number of local individual stakeholders and community groups that have strong links with PETRA TMO including:
· Local Councillors

· Community and Faith Groups

· Local support groups
· Abbscross Academy



	4 Target audience ranked by importance
	Key channels of communication

	Estate Tenants and Leaseholders and TMO members

	Communication:

Estate newsletter

Notice boards

Annual residents’ survey

Annual/quarterly report posted to all households

Website
Text messaging (to be introduced)

Consultation:

Block consultation meetings

Public meetings

Focus Groups

Customer feedback forms 
Surveys
Website

Text messaging (to be introduced)

Involvement:

General meetings

AGM

Topic based working groups
Community events

Website Community Forum (to be introduced)



	LB Havering

	Communication:

Council Liaison Officer

TMO Liaison Officer

Attendance at committee meetings

Attendance at AGM
Email/letter/telephone
Consultation:

TMO Liaison Group meetings 
Monitoring and Development meetings 

Council Liaison Officer

TMO Liaison Officer

Involvement:

TMO Liaison group meetings
Monitoring and Development meetings 

Council Liaison Officer

TMO Liaison Officer



	Hard to reach groups within the  community

	Communication:

Estate Newsletter 

Approaching community groups to publicise events.

Open Meetings with Guest Speakers

Face to Face Contact

Consultation:

Block/area consultation meetings

Public meetings

Focus Groups

Customer feedback forms 

Community and faith organisations – TMO sessions at events 

Dedicated surgeries/drop ins

Involvement:

General meetings

AGM

Hosting events for groups in community

Young People’s Forum

Dedicated surgeries/drop ins

Co-option onto TMO committee

	
	

	5. Evaluating Success


	PETRA will use all the data we have collected through communication and consultation exercise’s to help it improve the effectiveness of its services including tenant involvement.  A database will be set up to log issues like preferred methods of communication, diversity issues, particular concerns, offers to participate in future consultation exercises.

One of our key tasks is to establish an up to date demographic database of our residents to enable us to monitor the following in relation to the profile or our residents:

a) the TMO’s membership;

b) committee membership;

c) racial, neighbourhood or other harassment and tenancy disputes; and

d) the delivery of services to the tenants and leaseholders of dwellings.

Our targets include:
· Increase TMO Membership - 50% of households by 2014, 70% of households represented by 2015.
· Ensure TMO Committee and TMO membership broadly reflects estates profile – database set up April 2013 and non/underrepresented groups identified and strategy developed by June 2013
· Produce quarterly newsletters
· Carry out annual satisfaction survey
· Developing our website to include key policies and procedures, minutes of meetings, info on community events by April 2013
· Establish online Community Forum to enable residents to post comments about services, issues they would like raised at meetings by April 2013  

· Developing a text messaging service to enable residents to report issues/repairs/queries to TMO office and receive response.  

· Pursue our Estate Environmental strategy in consultation with residents through surveys, feedback and topic groups including non TMO members. Other topic groups as need identified
· Arrange at least 2 social and community events annually

· Look at introducing Good Neighbour scheme

Feeding back 

As a TMO we are committed to feed back to tenants and other stakeholders the results of any exercises.  Too often in the past people have been asked their opinions only to find decisions have been reached without any reference to their views or any acknowledgement of their efforts. The best way to build consensus is to make clear that everyone’s input was valued, how their views were reported to decision makers and on what basis decisions were then made.

	


PETRA COMMUNICATION, CONSULTATION AND INVOLVEMENT PLAN 
	APPROACH AND STRATEGY 

	ACTION
	OUTCOME
	RESPONSIBLE PERSON 
	TIMESCALE

	Addressing negative publicity
	Residents understand the facts about TMOs and what PETRA is setting out to achieve
	TMO Chair, Comms Officer
	Ongoing

	Hard to reach strategy 
	All groups identified as hard to reach have the opportunity to influence the TMO’s decisions and services
	TMO Chair.

Comms Officer
	Ongoing

	Ensuring services address residents needs and priorities
	Residents can, through various methods, comment on and shape the  TMO’s decisions  and services
	TMO Chair

TMO Manager
	Ongoing

	Keeping residents informed and ensuring they understand how the TMO works
	Regular easy to access communications such as newsletters, text messaging, website
	TMO Manager
Comms Officer
	Ongoing

	Involving residents at the level they choose
	Providing a range of ways to get involved from social to services, from surveys to working groups 
	TMO Chair
	Ongoing

	An active, representative committee with supportive, active TMO membership
	Encouraging TMO members to attend committee meetings, training events and social activities  – reaching out to under represented groups
	TMO Secretary
	Ongoing


	COMMUNICATIONS PLAN  

	ACTION
	OUTCOME
	RESPONSIBLE PERSON 
	TIMESCALE

	Newsletter monthly to quarterly 
	Inform progress  on   activities, feedback key decisions taken  etc. 
	Communications Officer
	Ongoing

	Website – 
	Up to date online information, inc minutes of meetings, key policies
	TMO Chair

TMO Manager
	Ongoing

	Personalised letters
	Inform on specific important changes
	Chair/TMO Manager
	Ongoing

	Annual report posted to all households


	Residents kept fully informed of TMO’s performance
	TMO Manager 
	annually

	Text messaging 
	Enable residents to report issues/repairs/ queries to TMO office and receive response.  Also use for  community matters, meetings etc.
	TMO Manager
	To be arranged


	CONSULTATION PLAN  

	ACTION
	OUTCOME
	RESPONSIBLE PERSON 
	TIMESCALE

	Annual residents’ survey
	Establish levels of residents satisfaction with services and TMO, identify strategies to improve services, participation,  
	TMO Manager
Comms officer
	Bi-annually

	Customer feedback forms 
	Establish levels of residents satisfaction with issues such as repairs
	TMO Manager
	June 2012

	Block consultation letters
Public meetings
	To consult about specific issues relevant to each block as they arise
	TMO secretary

TMO Manager
	Ongoing

	Young People’s Forum
	To ensure the  views of young people feed into TMO decisions
	Social Activities group
	July 2013

	Text messaging
	Enable residents to raise issues for TMO Meetings etc. 
	TMO Manager, TMO Chair
	To be arranged


	INVOLVEMENT PLAN  

	ACTION
	OUTCOME
	RESPONSIBLE PERSON 
	TIMESCALE

	AGM
	Democratic organisation, increasing membership and new committee membership, accountability 
	TMO Secretary
	Annually

	Open committee meetings 
	Openness and accountability
	TMO Secretary
	Monthly

	Sub committees
	Focus on operating and improving specific area, allow committee to work effectively include non committee members
	TMO Chair
	Ongoing

	Working groups 
	Time limited, Tasked to deliver specific outcomes relating to particular issue/topic 
	TMO Chair
	As required

	Youth Forum 
	Involve young people in deciding TMO priorities, activities
	Social Activities group
	Under review

	Training 
	Skilled and knowledgeable membership with new committee members encouraged
	TMO Chair
	Ongoing

	Community Forum/blog  on website
	Involved, empowered community, able to  express views on any TMO topic –reported to committee
	Communications Officer/TMO Manager
	Ongoing

	Text messaging service
	Easy, quick communication with TMO office and committee
	TMO Manager
	To be arranged
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