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	EXECUTIVE SUMMARY:
	Background

2010 Rotherham Ltd is committed to resident involvement and offers tenants and residents a variety of opportunities to get involved in 2010 Rotherham’s services both at an operational as well as a strategic level. 

As part of the strategic review of resident involvement (RI) and the ongoing work of 2010, an analysis of all current RI activities has been carried out to help 2010 Rotherham Ltd identify good practice, learning from our experiences and the outcomes achieved. This report gives an overview of resident involvement activity and outcomes from the 15th of March to the end of April 2010. It is intended that an update will be provided at every board meeting.


	IMPLICATIONS:
	There is a requirement from the Tenant Services Authority (TSA) to ensure that all Housing providers comply with the TSA standards and resident involvement and tenancy empowerment is an important aspect of that requirement.

	CONSULTATION:
	Consultation takes place regularly with Rotherfed, RMBC, tenants and residents groups and staff via Community Groups, Service Improvement Groups, the Area Housing Panels Chairs Meetings, the Agreement Monitoring Group, TSA Local Standards Task and Finish Group and other consultation events such as the Tenants Agreement Event – Your Views Count in November 2009) and the TARA Showcase (January 2010).

	ENVIRONMENTAL:
	Environmental improvements are carried out as a result of resident involvement, and decisions on spending informed by this consultation. Any duplication that is identified as part of the review  would create a saving both financially and in personnel terms.

	EQUALITIES/DIVERSITY:
	The review is in line with the Equality Impact Assessment process.

	FINANCE AND VFM:
	Value for money principles are undertaken and potential time saving efficiencies are anticipated.

	HEALTH & SAFETY:
	Usual H&S processes will apply.

	LEGAL:
	To comply with all necessary legislation as identified. 

	PERSONNEL:
	The Resident Involvement Manager takes the strategic lead for resident involvement activity, and is currently being supported by the secondment of the Council’s Tenant Empowerment Officer. 

Staff from within the neighbourhood teams are also involved in their day-to-day work and meet regularly with individuals and groups locally.

Improving staffing levels within the team will form part of the realignment of resources within the Operations Directorate and improve the service we provide.

An application is also to be made to the Future Jobs Fund for administrative assistance.

	RISK:
	There is a risk that if we do not progress resident involvement it will lead to stagnation in activity and a failure to comply with TSA requirements.


	Introduction

On 31st March 2010 a report was submitted by the Resident Involvement Manager to give a progress update on resident involvement review and RI activity. The details of RI activities are collated and made available each month. However, the RI review has also highlighted a number of problems including the duplication of activities, the issue of 2010 resident involvement groups which have become obsolete or ineffective and the lack of meaningful consultation with communities of interest (except the LGBT group where some work has been commissioned by the Equality and Diversity manager). These 2010 groups have now been reviewed to assess how we can improve our consultation methods.

The review has highlighted that many 2010 groups such as focus groups and forums such as the Black and Minority Ethnic (BME) Forum  have not been convened since April 2007. Work is carried out at local area level but this has not been monitored regularly and consistently.

Previously there was an over reliance on inviting groups to meetings held by 2010 Rotherham Ltd and our partners. The emphasis now is to ensure that consultation takes place in ways and methods to suit out diverse groups to ensure that their views and feedback are taken into consideration in developing 2010 services.

This report outlines the main 2010 Rotherham Ltd’s resident involvement activities taking place from the 15th March to the end of April 2010 and the details of all other RI activities are available from the Resident Involvement Manager.

Key Player Initiative Database

The Key Player database is nearing completion. Currently the database is being checked and tested to identify any unforeseen errors. The Resident Involvement Manager is working with the Learning and Development Team to identify trainers and rolling the database training out to all frontline staff. The RI manager has also been working with the Design Team to develop new Key Player publicity leaflets for 2010 Rotherham Ltd customers to further promote resident involvement to new customers and to those residents who have not been involved in 2010 services previously. The new Key Player database system will enable 2010 to develop a greater understanding of who is involved and to what level. The database will provide a better monitoring tool to carry out impact assessment and outcomes of RI activities in Rotherham. Further progress will be reported in the next report.

The IHSP Repairs and Maintenance Advocates Group and The Steering Group
In February 2010, there was a Repairs and Maintenance event held at the Silverwood Miners Club to inform residents of the repairs externalisation and consultation process by 2010 Rotherham Ltd. During March and April the Resident Involvement Manager, and RMBC’s Tenant Empowerment Officer subsequently assisted the 2010 Contracts Manager to carry out elections of tenant representatives for the IHSP Repairs and Maintenance Advocates Group and assisted in setting up the Steering Group. These groups were set up to help with the consultation and the selection of contractors as part of the externalisation process. A number of sessions were held at the Brinsworth Training centre for customers to meet potential contractors to ask relevant questions, which was supported by staff. Following these sessions, site visits were organised during March and April to give the Steering Group and the Advocates group an opportunity to view contractor sites and meet the contractors.
Consultation Regarding Customer Access to Services

The Customer Care and Access to Services Strategy which was previously developed by the Customer Services and Engagement Manager in April 2008 is now due for review. An event was organised by 2010 with the assistance of RotherFed on the 16th April to consult with tenants and residents to seek their views about access to 2010 Services. The event consisted of a number of exercises and workshops. The consultation session was attended by 29 residents and was deemed to be a success and positive feedback was received from the participants. The main points from the customers feedback will be used in the customer access to services review and outcomes will be reported back to the customers who attended the session. 

The TSA Service Standards Group

2010 Rotherham Ltd is required to take resident views into consideration when shaping services, undertaking improvements, developing ‘Local Offers’ in line with the six National Standards. The 2010 TSA Service Standards Group, led by the Director of Operations, continues to meet on a fortnightly basis. The draft outcomes will be shared more widely at The Borough Wide Forum on 7th June and then be subject to local consultation.
This group is a partnership multi-agency group comprising of 10 tenants, RMBC, RotherFed, 2010 and input from the RMBC Community Safety Team.
Other Considerations - Review of the Continuous Improvement and the Customer Inspection Team (CICIT) 

The Performance and Service Improvement team (PSI) is currently reviewing the CICIT group, which was set up in 2007 to carry out mystery shopping and customer inspections of 2010 offices and services. 

Currently 2010 Rotherham Ltd are considering the following options:

        

· Peer organisation reviews (e.g. HQN, Housemark, RMBC)

· Independent tenant testing from representative bodies (e.g. Rotherfed and neighbouring federations and tenants groups).

· Training and developing tenant inspectors from Rotherham to carry out monitoring and scrutiny of 2010 Housing Services.

· Externally trained tenant inspectors from other nearby ALMOs such as Sheffield Homes, Berneslai Homes, A1 Housing or Rykneld Homes.

· Representative individuals from particular Customer groups who can legitimately comment on their experience (similar to the Empty Homes group or recently “moved in” customers).

A comprehensive spreadsheet is available each month to record and demonstrate all resident involvement activities carried out by 2010 staff and managers.

Recommendations

That the report be noted.

Governance, accountability and Reporting

Further consideration is being given to improving the 2010 governance structures and examine resident involvement within decision making processes. 
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