Resident Involvement - Impact Assessment - April 2011 to March 2012

Summary of informal Involvement – a look at Involvement month by month 

	Month



	Name of Consultation

and method of Involvement


	Who was involved & what happened
	Outcomes/ Impact – how has this been used to improve services for customers
	TSA Standard


	Service Area

	March 2011
	Green Area Inspections
	We wanted to find out if customers were happy with grounds maintenance contract service. 

Our contractors, Veolia posted short questionnaires through a selection of customer’s doors asking them their views on the grass cutting service.

41 customers were involved in this consultation. 
	· Feedback received helped to monitor and identify areas for improvement.
· Green Inspectors carried out 19 inspections of our green areas

· All of the inspections graded the areas as ‘standard’ or above, with the exception of one area, which was graded as ‘poor’.

· We reviewed the results of the inspection which graded the green area as poor and looked into the possible reasons for this.

· We reported the findings to the contractor who will take action to ensure this does not happen again.

· Our contractor, Veolia sent 500 customer satisfaction cards who had received a grass cutting service. 26 of those returned showed that the overall service has improved.
	
	

	April 2011


	BT Safe Home Alarm Consultation
	We wanted to find out whether or not customers think this service provides value for money and if it could be improved in any way.

We designed a questionnaire and sent it to 1500 customers who have the alarm installed.
200 completed surveys were received back.
	· Customers gave us their views on the alarm system installed in their house, this enabled Incommunities to help customers opt out of the BT Safe Home Alarm scheme and to remove the service charge – if the alarm didn’t work.

· Customer feedback helped Incommunities solve many problems and complaints associated with the alarms and where they were located in the property. 

· Money back from BT.
	
	

	May 2011
	Sheltered Housing Consultation 2
	9 Customer Events held in Sheltered Schemes. 
Older Person’s Support Worker
Approx. 150 customers attended the consultations across the district.


	· Customers gave us their views on the role of their OPSW
· Changes made to improve the service which included a restructure of the OPSW team.

· Hub teams created.
	
	

	May 2011
	Estate Services – cleaning and caretaking (blocks and sheltered)

	We carried out inspections of the standards of cleaning within the high and low rise blocks in sheltered housing schemes. In Bingley, City Centre, Keighley, Thorpe Edge and West Bradford.
5 Block Inspectors and 2 Sheltered Inspectors were involved in this consultation.
	· Block inspectors graded several blocks and sheltered schemes. Most were graded excellent and scores have stayed constantly high.
	
	

	May 2011

	Complaints Reality Check Phase 2 
	Customer Inspectors contacted customers who had recently made a complaint. They asked customers how their complaint had been handled and what the outcome was. They also checked if staff followed the correct procedures. 
94 customers gave their feedback. 
	· Recommendations for changes and improvements identified which include the following :-
· The process for handling complaints about day to day repairs will be reviewed

· Our computer system will be changed to make sure that an email reminder is sent to the Complaint Management Officers when a complaint is not dealt with in the agreed time.


	
	

	June 2011
	Sheltered Housing Reality Checks
	6 Customer Inspectors carried out reality checks the signage of our sheltered schemes.
	· Customers informed us that the signage in some of the blocks could not be seen clearly.
· Feedback from these checks will help us to improve the signage and bring it in line with our Incommunities brand.
	
	

	June 2011
	Sheltered Housing Application Process Consultation 
	At the moment our properties are let though the ‘homes’ system which is internet based.
We know that some of our elderly and vulnerable customers can find the ‘homes’ system difficult to understand and access because of this we wanted to find out if there was an easier way for customers to apply for sheltered housing.

	· A pilot was established which will run in 13 our sheltered blocks which will involve different ways of applying.
	
	

	June/July 2011
	100 club Consultation
	
	· 
	
	

	August 2011
	Communal Cleaning Peer Review 
	Customer Inspectors carried out a review of the standards of cleaning within our communal areas in blocks of flats and sheltered housing schemes in Keighley.
	· 
	
	

	August / September  2011
	Local Lettings Policies & Age Restrictions scheme by scheme reviews


	46 different blocks and schemes were consulted to find out what our customers thing about our local lettings policies
	· Policies updated as a  result of customer feedback

· Recommendations made to the Council about the various clauses to the Age Restriction Policies currently in place.
· Customer feedback report to Board
	· 
	

	September/October 2011
	Voids Inspections 
	Independent Customer Inspectors reviewed the service Incommunities provides in relation to empty homes.

