Strategy for Communication with Stakeholders in the PFI 1 Contract for the Refurbishment of Council Owned Street Properties in Islington

1. Introduction

In November 2005, the Council’s Finance Department carried out an audit of HFI’s management and administration of the Council’s PFI 1 Contract for the refurbishment of Council owned street properties.  The audit report recommended that HFI develops a communications strategy to ensure effective engagement or participation of all relevant stakeholders. This paper is the response to that audit and forms HFI’s communication strategy. 

2. Purpose of the Strategy

The purpose of this strategy is to:

· Set out how stakeholders will be engaged and informed.

· To communicate the role and activities of HFI in administering the PFI 1 contract.

· To air contractual problems and HFI actions to rectify them.

· To highlight successes and achievements.

· To attempt to influence expectations of stakeholders.  

· Sets out how information flows will be managed between HFI and the service provider and HFI and the other stakeholders

· To map out the preferred methods of communication.

3. The Stakeholders

Are listed in the appendix 1.

4. Survey of Stakeholders 

 A questionnaire was sent to the identified stakeholders in the project. The questionnaire sought feedback on stakeholders understanding of HFI’s role (contract commissioning and monitoring role), their information needs and the best method/media for delivering information.  There were 25 replies. 

The main findings of the survey:

· 80 % knew about the PFI contract either to a fair amount or knew very well.

· Overall 72% knew a fair amount or knew very well about HFI’s role in administering the contract. But knowledge amongst residents was lower.

· 50% were satisfied or very satisfied with HFI’s role.

· A majority were unhappy about HFI’s effectiveness.

· A majority thought that HFI could better administer the contract by improving communication and by having a bigger role in newsletters.

· Stakeholders mainly get information about HFI’s role and activities through items in Partners’, HFI’s and Islington Council’s newsletters, through the Islington Gazette and Tribune newspapers, via HFI’s website and by word of mouth. 

· 54 % were dissatisfied with the amount and type of information they receive.

· Stakeholders expressed their requirement for information according to the following priority order: refurbishment works (18), repairs and maintenance (17) performance of the contractor (16), satisfaction survey results (12), tenancy management (11), audit reports (11), empty homes (10) & contractor’s annual plan (10) and rent arrears (7). 

· They preferred to have this information quarterly.

· Although 38% did not use HFI’s web site, most of those surveyed would use it in the future.  

· In addition to the potential website users, preference was expressed for communication via e-mails (11), newsletters (10), printed reports (9). Other media had little support. Councillors made a notable request to receive updates of HFI’s web site via e-mails with web site links when HFI updated the web site. However tenants were less enthusiastic about using e-mail

· 74% thought that the regular report on Partner’s performance to HFI’s Contracted Services Sub Board, met their information needs. However leaseholders made the observation that they wanted a specific section on their interests.

5. Conclusions from the Survey

Only a half of stakeholders were satisfied with HFI’s effectiveness and this may stem from HFI’s current lower communications profile. Leaseholders were particularly unhappy with HFI. A majority thought that HFI could make improvements by improving communications and by having a bigger role in newsletters. Many stakeholders thought that they would be prepared to use HFI’s web site as a source of information. There is a high demand to receive information by e-mail (mostly by Councillors), in print format via the web site and to get it every quarter.  Many found the bi-monthly performance reports to HFI’s Contracted Services Sub-Board reports useful. 

6. Principles of the Strategy

The aims of the strategy are to tell our stakeholders of HFI’s activities in managing the PFI contracts and to make up to date information regularly available to a wide variety of interested parties whist employing a broad range of media to aid accessibility. The strategy will take into account the conclusions drawn from the survey of stakeholders. The media used will aim to meet stakeholders’ reasonable preferences as discovered by the stakeholders’ survey and which are also cost effective. However HFI’s communications will need to be highly cost effective as the available staffing and financial resources are limited. HFI intends to present broad information about the progress of the contract including refurbishment works, repairs, performance of the contractor, satisfaction survey results, tenancy management, audit reports, empty homes, contractors annual plan and rent arrears. It will also highlight action taken by HFI to secure improvements in the PFI contractors’ performance when there are dips in performance and this will include disclosure of formal and informal contract enforcement arrangements. HFI will show subsequent contractors’ improvement action plans. The strategy sets down the formal communication, liaison and problem solving arrangements with the contractor. 

