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1. Background

The Borough of Poole has worked closely for many years with tenants and leaseholders in making decisions that affect their homes, in accordance with section 105 of the Housing Act 1985. This states that landlord authorities must enable secure tenants to be informed and to be able to make their views known about matters of housing management. The original formal structure for tenant participation (as it was then known) included two area committees and the Housing Consultative Panel which had members elected from the two areas as well as the leasehold forum.  In 2000 the Borough employed a Tenant Participation Officer for the first time.

In 2004 Poole Housing Partnership was established as an Arms Length Management Organisation (ALMO), with Residents making up one third of the fifteen-strong Board of Directors. 

The resident involvement structures were redesigned in 2004 to widen the appeal of tenant involvement and to give a stronger voice to many more tenants and leaseholders. Local Community Representatives were introduced giving residents flexibility over how much of their community they represented; thus making ‘getting involved’ easier and more local. To increase community involvement at a local grassroots level, Community Housing Action Teams (CHATs) were set up for local community representatives and other community ’stakeholders’. 

New offices at Beech House in 2005 provided the opportunity to establish a Residents’ Resource Centre to give Local Community Representatives and residents’ groups facilities for meetings, training, use of computers and newsletter production.

Since 2004 the emphasis for resident involvement has changed focus from “what PHP needed from residents” to “what residents need from PHP”.  This meant looking beyond the formal process and government requirements to greater choice, more incentives, regular training, increased flexibility and a more localised approach. The principle is to have a wide range of options so that there will be an option to suit all residents. Resident involvement has increasingly become an integral part of the job for every member of our staff, across the whole range of services provided.

In developing this strategy, we have looked at best practice from other organisations and listened to residents throughout. A recent Resident Involvement Conference in March 07 invited the Audit Commission and two ‘excellent’ housing organisations (Carrick Housing and Kensington & Chelsea Tenant Management Organisation) to talk to Poole residents about resident involvement elsewhere. From this and many other sources, including our annual resident satisfaction survey, consultation has been used to inform the development of this Strategy. The Strategy will be reviewed and amended periodically.

2. Aims and Objectives

The aims of resident involvement are:

· To continuously empower residents to shape the services they receive, by consulting to provide a flexible range of ways to deliver effective resident involvement

· To embed resident involvement as part of the culture of Poole Housing Partnership
· To ensure high satisfaction for residents with the participation structure

· To support the wider objective of developing strong communities

· To ensure all sections of the community have their voice heard, especially under-represented groups such as youth

The objectives of resident involvement over the next three years will be:

· To ensure that residents are involved in an appropriate way such as in:

· Service Contract letting

· Neighbourhood improvements

· Policy and procedure development

· Sustainable community development

· Changes to the way services are provided or financed
· Service and performance monitoring
· To consult upon any significant change in the way that housing management service is delivered

· To increase the number of residents able to engage with us at a level and in a way that suits them, up to half of all residents by 2010

· To involve residents to reflect the diversity and geography of Poole Housing Partnership’s communities and housing stock, including hard-to-reach groups such as youth

· To continuously review and improve the opportunities and scope of resident led decision making

· To review and meet training needs for both residents and staff to enable effective resident involvement 
· To make all staff responsible for promoting and encouraging resident involvement in a formal context, through job descriptions, one-to-ones and Employee Development Interviews

· To work closely with the Borough of Poole and other local partners in developing strong communities by empowering local people to have a greater voice and influence over decision making, and promoting the opportunities for residents to shape and support those communities

3. Structure

The structure of resident involvement at Poole Housing Partnership is designed:
· To provide information

· To consult with residents

· To listen to residents views

· To actively encourage participation in decision making

· To enable residents to influence housing policy and strategy

· To ensure no resident is excluded because of discrimination

The resident involvement structure permeates the whole of Poole Housing Partnership, up to and including the Board of Directors, where five residents make up a third of the Board. There is a spectrum of involvement, from the more formal Board and Housing Strategy Policy Panel, down to the very informal People’s Panel, a questionnaire-based panel which does not require residents to even leave home.

This spectrum is designed to allow residents to get involved at a level that suits them, and allows for flexibility. Some residents progress from being Local Community Representatives to sitting on the Housing and Strategy Policy Panel, while others are happy to just attend the annual Open Day.

