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Purpose of Report

To inform Board of the consultation exercise undertaken with the Group’s customers on proposals for the National Tenants Voice.

Critical Success Factor

· Develop our information systems to enable us to understand both our markets and our performance

· Listen and respond to our present and future customers’ needs and aspirations

· Develop our workforce and a governing body with the competencies to deliver a high performing organisation with a strong focus on customer service

1.
Current Position

1.1
The Cave Review of social housing regulation ‘Every Tenant Matters’ recommended that the Government should establish and fund a National Tenant Voice (NTV) to give tenants both a voice and expertise at national level.

1.2
The Housing and Regeneration Bill created the National Tenants Voice alongside the new housing regulator (the Tenant Services Authority) and the new Homes and Community Agency. 
An initial consultation, carried out by the wider Tenant Empowerment consultation in 2007, found support for the general idea of the NTV and for its proposed roles around advocacy, research, and supporting the representative tenants movement. 

Many of the respondents stressed the need for the organisation to be under the governance of tenants, and that it should have regional as well as national representation. 

1.3
In February 2008 Communities and Local Government (CLG) established a project group to help develop the NTV proposal. 

1.4
In July 2008, the NTV project group sought consultation on the initial ideas relating to the NTV and specifically the following:
•
The proposed National Tenants Voice vision and values statement  
•
The role and remit of the NTV

•
The NTV as an organisation, its governance and relation
•
The name of the organisation.
2.
Key Issues

The Group has responded to the consultation by seeking views of its key active customers who participate in various levels of resident involvement.  Key resident activists were sent a brief summary of the consultation paper with a Feedback sheet to complete (Appendix A).
The Group received 56 individual responses from a range of tenants and leaseholders across the Group and the feedback was assessed and formally responded back to the National Tenant Voice Project Group on the 12 September 2008 (Appendix B).
The National Tenant Voice Project Group acknowledged the response and has stated that they will take full account of our tenants and leaseholders views and the results of the consultation exercise will be fed into the proposals to go to Ministers in the autumn.

3.
Risk

	4.1
	Class
	Level
	Lead Person
	Risk

	
	4
	Temporarily disrupt all or part of a process
	Paul Seymour
	Loss of customer involvement and satisfaction


4.
Options
4.1 
There are no options with this paper.

5.
Proposal
5.1 
That Board note the Group’s tenants’ and leaseholders’ participation in the National Tenant Voice consultation exercise.
Compliance Statement 

Please complete the following carefully as they demonstrate whether or not the proposals will assist the Group to meet its vision and comply with its values.

	Equality & Diversity

Will this proposal help or hinder equality and diversity?

Have you undertaken an impact assessment            Y
 FORMCHECKBOX 

N
 FORMCHECKBOX 

If no, please state why not.

     
If yes, please give details:

     
Date of impact assessment: 

17 November 2008 
	Consultation

Have you consulted with the following groups?  If so, give details of the outcome.

                                             Y           N

Customers                            FORMCHECKBOX 
          FORMCHECKBOX 

Consultation exercise undertaken with the Group’s tenants and leaseholders
Organisation/Stakeholder      FORMCHECKBOX 
         FORMCHECKBOX 

     
Others                                    FORMCHECKBOX 
         FORMCHECKBOX 

     

	Resources

The costs relating to this proposal can be contained within existing resources :

Budget  Y  FORMCHECKBOX 
      Staff  Y  FORMCHECKBOX 

OR

Additional funding will be required (give details):

     
Additional staffing will be required (give details):

     
	Value for Money

Please explain how this proposal secures value for money.  Outline a comparison of both the cost and outcome of any options presented in the report.  Outcomes need to address both the organisational impact of an option and the customer impact as well.
The creation of the National Tenants Voice will ideally lead to a greater representation of tenant and leaseholder views at national level.  This in turn should drive accountability and service provision to residents and should help to make meaningful engagement possible which should reduce ineffective resident involvement.

Please tick one or more of the outcomes this relates to:

Economy         FORMCHECKBOX 

Efficiency         FORMCHECKBOX 

Effectiveness   FORMCHECKBOX 

Please remember to record your VFM details in the central register.

	Action/Timetable

The National Tenant Voice Project Group will report the findings of the consultation to Ministers in the Autumn and following this detailed proposals will be announced.



APPENDIX A

National Tenants Voice: A national tenants organisation: summary of consultation paper

The Government has also been very keen to encourage all landlords to make sure their customers are involved as much as possible. 

