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1. Purpose

1.1
To establish the aims, principles and values which will determine the way the Group is accountable to residents and encourages participation by residents in its operation, management and governance.

2. Scope

2.1
The Policy applies to all residents and tenants of the Group, regardless of tenure.  The Policy is the responsibility of the Executive Director – Service Delivery.  Implementation is the responsibility of stock owning subsidiary Directors, Director of Operational Support & Service Development, Director of Older People’s Service, Director of Frontis & Property, Service Delivery Managers and officers.
3. References

3.1 Policies

•
Customer Care Policy 

•
Continuous Improvement Policy 

•
Value for Money policy 
3.2 Procedures

•
Complaints and Compensation Procedures 
•
Customer Influencing Mechanisms in Neighbourhoods 
•
Value for Money Procedure 
3.3
Other Documents - Internal
•
Customer Involvement Statement

•
Respect Statement

•
Moorlands Housing Customer Involvement Strategy 2007

3.4
Other Documents – External

•
Housing Corporation Regulatory Code and Guidance: Our Approach to Regulation

•
Housing Corporation requirements in relation to resident involvement (May 2007)
•
People First – Delivering change through Involvement (May 2007)

•
Housing Corporation Residents Charter

•
NHF ‘At the heart: Housing Association code of service delivery and accountability’ – Draft

•
Tenant Services Authority setup team – a new beginning for social housing 

• 
‘What Tenants want’ – Tenant Involvement Commission (2006)

4. Definitions

4.1
“Residents” refers to all tenants, licensees, shared owners, leaseholders or owners paying service charges, living in a property owned and/or managed by the Group.
4.2
Operating Unit Manager or “OUM” refers to either a Regional Regeneration Manager or Neighbourhood Manager depending on the precise line management structure of the particular area the procedure is being used in.
4.3
Communities refers to the Neighbourhoods in which the Group provides a service either directly or indirectly to customers.

5.
Policy
5.1 Accountability

The Group recognises the need to be accountable to our residents and therefore will establish structures and frameworks that suit the different local needs and aspirations of residents across the Group. 
We will work with residents to plan and implement how accountability will operate and the Group will support residents to ensure they independently scrutinise the service delivery of management and operational performance in their area.
The Group will also support residents to contribute to the Groups vision, values and aims with regard to our regeneration activity and to enable us to achieve our vision of:
‘Turning homes and neighbourhoods into places where people want to live and choose to stay’.
5.2
Resident Driven

The Group will take resident satisfaction seriously and have a range of mechanisms to measure and collect resident’s views on current service provision, future opportunities for developing the service and understanding resident aspirations 


The Group has developed a range of methods to seek residents’ and communities’ views, these form part of the Customer Involvement Framework. This contains a variety of different mechanisms which enable staff to obtain customer feedback in a number of ways. This includes using methods such as customer panels, feedback forms, and focus groups to gather information on residents’ views. The Group will also carry out regular opinion surveys on all services, at least every three years.

The Group’s overall approach should be to give tenants and residents a voice regarding       the issues that concern them.

5.3
Our Commitment

The Group will ensure we have ways of making it easy for residents to get involved; we will pay for agreed expenses incurred by residents as part of their involvement.


The Group will have an annual resident involvement budget, resources and staff dedicated to resident involvement. 


The Group will ensure we respect resident’s rights to confidentiality and privacy and we will use plain English and not jargon when communicating with residents.


We will make sure all residents are treated fairly with regard to the principles of Equality and Diversity, and are given the same opportunities to use the association’s services or become involved in its work and resident involvement.


We will equality impact assess our involvement approach and understand the barriers to involvement for our diverse customer base and seek to address these barriers.    
5.4
Communication


The Group is committed to using a broad range of channels to achieve effective communication between residents and communities and the Group.  The methods used will include:

•
Regular newsletters

•
Annual performance information 

•
Publication of Policies and Procedures 

•
Tenant handbooks

•
Meetings with residents and communities using a variety of formats
•
Using 3rd Parties to communicate on the Group’s behalf
•
Residents’ Conference

•
Website, emails and text 


All information will be provided in accessible formats and in plain English.  Information will be made available in other languages, Braille or recorded versions where required. 

The group will regularly ask residents whether the information we send or communicate to residents is the right information they want, whether they would like changes in the way it is sent or how it is presented.


The Group will vary the means of communication to meet the needs of all of its customers and take into account customers preferences within the communities in which we operate. All methods of communication as set out above will be reviewed and updated on an annual basis.
5.5
Complaints and Compensation


The Group will make it easy for residents to complain or provide informal feedback as we recognise this will assist us with learning from our mistakes and should assist us to provide a better service.