The structure was designed in consultation with residents to ensure a representative balance between tenants, leaseholders and special interest groups in Poole Housing Partnership managed housing stock. The three strands of the structure lead into the Housing Strategy Panel, ensuring that both significant special interest (leaseholders and sheltered residents) groups are able to be involved in ways that take into account their particular circumstances and are represented on the top resident panel. All three groups are able to represent their communities as Local Community Representatives.

In future new additions to the structure will be designed to allow residents who are not represented currently, particularly the children and young people, to become involved with PHP.

Further information about each part of the structure can be found in the Resident Involvement Manual.





















1.  At Home magazine

The quarterly resident magazine provides information on current events at Poole Housing Partnership and publicises resident involvement and other services.

Residents can write in to the letters page and be involved in competitions, and the Communication working group provides editorial oversight.

At Home can be provided in a range of different formats, including different languages, Braille, audio-tape or CD, or electronically via e-mail or the PHP website.
2.  Annual Satisfaction Survey

This survey is sent to residents once a year with questions discussed with resident focus groups beforehand.

It provides an easy opportunity for all residents to be involved at least once throughout the year and collects information about overall resident satisfaction with services.

We use these results to improve the way in which we deliver services and to ensure that they are meeting the needs of all our residents.
3.  People’s Panel

The People’s Panel is a quarterly survey carried out by post, telephone or email. 

This enables residents to be involved from home and encourages those with little time to spare to be involved as much as they can.

Topics cover all service areas, particularly areas recognised as requiring improvement or greater resident involvement.

4. Training

We provide various training sessions, ranging from short I.T. taster sessions to full training and personal development courses. 

They help develop residents’ abilities to be effectively involved and serve as an incentive to further involvement. They can also help people to find work and new careers.

5.  Mystery Shopping Programmes
Residents help us undertake checks of our services through taking on a role in a designed scenario and evaluating staff response. 

Any resident can volunteer to be part of a pool of mystery shoppers, subject to training. This might include telephoning and asking for help, and noting the quality of the response.

6. Halo Groups

Many of our working and focus groups have options for involvement that don’t involve coming to meetings.

Residents on a halo group receive the agenda, reports and minutes for their chosen group and have an opportunity to send their comments to the Resident Involvement Officer to be taken into consideration alongside the findings from the main meeting.

This gives residents the chance to have a say on their chosen issue on a flexible basis.

7. Focus groups

Focus groups are held to discuss issues relating to the housing service as and when required.

A database of interested residents is used to determine invitees. Focus groups are an ideal opportunity for residents to attend an occasional discussion on a range of issues.

8. Estate Tours

Estate tours (known as Environmental Visual Audits or EVAs) offer an opportunity for visual audit and a ‘multi-agency’ approach to estate problems.

Local Community Representatives, councillors and local police officers attend and are conducted around the estate by the local housing officer, along with any interested residents and other invited agencies.

The aim is to improve the environment, reduce crime and design out anti-social behaviour, and help to put residents in control of their own estates.

9. NICE

The NICE scheme (Neighbourhood Improvements on Council Estates) gives residents the opportunity to bid for up to a £3000 grant to improve their neighbourhood. 

The scheme encourages residents to work together in their local community and provides tangible benefits for being involved. 

Examples have included gardening and garden improvements, lighting, security works and art work.

10. New Tenancy Visits 

New tenants receive a welcome pack with information on resident involvement opportunities and a visit from their housing officer. 

During the visit, they can discuss the opportunities and suggest ways in which they might be able to become involved according to their interests.

This helps to publicise resident involvement and demonstrate a commitment to involving tenants from the start of their tenancy.

11. Working Groups
Working Groups exist to enable us to consult with residents over a range of issues. Membership is open to any tenant or leaseholder and is not restricted to representatives.

Members give feedback on any proposal in a specific area of activity, help draft policies and proposals and monitor relevant service delivery. 

12. Local Community Representatives (LCR)
A Local Community Representative represents their street, their block or their neighbourhood. 

They work to improve the quality of life for people in their local community through effective liaison with our staff and other appropriate agencies, as often they are the first and best placed to know what is going on.