The result of all this has been an increase in customer representatives having a say in housing issues at a number of different levels, eg neighbourhood, council regional, etc. 

The one area where customers don’t have a voice at the moment is at the national level talking directly to Government about housing and related issues.

The Government wants to set up a national tenants group which represents tenants issues and views at a national level. They have called it the National Tenants Voice (NTV). 

It’s had a project group working up some proposals and they now want to know what tenants across the country think of their initial proposals. They have identified 5 areas where they want customer input.

This is where you come in. Below is a brief summary of what’s proposed:   

 What the organisation wants to be and do                                    (Vision and values)

•
Professional organisation for tenants reporting to tenants

•
Will work with government and others for high quality services for tenants and the right to be involved at whatever level they choose

•
Argue for change based on tenants’ views and evidence form research

•
Have open and effective communications

•
Work with other key customer bodies

•
Believes all tenants are citizens of equal worth

 Will be set up to do the following:                                                  (Role and Remit)

•
Provide a strong voice for tenants at a national level that really influences things

•
Support tenant representatives to deliver their own message 

•
Back up decision making with research and surveys of customer opinion.

•
Help build up existing tenant support organisations

•
Look at all issues that affect tenants

•
Work effectively with government departments, regulators etc

•
Put the tenants perspective on the map

•
Be a ‘broad church’ that accommodates many views and beliefs

How will it be organised and run?

The project group who have worked on this have concluded that it is better if it is set up as a stand alone organisation rather than as part of an existing one.

This is because even though it is more complicated to do this, it will be easier to make it answerable to tenants and it will be clearly seen to be independent and its own master.

It will have to receive Government money to operate.  Any organisation sponsored and funded by Government is likely to be defined as a ‘Non-Departmental Public Body’ (NDPB).  Many NDPBs are organisations with a lot of independence from Government.  For example, the Housing Ombudsman Service is a NDPB.

The Project group wants it to be an NDPB:

•
The plus side of doing this is that it retains its independence while finding funding easier and more flexible than if it did not have this status. It also makes it much easier to work with Government directly.

•
On the minus side the Government would have powers to intervene if there are failures in how the organisation is run or financial management. However the organisation will have staff to help manage these areas.

There will be 3 basic bodies (also see diagram below):

•
NTV national committee: will be the main forum in which issues will be discussed, policy developed and decisions made

•
NTV management board: will effectively enact decisions made, implement policy and oversee the day to day operation of the organisation. 

•
NTV accountability committee: essentially this will oversee the actions of the other 2 committees to see that they are acting in a fair and accountable way, as well as ensuring that it is as representative as possible.  It will also appoint members to the management board according to criteria set by the national council.  No one form the other 2 committees would sit on this one.





It is likely it may be located in London to be near to Government.

Feedback Sheet       Name__________________   Area _________________

The project group setting this up has asked for customer feedback on the following 5 areas which are listed below. To help you do this we have put a tick box next to each question and a space for more general comments

1. Do you support the vision and values for the National Tenant Voice (see page 1 under ‘what the organisation wants to be and do’). 


Yes ______                No ______                 Not Sure _____         (please tick one)

Do you have any other comments? __________________________________________________

2. Do you support the role and remit of the National Tenant Voice (see page 1under ‘Will be set up to do the following’.)

Yes ______                No ______                 Not Sure _____         (please tick one)

Do you have any other comments? __________________________________________________

3. Do you support the view that the National Tenant Voice should be a new independent organisation and a Non Departmental Public Body rather than be part of an existing organisation? (See top of page 2)

 Yes ______                No ______                 Not Sure _____         (please tick one)

Do you have any other comments? __________________________________________________

4. Do you support having a National Council and a Management Board (see explanation and diagram on page 2)

Yes ______                No ______                 Not Sure _____         (please tick one)

Do you have any other comments? __________________________________________________

5. Is National Tenant Voice the right name for this new organisation? If not can you suggest an alternative? 

Yes ______                No ______                 Not Sure _____         (please tick one)

Do you have an alternative name?       ________________________________________________

6. How do you think the NTV should gather and represent views of tenants nationally if they are to be based in London? (E.g. Survey, regional reps, regional offices/forums etc)

Please write your comments ________________________________________________________

7.  Would you be interested in being a tenant rep on the NTV? 

Yes ______                No ______                 Not Sure _____         (please tick one)

IF yes what support would you need from us? __________________________________________

Would you like a call to discuss further? If yes please leave your number _____________________