7.  Proposed Methods of Communications

7.1 Newsletter

HFI intends to have a regular newsletter for the residents of properties subject of the PFI contracts. In order to control costs, HFI has negotiated with Partners and will have a page of HFI information in Partners quarterly newsletter. HFI will provide information that will cover the items about the contracts, their progress, their performance in delivering contract targets, action taken to improve performance and as listed in heading 6 above.  

7.2 HFI Website 

HFI will give more information on its web site about the PFI contracts and reorganise it so that material is more easily found. The website will be regularly updated with;

· Satisfaction survey results 

· Performance reports including the regular reports to HFI’s Contracted Services Sub Board.
· Reports on Refurbishment works
· Audit reports.
· Action plans for performance recovery
· Information about housing management 
· The roles and activities of HFI in administering the PFI contracts.  
7.3 Emails to Key Stakeholders

As a result of limited resources, HFI plans to email key stakeholders such as Islington Councillors with links to HFI’s web site when it is updated.  

7.4 Residents Forum 

The residents’ forum comprises representatives for tenant and leaseholders, councillors, HFI Board members (periodically), Partners and HFI Contract Commissioners and meets every two months. This provides a communication interface between key stakeholders where contract and performance issues are discussed.

7.5 Liaison Meetings 

HFI has established contract liaison arrangements with Partners so that contractual problems and performance matters can be discussed and resolved. These arrangements include monthly contract review meetings covering the full range of contract matters and a monthly works meeting, which deals with refurbishment works to properties. A regular monthly liaison meeting is held between HFI and Islington Council to discuss performance.

7.6 Making Information Available at Area Housing Offices.

When PFI 2 is operational in October 2006, the PFI contracts will relate to nearly all council owned street properties in most of Islington. Whilst Partners will be the service provider, PFI residents living near HFI area housing Office should be able to read prnted reports and other monitoring material in those offices and use public computer terminals to access HFI’s web-site. 
7.7 Press Releases

HFI will issue, through its communication section, news items to the local press and quickly respond to existing press stories about the PFI contracts where a positive intervention is needed. 

7.8 Material for Leaseholders 

Information concerning leaseholders’ interests will be provided in newsletters, on HFI’s web site and will be referred to in performance reports to HFI’s contracted services sub-board. 

8. Communication Action Plan

	Strategy Objective
	Communication

Method & Action.
	Start Date and Frequency
	Responsibility

	Communicate HFI activities. 

Make information widely available.

Provide information regularly. Use print format.
	Write page for Partners newsletter.  


	13 October deadline for copy for November edition of Partners PFI 1 newsletter. Then quarterly. 
	Ivan Willis

	Communicate HFI activities. 

Make information widely available.

Provide information regularly. Meet stakeholders’ preferences.
	Edit & re-organise HFI website for PFI 1 and provide additional information material.

Provide material for PFI 2 scheme.
	September 2006
	Ivan Willis with HFI’s HR & Communications section.

	Provide information regularly. Meet key stakeholders’ preferences.
	E-mails to councillors of links to HFI website when it is updated. 
	Start September 2006 and update as necessary. 
	Ivan Willis

	Communicate HFI activities. 

Make information widely available.

Provide information regularly.
	Existing PFI 1 Residents’ Forum ongoing.

Set up PFI 2 residents’ forum October 2006.
	On going. Bi-monthly.
	Contract Commissioning Managers.

	Communicate HFI activities. 

Make information widely available.
	Make information available in all HFI area housing offices.
	September 2006
	Ivan Willis

	Communicate HFI activities. 