13. Sheltered Housing Resident Associations
Each Sheltered Housing complex has a Resident Association that represents all residents in that area. 

They are run democratically in accordance with the aims set down in a model constitution and provide a way for residents to be involved in improving their community.

14. Resident Associations
There are a number of Tenant and Resident Associations that represent all residents in a defined area. 

They are run democratically in accordance with the aims set down in their constitution, and provide a way for residents to be involved in their community and represented by their elected committee to Poole Housing Partnership.

15. Leaseholder Annual Forum

This is an annual event that is open to all leaseholders, enabling them to meet each other and our staff and review performance over the previous year, plan services for the year ahead and find ways of improving services for all leaseholders. 

Leaseholders are elected from here to sit on the Leaseholder Customer Services Panel.

16. Annual Stakeholder Conference
This is an annual event that is open to all tenants, leaseholders and other key stakeholders, enabling them to meet each other and our staff, receive information, ask questions and share ideas.

17. Leaseholder Customer Service Panel
This panel is made up of resident leaseholders, elected at the Leaseholder Annual Forum, and one non-resident leaseholder.

It meets with our Leasehold Services Team to discuss all issues relating to leaseholders and leasehold management, including service charges, maintenance and investment.

18. Sheltered Housing Forum

The Sheltered Housing Forum is made up of all the Sheltered Housing Local Community Representatives and the senior Sheltered Housing Officers. 

The group discusses issues that are common to all Sheltered Schemes and the housing needs of older people, and how to improve the environment and communities in sheltered housing.

19. Community Housing Action Teams

Community Housing Action Teams are formed by Local Community Representatives, Resident Association representatives, interested residents, Housing Officers, local police officers and councillors.

They meet to discuss and resolve issues affecting the local area, such as the environment, maintenance, crime and anti-social behaviour, and how to improve the neighbourhoods.

20. Housing Strategy Panel

The Housing Strategy Panel is made up of elected tenants and leaseholders from the Sheltered Housing Forum, the Community Housing Action Teams, the Leaseholder Customer Services Panel and special interest groups (such as the Focus on Disability Working Group).

It reports directly to the Board. It monitors the work and performance of Poole Housing Partnership, and agrees strategy, direction and standards of services. 

It is supported by Councillors, Board Members and staff, but residents alone make the decisions.

21. The Board of Directors

The Poole Housing Partnership Board of Directors consists of 15 members; four Tenant representatives, one Leaseholder representative, five Councillors and five Independent members. 

It is responsible for the long-term strategic direction of the organisation and ensuring that the management team turns these strategies into reality. 

The Board has a dedicated Resident Involvement sub-committee that meets monthly to make decisions and recommendations about engaging with residents.
4. Strategy Development and Priorities
Consultation and engagement with residents is the key focus of this strategy, and accordingly we have based the direction of our resident involvement upon the priorities our residents put forward, also being mindful of the recommendations of the ‘Key Lines of Enquiry’ (KLOEs). These views were collected from focus groups, informal discussions with involved and uninvolved residents, and particularly from a Resident Involvement Challenge Day, where residents were able to hear from some of the best housing organisations for engagement.

Priorities
Residents highlighted a number of priorities, and our action plan has been designed according to the seven broad themes residents brought up. Each of the themes incorporates resident suggestions and feedback.

· Your services 

Residents want us to get the basics right. The main priority is to see regular, routine services that affect the majority of residents delivered efficiently, effectively and in a way that takes into account residents’ needs. This should take priority over developing elaborate schemes that benefit a few residents.
· The way we talk to you

Residents want to be able to communicate with us on their own terms (by telephone, in person or electronically, taking into account their own personal circumstances and needs). We should communicate in the same manner, efficiently and effectively, to let the resident know the outcome of their enquiry.
· How you can get involved

Residents want a variety of ways to get involved that allow them to participate effectively, in a way and at a level that suits their personal circumstances. They would like a say in the design, management and performance of all housing services. The ways to be involved should provide a means for any resident to get involved regardless of their circumstances.
· Involving you

Residents recognise and want to promote the need for us to engage all members of the community in resident involvement, particularly the younger and harder-to-reach groups of residents. To do this, we need to have a clear understanding of our local community and resident profile and clear equality and diversity policies in place. 

