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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 at strategic level. 

Although Rotherham 2010 Ltd’s Community Involvement Strategy and the Tenants’ ‘Agreement’ –‘Here’s the Deal,’  provide a good basis for resident involvement and outlines a genuine commitment to resident involvement, there were a number of weaknesses highlighted by the Audit Commission report in 2008, and internal concerns in seeking an improvement to this part of our business. 

The decision was made to undertake a review of resident involvement, and this began in October 2009.  The review aims to address the weaknesses and develop an updated 2010 Rotherham Ltd framework for resident involvement.
An initial report went to Board in November 2009 when the strategic review of resident involvement was outlined.
This report gives progress to date on these proposals.
2010 needs to ensure that there is a focus on the range of actions of the various strategy plans to improve customer engagement. The resident involvement review will address these points by working towards a framework that allows a long term sustainable system for resident involvement.
The resident involvement review is being led by the Resident Involvement Manager, who will work jointly with  residents, RotherFed, RMBC, and 2010 Staff  to ensure that all the issues from the Audit Commission are addressed, Tenant Services Authority Standards being introduced from April 2010 are complied with, local service standards are introduced, the Community Empowerment agenda is acknowledged, and that there is a sustainable outcome focused approach going forward. 


	IMPLICATIONS:
	

	CONSULTATION:
	Consultation has taken place with tenants groups and  staff, e.g. Agreement Event in November 2009),TARA showcase(January 2010)

Information has also been considered from:

Status survey

Customer satisfaction surveys

Neighbourhood Champion Action Plans
Focus groups

Local residents groups, specialist forums, SIG groups



	ENVIRONMENTAL:
	Any duplication that is identified as part of the review  would create a saving both financially and in personnel terms


	EQUALITIES/DIVERSITY:
	The review will be 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:
	Compliance with legislation will apply 

	PERSONNEL:
	The secondment of the Tenant Empowerment Officer from the Council with effect from 1st February 2010 will assist in the completion of the resident involvement action plan being completed on time.

Staff from within the neighbourhood teams have also been involved on an as and when required basis to support the resident involvement functions.

Improving staffing levels within the team and will form part of the realignment of resources within the operations directorate.

	RISK:
	There is a risk that deadlines may not be met unless consistent actions and monitoring take place, but these are in place.


	Introduction

The decision to review resident involvement was made in the summer of 2009 and work began on this in October 2009, to further address the recommendations made by the Audit Commission and to ensure residents were being directly involved in our services.

This report provides background information, details of the 21 point action plan and our proposals and aims to achieve our expected outcomes

Background Information
The Audit Commission report identified that while there were strengths that outweigh weaknesses in resident Involvement in 2010, there was a lack of            co-ordination between forums and strategic plans with a lack of definition of roles and responsibilities of some of the consultation groups where duplication could be taking place. 
Thus the resident involvement review will provide a framework that allows a long term sustainable system for resident involvement to be put in place within the organisation.

Since the Board report of 4th November 2009 we have challenged our current practice, making recommendations for change and aim to ensure effective resident involvement. A 21 point action plan is in place with clear timescales for achieving this and expected outcomes from the proposals.
Resident Involvement Action Plan
The key actions of the plan include intended improvements in information technology and database information, communications, value for money, structures and governance, and will include the following actions:
· Establish, populate and maintain a new database to capture all tenant involvement

The database will capture all resident involvement activity to enable us to monitor and utilise information from the work of the groups to improve our services – this is currently being created by 2010 Rotherham Ltd’s IT support team and will be completed and ready to populate by the end of February 2010.
· Update the key player database
We want to ensure that we capture details of all those tenants who have expressed an interest in getting involved and using the Northgate (Anite) system to record resident involvement information from tenancy verification visits, estate action weeks, partnership working with Rotherfed, and RMBC, community events, articles in Round Your Place as well as during sign up procedure, we are encouraging interest from as many tenants as possible to join the key player database. New Key Player form being reviewed  by Resident Involvement Manager with the IT support team and will be re-printed in March 2010 for use throughout the borough.   
· Develop links and greater interest from unrepresented groups 
     - worked with RMBC’s Equality Team to establish new contacts with groups and contact to be made by the seconded Tenant Empowerment Officer. This work to commence early February, although local neighbourhood teams currently working with local communities and existing groups , a good example of which is the multi –cultural event taking place in March 2010, as well as joint work with eastern European communities in Rotherham South and Rotherham North.
· Review the resident involvement framework
      - This work has commenced with a regular schedule of monthly resident involvement meetings with RotherFed and RMBC.  The Resident Involvement Manager has visited the majority of Service Improvement Groups, Agreement Monitoring Group and Area Housing Panel Chairs group and carried out consultation on the resident involvement review.    
· Review the 16 different ways to engage  
      – Consultation took place at the Agreement event with tenants and residents at a borough wide event in November 2009, as well as at the Rotherham Show in September. Consultation has also taken place as customers have contacted 2010 Rotherham Ltd’s service points across Rotherham over the past 2 months and been asked about their preference of methods of involvement. 
· Benchmarking resident involvement with other ALMOs and Social Housing Providers to learn from best practices and be involved in regional and local resident involvement partnerships and forums 
      – Resident Involvement Manager attends the Yorkshire and Humberside Regional Involvement Group and regional events held by TPAS. Informal contacts made with St. Leger Homes, Sheffield Homes, Kirkless and visits arranged to 3 star authorities during February.
· Tenant led regulators 
      -  Tenant inspection groups; service improvement groups, learning from customers groups; - this information is being collated to avoid duplication and learn from customer experiences. Also developing service led ‘How was it for You - Customer Experiences’ in the form of a report or hopefully a DVD which captures customer views.