	Press Releases. Supply good news stories to local press via HFI’s communications section and counter adverse news. 
	Ad hoc - as and when needed.
	Contract Commissioning managers.

	Communicate with Contractor and resolve problems
	Contract Liaison meetings.
	On going
	Contract Commissioning managers.


	Appendix 1 -Stakeholders 
	
	

	External Stakeholder 
	Existing communication Method
	Stakeholder 
	Existing communication Method

	M.Ps
	Reactive response to enquiries
	Rent accounts/Income collection
	Ad hoc as required

	Councillors
	Members Bulletin, CSSB
	Transfer/allocations
	Ad hoc as required

	LBI
	PIs (through Paul Davey), internal audit reports, ad hoc meetings, e-mails
	TRAs
	Residents Forum, bi-monthly meeting + as required

	HFI Board/Sub Board
	Bi-monthly CSSB report
	Residents Initiatives Team
	Adhoc

	Residents Forum
	Bi-monthly performance report+ HFI attendance at meetings
	Highways/Parking
	Ad hoc

	Partners
	Meetings-CRM & CWM (monthly), lease-hold liaison (quarterly), annual service review
	Contact Islington
	Ad hoc

	United House
	Meetings-CRM & CWM (monthly), lease-hold liaison (quarterly), annual service review
	Public Protection
	Ad hoc

	Rydons
	Meetings-CRM & CWM (monthly), lease-hold liaison (quarterly), annual service review
	Freedom of Information
	Ad hoc

	Hyde
	Meetings-CRM & CWM (monthly), lease-hold liaison (quarterly), annual service review
	GreenSpace
	Ad hoc

	HBOS
	No direct contact
	TSG
	Ad hoc

	Press
	Ad hoc pre-emptive meetings/items
	Party Walls
	Ad hoc

	Inside Housing
	Ad hoc pre-emptive meetings/items
	Owners/neighbours
	Ad hoc

	LBI Communications
	Ad hoc pre-emptive and reactive meetings
	FFT
	Ad hoc

	Dept for Communities & Local Government
	Annual financial return, adhoc, reactive, business plan statement
	Central Complaints
	Ad hoc

	4 P's
	Conferences, adhoc query
	Hanna Bowman
	Ad hoc

	Pinsents
	Ad hoc meetings as required
	Repairs Client Team
	Ad hoc

	PWC
	Ad hoc meetings as required
	Investment Team
	Quarterly requests

	LBI Legal
	Completion info, legal advice, ongoing issues
	Chief Exec
	Bi monthly for CSSB report

	Building Control
	Ad hoc as required
	 
	

	Energy Centre
	Ad hoc as required
	 
	

	John Garrity
	Ad hoc advice
	 
	

	Service Development Team
	Ad hoc
	 
	

	PM Team
	Monthly reports + ad hoc liaison
	 
	

	 
	
	 
	

	Internal Stakeholders
	Existing communication Method
	 
	

	Tenants
	Residents Forum, HFI website, ad hoc meetings, response to enquiries
	
	

	Leaseholders
	Residents Forum, HFI website, ad hoc meetings, response to enquiries, leaseholder forum
	
	

	HFI-Management Team
	Monthly PI's
	
	

	HFI Communications
	Ad hoc pre-emptive and reactive meetings
	
	

	Home Ownership
	Quarterly meetings + ad hoc
	
	

	Finance-HFI
	Ad hoc as required
	
	

	Property Services
	Ad hoc as required
	
	

	Health & Safety
	Annual method statement review
	
	

	Martin Hudson-Complaints
	Ad hoc
	
	

	Disrepair Team
	Ad hoc
	
	

	Internal Audit
	Ad hoc
	
	

	Janice Markey
	BVPI, E&D plan, annual review+ ad hoc
	
	

	Hannah Bowman Partnership Manager
	Ad hoc
	
	

	Governance Team
	Bi monthly for CSSB report
	
	

	Press/ News (Vicky Keens)
	Ad hoc
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