· Being accountable to you

Residents wanted to see that we continuously evaluated our services and performance and informed them of the results. We should produce information about and involve residents in making management decisions, through a wide variety of formats.
· Giving you the power

Residents want to be able to involve themselves more in the way decisions are made, and take part in more training and events. They would like to see the impact they have on services.
· Benefits for you

They would like to see wider involvement encouraged through a flexible range of incentives to enable participation.
The full action plan based on these issues can be found in chapter 5.

Performance Indicators

As part of our action plan, we are reviewing our Performance Indicators (P.I.s) on a yearly basis. We commit to monitoring our performance to allow for monitoring trends and to help identify weak areas that need improvement, and P.I.s provide the figures to help us do this. The P.I.s for the current and previous years can be found in the Resident Involvement Manual to ensure that trends can be followed.

7. Action Plan (2007-2010)

	What
	Activities
	When by?

	Service delivery is evaluated
	· Carry on with “mystery shopping”

· Involve residents in all services
	Dec 2008

Dec 2008

	Staff are knowledgeable

Better methods of communication
	· Train staff in resident involvement

· Use new ways, e.g. internet, pictorial letters, conference calls

· More publicity
	Sep 2008

Mar 2008

Sep 2008

	Residents get involved when it suits them
	· More local/evening meetings

· More surveys (via SMS text, letter, e-mail, website)

· More informal consultation
	Sep 2008

Dec 2008

Mar 2009

	Involvement is more representative (i.e. includes more young, working, black and minority ethnic and gypsy/traveller residents)

Work with local communities

Understand local needs better


	· More under-represented residents on panels

· Have a forum for young people

· Make involvement easier for under-represented groups

· Partnership with agencies working with under-represented groups

· More residents from all backgrounds involved

· Renew Community Housing Actions Teams

· Begin road shows

· Design neighbourhood profiles

· Develop neighbourhood agreements
	Jun 2008

Sep 2008

Dec 2008

Sep 2008

Ongoing

Jun 2008

Jun 2008

Dec 2009

Dec 2009

	Review performance/action plans

Ensure resident involvement gives value for money
	· Board and residents to review current performance and plans

· Analyse effectiveness and cost of resident involvement

· Benchmark against other organisations
	Jun 2009

Jun 2008

Dec 2008

	Give residents power over PHP finances

Residents can use external funds

Resident help in value for money and efficiency work
	· Give budget to resident group

· Improve ways for residents to inspect and direct PHP budgets

· Give help to residents to access external grants and funding

· Work with residents to find areas with scope to be more efficient
	Jun 2008

Mar 2009

Sep 2008

Sep 2008



	Ask residents about preferred training
	· Ask residents about preferred training and organise

· Review benefits of involvement
	Jun 2008

Mar 2009


6. The Future
The changing face of social housing in general and resident involvement in particular makes predicting policy in coming years challenging, but we are committed to continuously seeking out good practice and applying it to the situation in Poole wherever possible. 

Recent developments in resident involvement have led to a strong community engagement and development focus, with the emphasis firmly on communities being sustainable. We want to consult with residents and empower them to influence decisions, but also to work with them in their communities. This would involve working with all residents in a community, including those renting privately and owner-occupiers. Furthermore, through close partnerships with other Registered Social Landlords, neighbourhood agreements could become a very meaningful way of ensuring that landlords support their tenants and leaseholders in creating these sustainable communities

Detailed area profiling has come on to the agenda recently, with a number of the organisations at the forefront of area profiling demonstrating how impressively the information gathered can improve targeted services. We are looking to work closely with the Borough of Poole and the police to ensure that any area profiles can be used to further inform work with residents and communities.

In particular, detailed understanding of local needs can help the formation of Local Consultation Agreements, whereby residents in an area receive services according to their specific local requirements. We will ensure that our residents feel we are listening to what they want, and understand that different estate can have very different needs.

We are looking to involve young people in a lot of different ways, meeting their needs and objectives for involvement rather than forcing them into channels more suited to our needs. Steps have already taken to tap into existing work from other organisations, and the next stage is to provide youth specific routes into involvement. Our aim for the next three years is to develop a forum to give younger people a voice in the decisions affecting their community. It is envisaged that this will have a demographic breakdown of 11-16, 17-25 and 25 plus. 

