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1.0 Introduction / What is the report about?

1.1
This report presents Members with an update of resident involvement activities that have taken place within the Housing Management Service since July 2011 and plans for future activities until March 2012.
1.2
The report was prepared by Karen Murphy, interim Resident Involvement Manager, who has subsequently left the authority.  The significant progress made with resident involvement is in no small part due to Karen’s positive and constructive contributions in the time she was with the council. 
2.0 What decision is required by members?

Members are asked to note the contents of the report.
3.0 Background 

3.1
The Housing and Regeneration Act 2008 set out an approach to regulation that formally incorporated the views of tenants.  The Act saw the establishment of the Tenant Services Authority (TSA) and introduced statutory objectives to empower tenants and ensure that they had the opportunity to shape services and standards.

3.2
This new approach was called co-regulation: where landlords, the regulator and tenants would work together to set, monitor and enforce standards.  Co-regulation aimed to move the focus of decision-making and performance management away from the regulator towards service users themselves and their own locally defined needs and priorities.
3.3
Developing tenant scrutiny was seen as key to this co-regulatory approach and as a means of giving tenants greater influence in holding their landlords to account and exercising greater power over the business direction, governance and performance of their landlord.

3.4
The election of the coalition government in 2010 resulted in major changes to the regulatory approach; the DCLG Review of Social Housing Regulation (2010) confirmed the abolition of the TSA from April 2012 and that a statutory regulation committee within the Homes and Communities Agency (HCA) would take on the TSA’s regulatory powers.

3.5
Significantly, the review recommended the retention of the principle of co-regulation, with emphasis on the following core elements:

· Responsibility for service delivery should lie with the landlords, not the regulatory system;

· Landlords should be accountable to their tenants, not to the regulator for service delivery standards;

· Tenants would need adequate information and effective influencing structures to hold their landlords to account and to shape service delivery;

· Landlords should make honest and robust self-assessments of their own performance; this can include drawing on external validation (e.g.: peer review or benchmarking);
· The regulator should have a role in setting clear outcome-focussed standards; to be enhanced by more specific local offers agreed between landlords and their tenants;

· There should be a clearer role for tenants in scrutinising performance

3.6
Effective tenant scrutiny is now of even greater importance for Cheshire West and Chester Council and its tenants to ensure the success of the co-regulatory approach, protect customer standards and to drive continuous improvement.  

These objectives have been delivered in a number of ways by the Resident Involvement Team over recent months, with key priorities centred on increasing the number of residents involved in the Housing Management Service, widening the menu of opportunities for involvement and ensuring that those getting involved are representative of the wider customer base.
4.0 Summary of key items

The summary below provides an overview on resident involvement activities and outcomes achieved to date and the service’s plans for the future:
	Activity
	Role / Outcomes
	Future Plans

	NEPTRO (Neston & Ellesmere Port Tenants and Residents Organisation)  / CHP (Community Housing Panel)
	Voluntary body; consider, consult and advise on policy issues and scrutinise housing management services performance
	Review membership, structure and constitution

	Tenants & Leaseholders Procurement Sub-Group (TLPSG)

x7 residents (sub-group of the CHP)
	Represent interests of tenants and leaseholders in the procurement of housing management services from an external provider.

Input into service specifications, question design, on-site visits and meetings with bidders
	

	Customer Service Inspectors (CSI’s)

x9 residents fully trained

x5 new residents recruited and currently undergoing training
	Independent scrutiny of specific service areas; making recommendations for improvement and monitoring action plan through to completion

Completed x2 full inspections:- Voids (Empty Homes) and Complaints.

Action Plans agreed and service improvements underway.

New Voids and Complaints Policy & Procedures to be developed.
	3rd inspection of Garage Service just begun in November 2011 (due for completion by February 2012)

Continue to recruit and train more residents into role of CSI



	Empty Homes Inspectors

x9 residents fully trained
	Conduct regular visual inspections of empty homes, prior to relet to ensure they meet agreed service and performance standards
	Review letting standard as part of Void Policy review

	Mystery Shoppers

x10 residents recruited and currently undergoing training (by December 2011)
	Independent scrutiny and monitoring of customer service standards and local offers, which will feed into performance reports and recommendations for service improvements
	

	Service Improvement Panels (SIP’s)

x15-20 residents 
	Review and develop Property Services and Housing Management Services in detail, making suggestions for improvement
	Establish a Resident Involvement SIP 


	Policy Review Focus Groups

x6-8 residents (varies - representative of customer groups affected by specific policy)
	Consult / review new and revised policies at initial stage, as part of formal approval process
Recent policies reviewed:

Domestic Abuse, Harassment, Relationship Breakdown, Exclusion from the Housing Register, Complaints & Compensation, ASB Powers of Possession
	Wider consultation planned around development of a Tenancy Strategy and new RESPECT agenda
Establish a “Money Matters” Group to deal with impact of Welfare Reform, including regular information to be published in Open Door magazine

Invite residents to join Equality & Diversity forum, train to conduct Equality Impact Assessments on new policies 

	Task & Finish Focus Groups

x6-8 residents (varies - representative of customer groups affected by specific policy)
	Consult, develop and deliver specific service improvement initiatives.

Recent outputs:
Assisted with production of 2010-11 Annual Report

New –style, customer-friendly  performance management reports 

Updated New Tenants sign-up pack 
	Review customer satisfaction surveys / introduce “STAR” survey methodology

	Open Door Editorial Team & In the Know Readers Group
x8-10 residents
	Contribute and review content and style of customer publications
	Develop a wider Communications Group to review all leaflets and written correspondence, be part of upcoming website review, develop Facebook/Twitter

	Our Place 
	Work in Partnership to deliver wider neighbourhood and community initiatives
Recent events:

Attendance at Our Place conference to review neighbourhood plans

Sutton Way flats Action/ Clean Up Day

Joseph Groome Towers coffee afternoon

HHEET Centre re-launch
	


5.0 Customer / Stakeholder Involvement

All activities aim to promote wider customer involvement in service development and scrutiny of performance.  The Resident Involvement team will continue to look at a range of ways to increase customer and stakeholder involvement into the future.
6.0 Any Financial implications?

There is adequate provision in the Resident Involvement budget to support and promote wider resident involvement activities.
7.0 Any Equality & Diversity implications?
All resident involvement activities aim to meet the Council’s Equality and Diversity requirements by considering: time and locations of meetings, access to venues, reimbursement of out-of-pocket expenses (e.g.: travelling and childcare costs), involvement of under-represented groups.  
Profiling of all residents participating in activities will be conducted at the beginning of 2012 as part of the Resident Involvement Service Improvement Panel work-plan.
For further information contact Richard Birchett, 0151 356 6624, or e-mail on richard.birchett@cheshirewestandchester.gov.uk 
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