The Group operates a Complaints Policy and Procedure for all residents including housing applicants.  The Procedure allows for escalation to a panel of Board members and the Independent Housing Ombudsman in cases which cannot be resolved with officers.


The Group will consider claims for compensation where the Group has failed to provide services to the defined standard. The Complaints Procedure can be used to assess claims for compensation.  The Group will provide compensation for improvements to properties carried out by residents.

5.6
Service Standards


The Group is committed to providing quality services at affordable costs to all residents.  The Group will consult with residents on the level of services provided to establish service standards. 

The results of consultation on service standards will be reported to residents annually along with performance against the standards.  We will provide information on how the Group’s performance is comparing against other Housing providers.

We will set and monitor service standards and targets for resident involvement across the Group
5.7
Residents’ Meetings and Groups


As part of its customer involvement framework the Group runs a number of different groups which residents attend to give feedback on services and work with members of staff to improve them. These are organised and supported by neighbourhood teams in Operating Units and the Groups Service Development team.

The Group actively supports residents who wish to form their own representative groups.  It recognises the valuable role they play in developing stable and active communities.  Financial and other support will be provided to ensure residents have the capacity to engage effectively in Involvement.  The Group has criteria for formal recognition of Resident Associations.  Resident groups which do not meet these criteria will still be eligible for support.

The Group is committed to supporting members of groups which are set up and run by members of staff for purposes of consultation or joint working and members of residents’ groups or associations in developing their capacity to engage with the Group or other agencies at any level or on any subject they wish. Typically this will be through access to training courses, briefing sessions, mentoring, shadowing staff, provision of reference material and attendance at seminars. 

5.8
Customer Involvement Panels

Each Operating Unit within the Group will operate a Customer Involvement Panel. The aim of each panel is to assist the Regional Regeneration Manager or Neighbourhood Manager to consider on a regular basis the implications of customer feedback in terms of Operating Unit-wide process management, the application of operational policies within the Operating Unit; Operating Unit operational priorities and Operating Unit performance assessment. The Customer Involvement Panel will meet at least every quarter. Typically it will be attended by the Regional Regeneration Manager, relevant members of staff and resident representatives. 

The Group will ensure managing agents and partners provide opportunities for residents to influence and participate in the services provided in projects owned by the Group.  It recognises that many partners have developed innovative and effective ways of involving residents.  Agents’ activity in this area will be monitored and reported to the appropriate Group Boards.

5.9
Governance

The Group encourages applications from residents to become members of its Boards. 

The Group will ensure that each stock owning subsidiary will have at least one resident board member. We will make it clear to board members what is expected of them and we will provide support and training to board members to enable them to fulfil their role effectively. 

The Group will provide a Customer Capacity programme for residents and members of the community to represent their Neighbourhood at local level, through the Groups Management or Governance structure or any other form of representation. The Customer Capacity Programme will be delivered in a variety of formats that meets the diverse needs of the communities in which we operate and will be supported by the Group in terms of resources, staff and commitment. It will also involve any other support we can reasonably provide which residents identify.


The Group, where appropriate, will encourage residents to become shareholding members in the relevant association 

The Group complies with the NHF Code of Governance.

5.10
Resident Management


The Group will encourage and support initiatives by residents to manage services in their area or estate.  It will consider a range of options for resident management, including Good Neighbour Agreements, Estate Sub-Committees, Estate Agreements, Resident Management Organisations and Co-operatives etc.
5.11
Customer Profiling

The Group will ensure all of its customers and communities can equally participate and be involved in the decision making and operational management of the Group. We will use customer profile information to be informed of how we can best reach the Groups customers to provide access to all through service delivery and involvement.  We will also use this information to identify the customers we are failing to reach and assess how we can become more accessible by removing barriers and support under- represented groups.
6.
Customer Involvement Statement 

On an annual basis the Group will work with residents and communities in which we operate to create a Customer Involvement Statement which sets out the principles of our engagement strategy for the following year, including how it will be measured and the resources that will be made available.  See Appendix A.
6.1
Annual Impact Assessment

The Group will publish an annual impact assessment or involvement which will measure the outcomes as agreed previously with customers.  Its purpose is to assess the impact of interventions and operational outcomes which have been set by customers. We will report this to the Groups customers and through reports to appropriate Boards.

This Policy will be reviewed in April 2010. [End]
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