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Residents’ Involvement Statement – 2009
Introduction

Swan is committed to active resident involvement in the management and maintenance of all our homes.  We aspire to achieving the highest level of customer satisfaction and excellent service delivery.
We recognise that the best way to achieve excellent customer satisfaction and excellent service delivery is to work in partnership with our residents.

This statement sets out the ways in which we will involve and consult with our residents on decisions that will impact on their homes and local communities. 
It also sets out how we will involve our residents in our decision making structures and what our key strategic aims, objectives and targets are for 2009/2010. 
Swan’s involvement structure includes a whole menu of opportunities for involvement and consultation.  These range from our formal governance structure which includes Resident Associations (RA), Residents’ Consultative Committees (RCC) and the Regional Boards to less formal structures which includes Residents’ Away Days, Fun Days, Focus Groups and Service Improvement Reviews.  

As an organisation our aim is to assist the communities we serve to develop
and maximise their potential, and place all our residents at the centre of all we do.
The Audit Commission Key Lines of Enquiry for Resident Involvement provide a framework for social landlords wanting to achieve the delivery of an excellent service.  

Tenants Services Authority (TSA) and Homes for Communities Agency (HCA) 

Since the 1st December 2008 the Housing Corporation is no longer in existence and we have seen the implementation of the Tenants Services Authority (TSA) and Homes for Communities Agency (HCA) this has changed the way that RP’s (Registered Provider) are regulated and inspected? 

The TSA is currently consulting with the tenants of all social landlords on a national level on a new regulatory Framework by means of a National Conversation that started on 19th January 2009.  The TSA is developing its regulatory regime, in conjunction with its stakeholders firmly on co-regulatory lines.  The Chief Executive of the TSA defines Co-regulation as co –operative, regulation designed and developed by key stakeholders, tenants and landlords. 

The TSA hopes to have the new Framework in place by October 2009.  This will have a huge impact on setting the agenda for Residents Involvement. Our statement may need to be amended to reflect this and will be monitored annually to ensure that we successfully include any new demands in our objectives. 
What is a Residents’ Involvement Statement? 
The Housing Corporation involvement policy “People First - delivering change through involvement” in 2007 highlighted the need for all housing associations to produce Residents’ Involvement Statements which are reviewed annually.
A Residents’ Involvement Statement is our commitment to our residents and leaseholders on how and when they will be consulted and involved in decisions which will impact on their homes, local communities and service delivery.

It sets out the opportunities for engagement, involvement and consultation.  It will also cover the practical support and training we provide to make it easy for our residents to get involved.

It also highlights our Residents’ Involvement Service Standards and key aims and objectives for residents’ involvement for the current financial year.
This statement sets out what residents can expect from getting involved and working in partnership with Swan to improve services. All our consultation and involvement processes will have very clear outcomes for our residents to see.  The expected outcomes are:

· improved and more responsive services;
· services offering value for money;
· transparent decision making processes;
· more accountability to residents; 
· increased capacity building, confidence and skills among residents that are involved.
Opportunities for Involvement

As an organisation we are committed to valuing diversity and difference in all our work.  Our commitment to keeping our residents at the heart of what we do means we recognise the need to develop various options and opportunities for our residents to get involved.

At Swan we have a menu of involvement which allows our residents to get involved at various levels.  These include opportunities for residents to provide feed back on the services they receive, to be kept informed and updated regularly on service improvements or to work with Swan staff to review policies and services. 
Levels of Involvement will include:
Information: about Swan which is clearly presented and widely available in an appropriate format to all our residents.

Consultation: we will seek residents’ opinions about our services in a timely fashion using a variety of methods.
Involvement:  we will engage with  our residents to ensure that they are part of the solution by listening to their views and supporting them to bring about improvements.
Menu for involvement
Our involvement structure presents both formal and informal ways for our residents to engage with us:
Formal involvement:

· Residents’ Board Membership London & Essex (moving to Regional Committees in 2010)
· Residents’ Consultative Committee
· Residents’ Associations

· Estate Residents Boards

· Leaseholders’ Forum (new from 2009)
· Supported Housing Committee (new from 2009)
Informal involvement:

· Customer Feedback Panel which allows residents the opportunity to get involved in a range of activities (Focus groups; Telephone surveys Questionnaires; Policy Forum).