6 Customer Inspectors were Involved in this consultation
	· 17 properties were inspected prior to being re-let

· A list of jobs which need to be done in the properties has been identified by Inspectors

· Properties generally have been handed over in a clean condition and were rubbish and litter free.

· The viewing process had generally been seen as good with enough time to look around and make decisions.

· A need for further training identified for both staff and the Inspectors.

· The issue about multiple views was also identified as customers stated they felt rushed and didn’t have enough time to look around completely and make a decision.

· Promises made at the time of letting a property to customers were not kept through the voids process.
	· 
	

	October 2011
	Yorkshire Planning Day Consultation
	10 customers were involved in this consultation.
	· 
	· 
	

	October 2011
	Voids Reality Checks 
	10 Customer Inspectors 
	· 
	· 
	

	November 2011
	Sheltered Housing Application Process Consultation
	11 Customer Consultations were held in the following Sheltered Schemes –

1) Goodwin House, Queensbury

2) Sycamore Court, Otley Road
3) Farish House, Keighley

4) Staincliffe Court, Silsden
5) Ivy Bank Court, Baildon

6) Maple Court, Bingley

7) Wellesley House, Laisterdyke

8) Ormond House, Odsal

9) Anvil Court, Manningham
Forrester Court, Denholme
10) Southfield House, Addingham
183 customers were involved in this consultation.
	· Customers were consultation in the Sheltered Schemes about new access points to applying for sheltered Housing. 

· Majority of customers fed back that they would prefer to apply direct at the sheltered schemes rather than apply online.
· (see merged briefing response) 
	
	

	December 2011
	Open Field Service Consultation
	We sought the views of 25 customers who have used this service their views.
	
	
	

	
	

	December 2011
	Hedging Project in Bingley and Southfield House, Addingham
	We held a consultation with customers to discuss the additional fencing and hedging issue.
	· Overview given to customers of possible option for closure of Bingley Lodge and the monitoring service being transferred to Ravenscliffe.
· Reassurance given to customers as to the level of service that will be given at the alternative site.

· An outline was given of the technology that will be used to ensure a high level of service.

· An overview given of the possible service charge implications if the Lodge remained open in Bingley. Positive feedback received from all those who attended

· An action was agreed that Incommunities would write to customers giving a summary of the proposed service and what can be expected. Customers were also invited for further comments on the proposed move.

· No decision to be made until consideration is given to comments made by customers.
	
	

	December 2011
	Value for Money Consultation 
	12 customers attended and gave their views. 
	· Examples of good value and bad services provided by Incommunities identified by customers

· Feedback from this consultation was passed on to all appropriate service area leads, to ensure learning and actions for improvement are carried out

· The outcomes of the consultation will help inform the budget setting and business planning processes within services

· Feedback tells us that the top priorities for spend in 2012 according to our customers is ‘looking after your environment’ followed by ‘providing new homes for the future’ and ‘improving your home’.
	
	

	December 2011
	Complaints Reality Checks 
	
	· 
	
	

	January 2012
	
	
	
	
	

	February 2012
	Tenancy Fraud & Housing Allocations Consultation
	3 focus groups comprising of 112 customers 
	Tenancy Fraud Feedback

· Tenancy fraud should be treated as a criminal offence and people found guilty of committing tenancy fraud should be punished with a criminal sentence of fine.

· If a person is fined for tenancy fraud, the fine should be given to Incommunities to reinvest in housing services.

Housing Allocations Feedback

· People should be allowed to keep their tenancy indefinitely if they go into hospital or into the armed forces

· If someone leaves their homes to go on a very long holiday or is sent to prison, their tenancy should be terminated – customers came up with a range of time limits)

· People fleeing violence of living in a property without water and supplies should have their housing application prioritised as ‘urgent need’.

