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New proposals for resident Involvement at Carlisle Housing Association

1. Purpose of the report

To inform Carlisle City Council Overview and Scrutiny Committee about proposals for progressing resident Involvement initiatives at Carlisle Housing Association. This is the first stage in our plans to introduce changes which will benefit our tenants and enhance the services provided. 

2. Background 

2.1 Prior to the stock transfer in December 2002 a structure was put in place to enable CHA to deliver the resident involvement service over the five year post stock transfer period. This period is shortly due to come to an end.

2.2 At the point of the stock transfer a resident involvement structure was set up which worked effectively at that time. A change in demands placed on CHA in relation to resident involvement during the subsequent five year period has however put pressure on this organisation to propose changes in order to progress and to develop this service.

3. The Tenants Advisory group (the TAG)

3.1 In addition to changing demands placed on the resident involvement service at CHA, there have been specific problems in relation to a breakdown of the relationship between the Tenants Advisory Group (the TAG) and the Association. Up until 2006 the TAG played a significant role in relation to resident involvement at CHA. These problems were reported to the Overview and Scrutiny Committee in October 2006. The recommendation of this committee was for CHA to pursue a mediation process in order to resolve this matter. 

3.2 Following on from a briefing by TPAS who were requested to provide independent mediation, the TAG subsequently refused mediation, however agreed to consider dispute resolution as a possible alternative. Despite further requests to the Chair of this group to agree for CHA to follow up this suggestion, there has been no agreement put forward. 

3.3 It is now the recommendation of the CHA Board that this organisation needs to move forward with new proposals for resident involvement and to proceed with these proposals to achieve more effective representation from our tenants as customers and service users.

4. Resident Involvement at CHA

CHA recognises the need to focus on our tenants as customers and service users who pay for the services that they receive. There does however also have to be some recognition through of the wider role of the Association in relation to other tenure groups, particularly in relation to community regeneration initiatives. 

5. Regulatory requirements in relation to resident involvement

5.1 With potential Inspection from the Audit Commission due shortly CHA must ensure that all of the services that they provide are compliant with regulatory requirements placed on the Association. In order to comply with the key lines of enquiry set out as guidelines for the inspection process, CHA need to ensure that resident involvement is at the heart of all of the services provided.

5.2 There are a number of fundamental requirements for our organisation in relation to resident involvement and a number changes which need to be put in place, in order to ensure these requirements are met. CHA are working closely with the Riverside group on this issue in order to ensure that we influence proposals for developments in relation to resident involvement across the group as a whole.

5.3 In order to ensure effective consultation takes place, CHA aims to provide a range of different mechanisms for tenants to become involved in influencing the way in which services are provided. In the past tenant participation has focused on individual volunteers, or groups to provide feedback to the association on a variety of issues in relation to these services. 

5.4 The regulatory guidance now available for Housing Associations supports housing providers encouraging a menu of options for involvement and also supports the view of the tenants representative adopting the relationship of ‘critical friend’ to the landlord concerned. These principals are also endorsed in the new proposals for resident involvement at CHA and within the Riverside Group as a whole. 

5.6 By adopting new proposals for resident involvement at CHA, this would enable the organisation to receive support from colleagues within the Riverside Group, adopt a consistent approach and ultimately give a greater proportion of our tenants a stronger voice. By supporting CHA to achieve this objective through partnership working, Carlisle City Council should be confident that tenant participation will become more widely representative.

6. Tenant and residents groups supported by CHA

CHA recognises the benefits of continuing to recognise existing fully constituted tenants and residents groups across the neighbourhoods currently represented. There is however a need for CHA to review arrangements in relation to constitution agreements and code of conduct arrangements which have not been reviewed now several years.

7. Promises made at the time of stock transfer

7.1 At the time of stock transfer a series of promises were made to tenant not only in relation to resident involvement, but also in relation to other services provided by this organisation. A detailed report is currently being prepared in relation to progress made on these promises and full consultation will commence for all stakeholders at the end of this year. The aim is also for this document to make explicit later this year further proposals to be carried forward into future years. 

7.2 In addition to this document it is also proposed that a new partnership agreement is completed between Carlisle City Council and CHA. This will enable both organisations to ensure that the appropriate level of services is provided for service users. It would also ensure that sufficient focus is given to the development of new services and for the potential requirements to fulfil housing need requirements in this area. 

8. Tenant satisfaction

CHA are keen to ensure that we focus on areas to improve on overall tenant satisfaction. The survey recently carried out by ORC International during May 2007 in order to benchmark performance on tenant satisfaction, indicates some fairly positive findings with 81% of tenants being satisfied with the overall service provided by their landlord. In addition there are some indicators which need to show improvement and therefore it is all the more important for CHA to ensure that resident involvement is as effective as possible.