· Young People’s Forum

· Block surgeries

· Annual Residents’ Conference

· Leaseholders’ Conference

· Asian Women’s Group

· Appointment of Contactors

· Residents’ Away Day

· Editorial Group

· Estate Inspections

· Residents’ Forums

· Local Community Groups

· Fun Days

· Road Shows
· Residents Quality Panel

· Annual customer satisfaction surveys including all service areas 

· Targeted customer satisfactions surveys for key service areas (e.g. Supported Housing, Leasehold Services, Asset Management and Estate Services)

Involvement at a local level

Includes:

· Estate Inspections

· Neighbourhood Agreements
· Residents’ Groups/Residents’ Associations  

· Leaseholders’ Surgeries

· Block Surgeries

Involvement in service improvement

Includes:

· Involvement in policy development: 

· Involvement in service delivery standards 
· Customer Care Standards (telephone answering, response to letters,

           e-mails and voice mail)

· Repairs target times

· Standards for letting empty homes

· Wording of standard letters and forms

· Residents’ Suggestion Scheme 
· Service Reviews (which are key to Swan’s service improvement agenda)
Getting involved in your local communities and improving services
For residents who have an interest in getting involved at a local level:
Estate Inspections- Regular estate inspections are planned and occur on a bi-monthly basis and will involve local residents, resident’s representatives and housing officers. The dates of the inspections will be published on the Swan Housing Group website, resident’s newsletter and on community notice boards.

Neighbourhood Agreements- We will actively promote and develop Neighbourhood Agreement that will set out the service standards residents can expect in their neighbourhoods and identify priorities for action over the next year.

Residents’ Groups- We will work to support and develop groups that represent areas, schemes or neighbourhoods in order to effectively improve services affected by neighbourhood issues.

Residents’ Associations- We will work with and provide financial support to properly elected and constituted Residents’ Associations who fulfil the requirements of Swan’s ‘Recognition Criteria for Residents’ Associations and are committed to effectively promoting equality and diversity within their communities.

Leaseholders’ Surgeries – These are held across Swan Housing Group annually shortly after the estimates or actuals are mailed out to leaseholders. These surgeries will have a strategic role in influencing service improvement to our leaseholders and will feed into Swan’s decision making structures via the Residents’ Consultative Committees and Leaseholders Forum.  
Improving Services across Swan Housing Group
For residents who would like to be involved in improving services:
Involvement in policy development: We will ensure that residents are fully involved in the development of Swan’s operational policies through local residents’ forums, the Residents’ Consultative Committees and focus groups.
We will monitor changes in policies through the Customer Feed Back Panel, telephone surveys and written questionnaires.

Involvement in service delivery standards: We will ensure that residents are fully involved in the monitoring and development of service delivery standards including:

· Customer Care standards (telephone answering, response to letters,

     e-mails and voice mail);
· Repairs target times;
· Standards for letting empty homes;
· Wording of standard letters and forms.
Residents’ Suggestion Scheme: We welcome ideas from our customers about the way we deliver our services.  The suggestion scheme is your chance to tell us what you think and for us to thank you for your time. We will award £50 Marks & Spence gift vouchers for the best suggestions.

We will also make sure to let you know whether we are able to act on your suggestion, and if not, why this will not be possible.
Involvement in service reviews: We have a regular programme of service reviews to ensure that we meet the needs of residents, our services are of high quality and they offer value for money. Residents can be involved in the service reviews and we will seek their views on the final recommendations.

Strategic level – influencing decision making:
For residents with an interest in playing a major role in Swan:
Residents’ Consultative Committees – Residents’ Consultative Committees are regional assemblies made up of resident’s representatives who are elected from either their neighbourhood or from local residents’ groups and residents associations. 
Members meet regularly with staff to discuss local issues, receive reports and consider any proposed changes to policies. There are two Residents Consultative committees (Essex and London) serving the interests of Swan residents. Residents groups will continue to be encouraged to elect from among their members representatives who will serve on their regional Residents’ Consultative Committee.

Swan Governance Review:
Our main aim is to have wider involvement from our residents in the running of our business and improving services.  In order to achieve this we are currently reviewing our governance structure. This process started summer 2007 when we consulted with our residents on the changes.  At present we operate a group structure.  The group includes the main Parent organisation (Swan Housing Association) and two subsidiaries - Swan London and Swan Essex.  There are 4 elected Residents’ Board member places on each of the Association’s Regional Boards - Swan Essex and Swan London.  Our aim is to become integrated as one registered provider Swan Housing Association by April 2010, creating two new Regional Committees, one in London and one in Essex.  Each Committee will undertake the functions that the current Regional Boards undertake.  Eight out of the 12 places on the Regional Committees will be held by residents giving residents a majority.

Supporting our residents to get involved

To help residents get involved we will provide residents with both practical and financial resources.
We will provide: 

· Support from a dedicated resident involvement team
· A resident involvement budget to support involvement

· A training programme to build skills and expertise

· Carers costs including child care
· Travel allowances.
· We also help residents to set up and run meetings, pay for meeting room hire, refreshments and any paper work residents may need copied and sent out; 
· Further support is provided for resident representatives, such as help with 
subscriptions to relevant publications and allowance for phone calls etc.

· Further information on the support we provide can be found in the Residents’ Expenses Policy.