APPENDIX B

	Lesley Storer

National Tenant Voice Project Group

1/A1 Eland House

Bressenden Place

London

SW1E  5DU
	g/service devt/ps/corres/NTV response

12 September 2008 


Dear Lesley

National Tenants Voice Project Group’s Emerging Proposals for the National Tenant Voice – Consultation Paper
Harvest Housing Group is a group of housing associations and companies which provide over 18,000 affordable, quality homes across the North West and beyond.  The Group manages social housing stock in twenty-eight different local authority areas.  The majority of our property is in the North West and Cumbria, but with Moorlands extends to Staffordshire and Derbyshire, and through Frontis we are developing and managing S106 shared ownership and keyworker schemes across a wider geographical area.  We have a major presence (500+ homes including supported housing) in nine local authorities and fewer than fifty units in seven authorities.  We have a strong presence in the southern half of Greater Manchester (Trafford, Tameside, Stockport and Manchester itself), Crewe, Warrington, Preston, East Lancashire, Allerdale in Cumbria and Staffordshire Moorlands.  The single most important factor in everything we do is the quality of service we give to our customers.  Customer Involvement is embedded across the Group and many methods of real involvement, empowerment, training and capacity building are available to meet diverse needs and customer preference.

Firstly let me say that Harvest is grateful for the opportunity to be able to respond to your initial ideas and proposals regarding the National Tenant Voice.

We would like to comment on the proposals from a Registered Social Landlord perspective, but felt that it was important that we give our tenants the opportunity directly to comment on your proposals. 

At Harvest we have various approaches and ways of involving customers and residents.  We have contacted the current tenant and resident activists across the Group and asked them for their feedback to your proposals.

We received 56 individual responses from a range of tenants, and leaseholders across the Group.

cont/..

2.

12 September 2008 

National Tenant Voice Consultation Response

The responses to the specific questions can be summarized as follows:

•
There was unanimous support for the proposed Vision and Values, role and remit, and the proposals regarding to non departmental public body and a National council and management board.

•
The comments from the tenants and residents were as follows:

•
Views should be gathered and represented in London, by the NTV being present at Regional offices and should hold regular open tenant forums

•
Tenants will need financial support from their Landlords to enable them to fully participate

•
We would want to ensure the NTV represents the views of tenants from all tenures and across all parts of the country; we are concerned that the NTV will have a London or Southern focus; some suggestions from tenants about gathering views in the most effective and environmentally friendly way

•
We would want the NTV to not clash with National and regional tenants organisations, and their needs to be clarity regarding to how tenants views are feed into the NTV and from which bodies

•
Their needs to be clarity about how the NTV will deal with differences of opinion from various tenant bodies across the country

•
Their was a suggestion that is should be called ‘National Tenant Collaboration, Listen to Tenants or National Voice for Tenants’ but overwhelming consent was for the ‘National Tenants Voice’

•
Many Harvest tenants were interested in taking part in the National Tenants Voice and requested clarity on if this was possible and how they could do this, along with a recognition that tenants give up their time and do incur expenses when participating

•
Some concerns about whether the National Tenants Voice will represent Leaseholders and private tenants, tenants of private finance initiatives, etc

cont/..

3.

12 September 2008 

National Tenant Voice Consultation Response

From a Registered Social Landlord perspective we would like to add the following:

•
We welcome the opportunity for tenants to have a voice at the national level, but feel the following needs to be taken into account:

•
Clarity regarding the structure of the tenant bodies that feed into the National Tenants Voice is essential to enable clear lines of communication, transparency and relevance

•
A comprehensive, bespoke capacity building and training programme tailored to individual needs is essential for effective empowerment of the involved tenants

•
Membership and involvement should be fully inclusive and address equality and diversity challenges to ensure it is fully reflective of the communities it serves

•
Meetings, minutes, agendas and other documentation should be fully accessible and available to all; documents should be in plain English, available in different formats and jargon free

•
Budgets need to be clearly defined and budgetary control should be transparent and published

•
There should be an opportunity for tenant membership to be rotated to enable further inclusivity and opportunity for involvement from a wider tenant base

•
Service standards, performance indicators and other measures of effectiveness should be considered, monitored and published on a regular basis. 

Yours sincerely

Paul Seymour

Director – Service Development & Operational Support

NTV Management Board


Approximately 15 people


Majority tenant membership plus independent members





NTV National Council


Approximately 50 tenants - from National, Regional and Local tenants and residents organisations





NTV Accountability Committee


Majority nominees from national and regional tenant organisations plus independents
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