· All customer feedback from this consultation will help the Government decide what the law should be for those people who commit tenancy fraud.


	
	

	March 2012
	Octavia Court Consultation 
	10 customers attended 
	
	
	

	March 2012
	Involved Customer Conference 
	75 customers attended
	· 
	
	

	

	
	Conferences


	
	
	
	

	June 2011
	Blackpool

Harrogate


	
	· 
	
	

	
	Gerry Pickersgill Award


	140 customers 
	· 
	
	

	
	Training 


	
	
	
	

	June 2011 December  2011
	
	
	· 
	
	

	January 2012
	
	
	· 
	
	

	

	
	Meetings 


	
	
	
	

	
	Airport Group
Alex Brown

Steve Pickles

	
	· 
	
	

	March 2012
	Runway Group Conference 
	8 Customers attended St Helens
	· 
	
	

	
	Panels


	
	
	
	

	
	Editorial Panel 


	
	· 
	
	

	
	Senior Voice 


	
	· 
	
	


Summary of Incommunities’ Formal Involvement methods – 2011/2012
	Type
	Purpose 
	Position / Numbers Involved 


	Contributions, Impacts & Outcomes 

	Housing Association Board
	Strategically responsible for the whole range of housing Management functions as well as those dictated by statute or regulation. Ensuring organisational values & understanding the needs & requirements of customers are taken into consideration. 
	4 independents

2 council nominees

3 tenant members & 1 Independent Member from the 4 LMT’s

8 White

2 Asian

8 Male/2female
	Reviews and approves front line policies, performance, and financial viability, value for money, customer satisfaction, regulatory and legislative commitments which if not conducted in a satisfactory manner could lead to the housing association not remaining viable. The outcomes of the Housing Association Board may be monitored through its minutes which are publicly available on the website

	LMT Committees
	Responsible for ensuring the delivery of commitments made to customers through close monitoring & scrutiny. Also responsible for ensuring that the development or revision of services is always based on the views, needs and requirements of all customers
	Bi-monthly committee meetings

45 members

25 male /20 female

39 white

3 Asian

1 Hungarian

2 Black Caribbean 
	Regular scrutiny meetings to look at all aspects of key performance, which are supplemented by neighbourhood walkabouts and local involvement.

Local knowledge is then fed back to the Board to assist in making key decisions through minutes and representation.

	Repairs Service Panel
	Responsible for the scrutiny of the repairs service, its customer satisfaction and effectiveness and to make recommendations to the HA Board on areas of improvement. 
	7 Members:

0 Independents

7 Residents

4 Male/3 Female

100% White British

Bi-monthly meetings held to review performance
	A cross section of representatives from all areas of Bradford meets to look at and discuss key repairs issues that are affecting them.

Discussions and decisions are fed back to the Housing Association Board through its minutes and representative.


	Tenant & Resident Groups
	24 tenant and resident groups. Their role in the community is recognised & supported as a key organisation in neighbourhoods.  Partnership Agreements are established between the group & Incommunities, to encourage neighbourhoods to develop their own voice and flourish through partnership work. 
	24 groups across the district

· 8 South

· 9 Aire Wharfe

· 7 West
	· 19 groups supported with annual grants

· 4 groups supported with a one off initiative grant 

· 7 new groups supported with a start up grant

· Total financial support provided by Incommunities this financial year £8750.00

The one off initiative grants were for:

· 


	

	
	Grants Awarded


	
	
	
	

	April 2011 January 2012
	
	A grand total of £8750 was given out to tenant & resident groups to help them reach their aims.


	· In total we gave out 17 grants to groups that are affiliated to Incommunities at total cost of £5,700.  This is to help them run their group and help for room hire, printer ink, telephone calls etc.

· Community Chest grants were given to groups that are affiliated to Incommunities that hold events to encourage under represented groups to join in.  A total of £1950 was awarded.

· New Starter Grants – were paid as a one off to groups that wish to set up.  A total of three were given out totalling £600.00

· One off initiative grants were given to groups that are constituted, however not affiliated to Incommunities and work on same principle as Community Chest Grants – total £500 was given to two groups.


	Resident Involvement 
	