· Update website and review all resident involvement publications
      – Tenant Empowerment Officer working on this from 1st February 2010 to    ensure, for example the events calendar, is updated
· Review the Tenants Agreement (Here’s the Deal Compact)

· Ensure that the Area Housing Panel (AHPs) budgets are fully spent on local community initiatives identified by the AHPs 
· Regular updates given to Resident Involvement Manager by neighbourhood teams and majority of projects now completed or ordered.
· Working with the managers from all teams across 2010, and be the lead in embedding resident involvement. 
-Training for staff, residents and board members being planned. Establish recording mechanisms for this.
At the Operations Directorate managers meeting which is held monthly, discussion takes place regarding resident involvement activity taking place in all parts of the business.  In January 2010 information was shared in relation to the following regarding :

Income Team      – Facebook/chat room facility idea being considered

Rotherham North – New TARA being established
                                2 new key players

Rotherham South – Working with complainants to improve services

Wentworth South -  New TARA being developed in East Herringthorpe

                                7 key players    

Wentworth Valley – Aiming to refresh membership of Area Housing Panel

                                                                Funding achieved for multi- cultural event in March at                                                                     Maltby
Customer Contact Centre – call standards updated so calls end by asking if callers are interested in being involved in our services and the way in which can be done

· Borough Wide Forum – Develop a clear distinct role and Terms of Reference for the group – meeting taking place with the Performance and Service Improvement team in February to arrange next forum

· In conjunction with customers, review the service standards for resident involvement 
      - currently working on corporate review of all service standards
· Work with the Performance and Service Improvement team to develop a feedback mechanism for staff and teams to take action when receiving feedback from customer at meetings, forums or customer surveys and that feedback is given to the customers about the outcomes 
      – 2 meetings held in December 2009 and January 2010
· Update the Senior Management Team regularly on the Tenant Services Authority and new regulatory framework with regard  to resident involvement
· Achieve TPAS accreditation for resident involvement 

Resources

A secondment arrangement has been agreed that the Council’s Tenant Empowerment Officer will work within the resident involvement team from 1st February 2010 to assist in completion of the action plan.
Members of the neighbourhood teams work with the Resident Involvement Manager as required, particularly assisting at consultation events.
Tenant Services Authority(TSA)

The TSA is the new regulator for social housing, dedicated to raising the standard of housing services by putting tenants first. Taking over the Housing Corporation's responsibility for regulating housing associations and social landlords, the TSA will set high standards of management across these areas and regulate local authority social homes including those managed by arms length management organisations. 

The TSA will

· champion tenants needs in housing

· promote choice for tenants and providers

· challenge providers to meet or exceed standards

· set standards utilizing informal and formal consultations.

· be independent and cross domain

· work to create more choice about the way housing is managed
Setting The Standards

The TSA are currently preparing draft standards for housing providers which will come into force for Local Authorities and ALMO’s in April 2010.

2010 Rotherham Ltd. have therefore established a Task and Finish Group, led by the Operations Director, to develop local service standards, and are working jointly with the Council. 

The standards will focus on three main areas

· areas directed by Government

· where a statutory objective exists
· where tenants have highlighted a priority

· Codes of practise for Landlords are to be set around, quality of information, tenant choice, repairs and maintenance, estate management, tenant empowerment, complaints, rents, allocations, governance, efficiency and value for money
Recommendations

That the reported be noted and any comments made be included in the review process.

Governance, accountability and Reporting

The RI review will be led jointly by the Resident Involvement Manager, under the supervision of the Head of Operations. The review will require further joint working with RotherFed, RMBC, 2010 Staff and 2010 residents to ensure that all the issues from the Audit Commission are addressed.

Currently the 2010 governance structures and the resident involvement structures of feeding back from resident forums and groups are unclear and there are few mechanisms in place to take resident involvements reports to (except the Board Level) and this needs to be reviewed. 
The TSA requirement for greater resident scrutiny of decision making will lead to changes locally.
Background Documents 
· The Communities in Control- Real People, Real Power (July 2008)

· Tenant Empowerment Agenda

· The establishment of the Tenant Services Authority (TSA) (December 2008) as the new regulator for social housing and with its aim of championing tenants’ interests.

· National Tenants Voice (NTV), which will have key roles in advocacy for social tenants, research, communication with tenants and support for representative tenants movement.

·  Cave Review (June 2007) and the Hill Report (July 2006)  ( Cave Review and Hills Report )
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