Would you like to get involved?
If you are interested in getting involved in what ever way, whether it is coming along to a focus group or joining a residents’ group, you can get more information by contacting the Residents’ Involvement and Community Development Team on:

Telephone Number: 01277 844 242 or via 
E-mail at:  Involvement@swan.org.uk 
Website: www.swan.org.uk
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Appendix 1
Residents’ Involvement Service Improvement Plan 2009/2010
Each year we review our residents’ involvement services and decide what we need to prioritise in order to improve services the following year. Residents were consulted on our key strategic objectives for the next three years during the development of our Corporate Plan and Resident Involvement strategy 

This year’s objectives were agreed by residents in November 2008 and February 2009 during the consultation period of the development of both the Corporate Plan and the Residents Involvement Strategy. 
A full version of the service improvement plan is available on request.

The action points agreed for 2009/2010:
· Achieve grant funding from external sources of £60k to develop community projects including targeting children, young people and tackling worklessness  
· Be a lead department in the development of Swan Foundation and assist SF to deliver CSR strategy
· Successfully manage community grant encouraging new groups to apply for this  
· Ensure wider resident involvement with Swan services in both formal and informal ways innovating new methods where applicable
· Complete Resident Involvement Strategy, Action Plan and implement within target
· Develop an annual capacity building and training programme for RCC members, resident groups and general residents
· Successfully deliver key resident events throughout the year  
· Review key policies and methods to assess impact and adopt good practice
· Work with other departments in the context of residents involvement to deliver good customer service
Appendix 2

Residents’ Involvement Service Standards 
To ensure we put our customers at the heart of our decision making, we will:

· Talk to you about issues that affect their homes and local communities;
· Give you clear information to help you get involved

· provide a wide range of opportunities for you to help us  improve our services
· Tell you regularly what we have done as a result of your suggestions

· actively encourage everybody in the community to get involved
To help you get involved, we will: 

· Support you  if you want to form tenants’ and residents’ groups, and help you to run them effectively

· Send you at least four newsletters a year;
· Support and develop local community projects such as youth activities football teams, gardening and lunch clubs

· Provide training and development for residents and
· Provide help for resident -led activities and community projects such as luncheon clubs, a resident – run computer room or women’s community.
Each of our service standards have been agreed with a group of residents.  The service standards tell you what level of service you can expect from us.

We will regularly measure our performance against these service standards and let you know how we are doing.  If you feel we are not meeting these standards please phone us on 0845 612 4700
Appendix 3

Our performance indicators

Our Performance Indicators were developed in line with Housemark definitions.  

This will enable us to participate in Housemark's new Residents’ Involvement benchmarking service and compare our costs and performance with other housing providers.

	Performance Indicator
	Frequency of reporting
	Comments

	Cost & Resources
	Annually
	N/A

	Involvement 
	Ranges from monthly to annually
	Information provided will be broken down across the six equality and diversity strands:

(disability, age, gender, sexual orientation, ethnicity and religion) 
as well as various activities  

	Communications & Consultation 
	Ranges from monthly to annually 
	Information provided will be broken down  across the six equality and diversity strands:

(disability, age, gender, sexual orientation, ethnicity and religion)

as well as various activities  

	Training 
	Annually 
	Information provided will be broken down  across the six equality and diversity strands:

(disability, age, gender, sexual orientation, ethnicity and religion)

as well as various activities  

	Community Development
	Monthly 
	N/A

	Customer Care 
	Monthly 
	Data will include telephone and correspondence response times 


All our indicators are monitored by our residents via the Residents’ Consultative Committee, our Boards and our Executive Team Members. 

A full version of the performance indicators is available on request.

Sources of useful Information and Publications
List of organisations:

· (Tenant Services Authority) TSA: A national government agency that regulates RSLs and other social landlords. www.tenantservicesauthority.org
· Homes and Communities Agencies (HCA) a national government agency that funds affordable housing. www.homesandcommunities.co.uk 
· TPAS England (Tenant Participation Advisory Services): A national tenant participation organisation that provides information consultancy, training and conference on all aspects of involving residents in the management of their homes. www.tpas.org.uk
· Audit Commission: Is an independent watchdog who monitors efficiency, effectiveness and cost in local public services e.g. housing, health, local government, community safety and the fire and rescue services. 
           www.audit–commission.gov.uk 

· Housing Quality Network (HQN): Covers a very board range of housing issues, focusing generally on the area of performance improvement for social housing providers. E.g. housing association, local authorities and Arms Length Management Organisations. www.hqnetwork.org.uk

· Housemark: Housing sector leading provider of performance improvement.  Working with over 640 plus member organisation to improve service delivery.   

Publications:

· People First “delivering change through involvement”

· Equality and Diversity guidance from the Housing Corporation
· Swan Resident Involvement Strategy 2009-2012
· Swan Corporate Plan 2009 - 2012
A review of the Residents’ Involvement Statement will be carried out in April 2010.
PAGE  
1