9. The menu for resident involvement 

Many of the current mechanisms for involving tenants in decision making regarding the services they receive from CHA are working effectively, however there are a number of new initiatives which we intend to introduce. Attached to this report is a full breakdown of all of the initiatives which should ensure that resident involvement at CHA continues to make significant progress.

10. Recommendation

CHA is providing this information with the aim that Carlisle City Council will support these proposals and continue to work in partnership with this organisation to ensure that mechanisms for resident involvement continue to be developed and enhanced. If this support is received the aim is to provide more detailed information about this matter to tenants in conjunction with the progress update on the promises to tenants following stock transfer ‘5 years on’. 

The menu for resident involvement

CHA will to continue to work towards achieving the following involvement opportunities:

1. Tenant representation on CHA Board

Restructuring of current Board representation arrangements, with the aim is to enhance existing tenant Board membership on the CHA Board. Training will be provided on a regular basis for Board members who will continue to meet on a bi – monthly cycle.

2. Tenants Cooperative / Management organisations

The St Martins Tenants and residents Association (SMART), tenant management organisation (TMO) continues to operate at Brampton. SMART is made up of a committee of voluntary members, who undertake specific management functions in relation to the estate as set out in the management agreement set up in 2003. CHA will continue to provide this committee with the necessary training and support as deemed appropriate.  

3. Individual tenant empowerment

Tenant Inspection is a new initiative being encouraged by the Housing Corporation and supported by the Riverside Group which is currently being established at CHA in order to provide a fresh approach to empowerment and involvement. Following on from a comprehensive period of training volunteers can become engaged in inspecting a range of different services provided by the association and will provide detailed customer feedback.
4. Resident Involvement in Policy decisions

The Riverside Group Tenants Federation is made up of members from all of the Riverside divisions and subsidiaries including CHA. Riverside utilise this group to consult on all group policies, most of which are now adopted by CHA. As a result of their recent review of Resident Involvement at Riverside has put in place proportional representation of tenant representatives on the federation and will continue to support 3 representatives on this group from CHA.

5. Wider Consultation Groups

The tenant’s panel at CHA is made up of a list of over 100 willing tenant volunteers that currently make up the tenants panel. We will continue to ensure this group is expanded and presents as diverse and representative viewpoint from of our wider customer base as possible. Feedback is currently received from this group on a variety of different subjects, including allocations, housing management and customer service. 

CHA will ensure that the broadest range of engagement opportunities are provided to tenants panel members. We will seek the views of tenants on a variety of different matters including new service delivery, new procedures and guidelines. Engagement opportunities will include open days, postal, telephone and door to door surveys, informal and formal meetings and special events. CHA will also maximise use of the new tenants resource centre situated at English Gate Plaza.

The Service Users group at CHA is currently being set up with support from the Riverside Group and will provide an additional resource for the purpose of obtaining information and feedback for research purposes.

The Leaseholders Panel will continue to meet on an annual basis in order to discuss all issues of interest to the CHA leasehold tenants within our communities.


Neighbourhood forum meetings, CHA will continue to support these meeting on estates where CHA stock is represented. CHA will ensure that an Officer attends these meetings as required on invitation from the Local authority.  

6. Community Regeneration Groups 

The CHA Regeneration Approval Group was set up in order to bring together a decision making body of Tenant’s and Residents alongside representatives from a variety of different professional backgrounds. This group will continue to meet on a quarterly basis in order to appraise and approve Community Investment Fund Applications.

The CHA Development Group consists of Board members Tenant representatives and CHA Managers and meets on a monthly basis to consider and approve a range of different CHA development projects.

7. Focus Groups / Working Groups

The CHA Repairs and Improvements Liaison and the CHA Grounds Maintenance Monitoring Group Both of these groups currently meet on a monthly basis to review service provision and monitor performance in relation to responsive repairs, improvements  and grounds maintenance. The aim is to review these groups over the forthcoming year in order to provide a  stronger focus on the main priority issues for CHA tenants.

Botcherby Regeneration Working Group is made up of a group of volunteer tenants, residents and Councillors from the Botcherby estate. In addition to consultation with all local tenants and residents regarding major investment on this estate, the aim is for CHA to continue to meet with this group a regular basis. 

8. Tenant and Residents Groups
 

The following groups currently meet the recognition criteria for CHA and have adopted an agreed constitution, CHA will therefore continue to provide funding and support for each group.

· BRATS (Belah Residents and Tenants)

· Longtown District Tenants and Residents Group

· MAD (Making a difference in Petteril Bank)

· Warwick Bridge Tenants Group

· Shaddongate Residents Group

· CURA (Currock and Upperby Residents Association)

· TRAMP (Tenants and Residents of Morton Park)
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