Organising Service Quality and Client Involvement

Assessed assignment 3: Structure and Characteristics of Housing Organisations –  A Comparative Study

Residential Weekend: TBC (Feb/Mar 2007)
Report submission date: approx one month from residential
This assignment is in three parts and much of it will be accomplished at the Residential Weekend.  

Your role is that of a Policy and Research Officer within your own organisation.  Senior Officers are about to undertake a review of the organisation’s structure and approach to service delivery.

As part of this process, you have been asked to liaise with an officer from another organisation to gain information for a report which provides a comparison of the key characteristics and structure of your own organisation with those of the other housing organisation.

The aim of this exercise is to identify influences and factors which impact on the structure of organisations and affect their approach to service delivery.  It will also lead to the identification and evaluation of alternative approaches to service delivery and the relationship with customers.

As this is a general exercise, the organisation that you use for a comparison does not have to be of a similar type or tenure.

The first thing you have to do is to complete TWO copies of the enclosed proforma and bring them along to the Residential Weekend.  At the Residential Weekend you will exchange a copy of the information with another student.  It is important that you complete the proforma as fully and informatively as you can.

The Proforma also asks you to gather information on maintenance systems for Assignment 4. You will be able to exchange and discuss this at the residential, but you are not expected to work on Assignment 4 until later in the year.

At the Residential Weekend you will work in a pre-determined small group of students and produce a group presentation of not less than 15 minutes and not more than 20 minutes.  This is the second part of the assignment and there will be a workshop and tutor help in the planning of your presentation.

The aim of the presentation is to allow you to examine, evaluate and compare the approaches of different organisations with regard to specific aspects of the housing service to clients.   It will also provide an opportunity to identify reasons for any differences that exist. 

Your group presentation should make specific reference to all the organisations represented and should cover the following:

· Identification of the approach of each organisation with regard to customer care and how they view their relationship with clients.  Identify similarities and differences.

· Identification of the range of methods used by the organisations to provide information to clients.

· Identification of the range of methods used by the organisations to obtain information from clients. 

· Identify the range of ways (if appropriate) that clients/tenants/residents can participate in decision making (both individually and collectively).

· In relation to the above, what factors or influences, including differences in structure, result in different approaches and levels of performance between organisations?

After the Residential the third part to the assignment is the writing of your report.

This should be a straight forward exercise given the input from the weekend and the proforma you have received from another student.

You are not being assessed on the quality of the information you have received from someone else, but on your ability to use the information regardless of its quality.

Your report should include at least the following information for both organisations:

· Identify the organisations and state their type and tenure.

· Range of Housing Functions.

· Size and spatial distribution of stock – including location and concentration of stock.

· Main dwelling types.

· Client groups.

· Structure of service and approach to delivery – including departmental/divisional structure, level of decentralisation, use of specialist/generic roles, use of estate based initiatives.

Analysis

The aim of the report is not just to describe the structure of the two organisations.  It is important that your report analyses and accounts for similarities and difference between the organisations and considers the effectiveness of the structures used.

Your report should therefore also include the following:

· Using the above information, you should provide a brief comparison of the two organisations.  You should identify and account for any difference.

· Comment on whether or not the organisations’ structure and approaches to service delivery are appropriate and/or effective in attempting to achieve a quality housing service.  Would you recommend any changes?

Your report is unlikely to exceed 1,000 words in length and should be submitted within two weeks of the Residential – by 16th March 2006.

Points to note:

The proforma that you have to complete for the residential weekend will assist you in completing the assignment.  You will also receive the proforma of at least one other student.

This assignment makes use of your existing knowledge and you should study Blocks HPQS 104 – 108.
The report represents 40% of the assessment for the unit.  

The other 60% is covered by the presentation and your groupwork during the Residential.

A member of the teaching team will discuss the whole assignment with you at the Residential Weekend.