7. Dealing with complaints
Comments and complaints about the Resident Involvement Strategy

If you feel that this strategy fails to meet the standards we set for ourselves, in format, clarity or consistency of information, or if you believe Poole Housing Partnership has failed to address a significant facet of resident involvement, please contact the Resident Involvement Officer on 01202 264422, or in writing to Resident Involvement Strategy, Freepost PHP.

This strategy will be continuously reviewed, with new action plans formed for each year. All resident comments will be taken into account in this process.

Comments and complaints about Resident Involvement services

We have a comprehensive and objective complaints procedure to deal with instances where a resident feels that they have not received the high quality services they have a right to expect.

If you think that we have failed to meet the resident involvement service standards or did not follow the correct policy or procedure as regards resident involvement, please follow our official complaints procedure. If you require a copy of this leaflet, please contact the complaints officer at Beech House on 01202 264400 and we will send you one. Alternatively you can collect one from our reception at Beech House.

8. Equality and Diversity

The strategy conforms to the Council’s and Poole Housing Partnership’s equality statements and policy.

Poole Housing Partnership is committed to providing information and services, equally and without discrimination, to meet the needs of all sections of the community who are housed by the Borough of Poole, living near properties managed by Poole Housing Partnership or seeking access to information on housing services in the Borough of Poole.

Poole Housing Partnership also understands and respects the broad range of qualities which characterise its residents which include race, religion, nationality, ethnic background, colour disability, gender, sexuality, age, literacy, vulnerability and income level.

The Resident Involvement Strategy recognises the differing needs of our residents; in particular those from special interest groups such as those living in Sheltered Housing or difficult to reach groups such as parents with young children.

To help overcome barriers to effective participation Poole Housing Partnership promises to: 

· Collect resident data to accurately record and report the  demography of our residents

· Review our activities and events to ensure a broad representation of residents are able to participate if they wish

· Provide a range of options for being involved to encourage special interest groups (such as leaseholders or sheltered residents) or difficult to reach groups to participate

· Offer equalities and diversity training as part of the training program for Local Community Representatives and interested residents 

· Monitor equal opportunities in our Resident Involvement Structure

Glossary
Academy

Poole Housing Partnership’s database

BME


Black and Minority Ethnic

BoP


Borough of Poole

CHAT


Community Housing Action Team


DIT


Disability Information Team

HA


Housing Association

HSP


Housing Strategy Panel

KLOE
Key Line of Enquiry: The specifications for good and excellent services against which organisations are measured

LCR


Local Community Representative

LCSP


Leaseholder Customer Services Panel

NICE


Neighbourhood Improvements on Council Estates

PHP


Poole Housing Partnership

PI


Performance Indicator

RIO


Resident Involvement Officer

RISO


Resident Involvement Strategy Officer

RSL


Registered Social Landlord

SHF


Sheltered Housing Forum

SMART
Specific, Measurable, Attainable, Realistic and Time-based
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Leaseholders





Tenants








Local Community Representatives





Sheltered Housing Residents Associations








Other Involvement





At Home magazine


Satisfaction Surveys


Estate Inspections


Annual Report


Status Survey


Training


People’s Panel





Leaseholder Annual Forum








Leaseholder Panel





Community Housing Action Teams





Sheltered Housing Forum





Housing Strategy Panel





Working Groups of residents on:





Communications (web group and newsletter)


Contractor Monitoring (Decent Homes, Grounds Maintenance, Cleaning Contract)


Focus on Disability


Reading Group


Response Repairs


Reinvestment Panel


Service Improvement                                       Review Board


Focus on Tenancy Support


Resident Resource Centre Management
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Executive summary





This strategy sets out Poole Housing Partnership’s three-year plan for resident involvement. It details:





The aims and objectives of resident involvement 


How we developed this strategy


The current structure of resident involvement


An action plan for the next three years








Our hope is that there are enough ways to become actively involved to suit all residents and that the result is that more and more residents become involved in the way we deliver our services.





Resident Involvement Sub-Committee
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