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Co-regulation at Family Housing
Family Housing Association has historically used a diverse range of methods for involving residents, such as surveys, focus groups and mystery shopping, as this has tended to be more successful in attracting residents than more formal methods. Before the introduction of the Customer 1st structure in March 2008, there was a Resident Participation Group but this group was not formally constituted and had limited membership. There was also a database of residents (159 in total) registered on the involvement data base.

One of the key recommendations from the Best Value review of Resident Involvement carried out in 2006/07 was to look at developing an appropriate structure or framework for resident involvement activity and to review the role of the Resident Participation Group. A staffing re-structure within the organisation in 2007 increased the resources focussed on business improvement and involvement generally.
In March 2008 the most recent strategy was introduced along with a new framework for resident involvement, Customer 1st.  The framework for Customer 1st centred  on the introduction of a Customer Sounding Board of interested and involved residents, five service groups and a residents forum.

During the first 6 months the sounding board had established a membership of almost 200 residents and five Customer 1st service groups had been successfully launched.  These groups included; 1) Improving Repairs, 2) Better Homes, 3) Safer Cleaner Communities, 4) Customer Contact, and 5) Leaseholder Views.  Each service group has a consistent core membership, and although not formally constituted each group has agreed Terms of References which they operate within.  

The second stage of Customer 1st was the creation of a resident’s forum (One Voice), established in December 2008.  Two members were nominated from each service group, with two additional places for current tenant board members.  Initially One Voice was responsible for making corporate business recommendations and decisions, reviewing key strategies such as the Corporate Strategy and the Equality and Diversity Strategy, and approving full Equality Impact Assessments and has since been linked to the board of management, and a formalised constitution.
Co-regulation is an abstract term and we to try and make it real to ourselves and our tenants by putting it into action.

One of the things we think is key to our approach to co-regulation is that it is embedded across the Customer 1st framework i.e. we don’t have a specific ‘scrutiny’ panel – scrutiny happens at every level of involvement in a variety of ways.  However the key co-regulation activities that we have worked on with our tenants over the past months have been:

· Scrutiny of performance information and complaints to identify trends and actions to be taken

· Commissioning of service reviews and tenant inspection (front line and back office) – and the monitoring of delivery of recommendations along side the Relevant Committee

· Introduction of a report from One Voice to the Board – presented to the board by the Chair of One Voice

· Annual report developed and co-written by One Voice – very much ‘from tenants to tenants’
As well as the formal opportunities for involvement available through Customer 1st we continue to facilitate informal methods for residents to ‘have their say’ such as focus groups, mystery shopping and surveys.  Such opportunities still prove to be popular and are useful in attracting new residents to get involved.
Residents’ Annual Events

To introduce the Customer 1st structure to all our residents and partners, we held an event at the Birmingham city football club and invited all to attend and get the opportunity to meet staff and other external partners. We have since held annual events each year to celebrate achievements / service improvements influenced by residents through involvement. This has also been used as a method of publicising opportunities and benefits of getting involved.

Working closely with our residents is key to how we operate at Family and last year over the summer months we picked up on the Government’s localism theme with Resident Road Shows. The Road Shows involved holding three separate events in north, south and central Birmingham with the aim of reaching a greater number of our residents. This approach proved to be more successful than in previous years where we’ve put all our resources into one main event and we were extremely pleased to see an increase to the number of residents wanting to get involved with Family.
Family Housing Trust Fund
Family Housing Association is committed to ensuring residents can effectively engage with their landlord and to ensuring resident feedback is at the heart of decision making. To help achieve this aim, Family worked with Birmingham Law Centre to establish a trust to administer a system of reward for resident participation. This was for two main reasons, firstly to ensure we engage with a wider range of residents, those who may not normally attend meetings and secondly to ensure the reward system used is compatible with those residents in receipt of state benefits.
Family Housing strongly believes those that participate should be recognised for their contribution and firmly dismisses the idea that payment or reward in some way undermines the value of the customer’s perspective. The family housing trust fund successfully breaks the link between activity and reward. Any prize given through the fund is seen as a grant given by a charity on the same terms as Birmingham Law Centre has always provided grant aid.
We do not give incentives (Points Mean Prizes) for annual events or road shows but we do have different prize draws / raffles which all attendees can take part in. We do not give points for training or for large events such and we also do not give points for completing customer satisfaction surveys.
Family Days Out

The main objectives of introducing Family Days Out were to provide an informal setting in which we can bond with our residents and provide a fun day out for our residents who may not be able to afford something similar. We also use the trips to raise awareness of resident involvement and the services we deliver which are available to them. Along side the introduction of twitter and facebook, it’s also a way for us to engage and involve our young residents. This has proved to be a great vehicle for the recruitment of residents on to our Service Groups and Customer Sounding Board.
This activity has, and will continue to, add real value to the services we offer – helping to build positive relationships between staff and our residents, helping engage residents in our services, helping to deliver our ‘improving well-being’ aim, providing residents with a great day out which they may not otherwise have had access to, helping to build links between residents and tackle isolation, and generally support the rest of our delivery, including resident involvement.

Key Challenges

We have come along way but we still have more to do….

Buy in from the top

· The leaders and board have to have ‘bought into’ co-regulation to make it meaningful and for residents to be able to have genuine influence

Usual Suspects

· We all have the problem of engaging with a representative group of tenants – in particular we need to recruit more younger people

Succession Planning

· As residents have moved up the structure becoming board members etc we need to be building the capacity of new residents coming through

Staff capacity

- Service managers need the skills to engage creatively with residents to get meaningful discussion about e.g. performance information and involvement staff are having to constantly come up with new creative mechanisms for presenting information and gain meaningful input.
