Tenant and Leaseholder Involvement

Outcomes and Impacts

1 April 2011 to 30 June 2011
During this period approximately 38 tenant participation activities took place. These resulted in a range of outcomes and impacts on the Housing Service provided by Ashford Borough Council for its tenants and leaseholders. The following is an indication of how involvement has influenced services.

Summary of involvement activities.
	Involvement activity
	Number of activities

	Formal meetings
	· 16

	Estate inspections, mystery shopping, and surgeries
	· 12 estate inspections 19 residents
· 1 mystery shoppers

· 1 surgery 2 residents

	Activities and events
	· 5

	Youth activities and diversity events
	· 3

	Total
	· 38


Numbers of involved people
· Attended meetings in this period - 124
· Have taken part in some sort of service feedback during this period – 1000
· Total signed up to Ashford Back Chat – 565
· Receive Housing News which advertises events and feeds back on activities and performance – 5283
	Ashford Borough Tenants Forum

	Activity and purpose
	Outcomes 

	Monthly two hour meetings to discuss and decide on strategies and policies
	· The Forum received an overview of the Housing Options Team

	Held 4 April 2011, 9 May 2011, and 6 June 2011.
	· Two Forum members attended the launch of East Kent Housing

	
	· The Fairer Future feedback from the consultation

	
	· Presentation on the start of the housing strategy review

	
	· Received a report on Supporting People inspection

	
	· The Forum received an update on the Estates Team

	
	· The Forum to consider the selection of the contractor for the next phase of the new build.

	Repairs Monitoring Group

	Activity and purpose
	Outcomes

	Quarterly two hour meeting with the repairs and maintenance contractors and staff to discuss performance and standards.
	· The Repairs Monitoring Group received a progress report from the general repairs contractor

	Held 12 May 2011
	· Received an update from the heating contractor 

	
	· Discussed the ongoing review of customer satisfaction feedback

	
	· Received a report on the proposed heating replacement at Monypenny sheltered scheme



	Seniors Forum

	Activity and purpose
	Outcomes

	Two hour meeting every other month residents representing the 12 sheltered schemes in the Borough and Officers to discuss a range of issues relating to housing for older people
	· The Forum raised and discussed various issues from each of the sheltered schemes and reviewed outstanding items

	Held 24 May 2011.
	· The Forum received a report on the start of the housing strategy review.

	
	· The Forum received an update on the Quality Assessment Framework process.


	Luckley House Project Group

	Activity and purpose
	Outcomes

	Periodic meeting between residents and contractors at a sheltered scheme where an extension is being built
	· The contractors updated the meeting on the current position.

	Held 19 April 2011
	· Discussed potential enhancement works at the scheme. Suggestions include extending the communal lounge, providing an electric buggy store. Agreed to produce a questionnaire so residents could vote for their preferred option.


	Leaseholders Forum

	Activity and purpose
	Outcomes

	Meetings held infrequently. All Leaseholders (250) invited to attend.
Regular leaseholder item in the Housing News tenants and leaseholders newsletter
	· Leaseholders reminded of next Leaseholders Forum meeting coming up in September.


	Estate Inspections

	Activity and purpose
	Outcomes

	Weekly throughout the Borough (urban areas twice a year and rural areas once a year) residents encouraged to walk about their neighbourhoods with Area Managers to point out problems and concerns. The programme of walkabouts is advertised in the Housing News.
	· 12 estate inspections completed in this period. Charing attended by 2 residents, Tenterden attended by 12 residents, Woolreeds attended by 1 resident, Godfrey Walk attended by 1 resident, Tenants choice Hamstreet attended by 1 resident, St Michaels attended by 1 resident, and Brookfield West attended by 1 resident.

	Mystery Shopping

	Tenants and Leaseholders who have agreed to take part in this scheme receive a supply of mystery shopping forms, which can be completed whenever there is a need to contact Housing Services, telling us how the query was dealt with and if it was resolved
	· 1 mystery shopping forms received during this period. 

	Surgeries

	Held at Oakes School
	· Oaks School – 2


	New tenant questionnaires

	All new tenants are asked if a member of the tenant’s forum can contact them to ask them about their experience of moving in to their new council property.
	7 tenants contacted


	Events and local groups

	Activity and purpose
	Outcomes

	Wye Tenants Forum 5 April 2011. 
	Discussed the Gregory Court area plan which is nearly complete. Discussed general issues from the village. Discussed condition of landscaping. 6 residents attended

	Estate Inspection monitor training 15 April 2011
	5 members of the tenant’s forum received training on the inspection, recording and monitoring process.

	Bybrook and Bockhanger Community Group 18 May 2011. 
	Estate issues including dog fouling, police issues including road safety discussed 12 residents attended

	South Willesborough Operation Clean Sweep. 18 May 2011
	Knocked on 42 doors of which 24 residents in. 5 block agreements discussed and left. 3 repairs reported. 12 other problems reported (rubbish/low level anti-social behaviour

	South Willesborough and Newtown Community Group 23 May 2011. 
	PACT issues – priorities speeding, parking, and anti-social behaviour including litter; the work of the Salvation Army, Waterside and Sure Start. Approx 30 residents present

	Oakleigh House garden rejuvenation (team building) 25 May 2011
	Housing staff cleaned garden furniture and dug over beds, a local contractor rebuilt a raised bed, and residents provided support and sustenance. 5 -6 residents involved (although whole scheme happy with outcome) 

	Willesborough Community Forum steering group meeting 25 May 2011.
	10 residents attended. Prepared for next open meeting in July (also AGM)

	Brookfield tree planting project planting ceremony 26 May 2011.
	147 residents contacted 7 attended ceremony including the mayor who was also the local ward member 

	Local offers planning meeting. Officers and representatives of the Ashford Borough Tenants Forum 20 June 2011.
	2 Forum members attended. 

	Bullied block agreements Visited to discuss draft agreement with tenants 20 June 2011.
	Second block agreement. Tenants Leaseholder and Landlord agreeing a set of promises. 10 residents.

	South Willesborough and Newtown Community Group 27 June 2011.
	PACT issues – priorities speeding, parking and anti-social behaviour; estate newsletter, report from councillors, report from local groups. Approximately 30

	South Ashford Pact meeting 8 June 2011
	Approximately 10 residents attended. Agreed new priorities. 

	Bybrook block balcony project meeting 29 June 2011
	3 residents joined staff and a representative fro Kent Wildlife Trust. Agreed need to look at the gardens first.


	Youth and Diversity Events

	Activity and purpose
	Outcomes

	Sure Start outreach event Wye 12 April 2011
	5 residents attended

	Sure Start outreach event Biddenden 13 April 2011
	Approximately 10 residents attended

	Young tenants forum 19 April 2011

Looking at issues affecting young tenants
	2 tenants attended

	Hackfield youth engagement project planning meeting 19 May 2011 
	Youth audit planned for August and event for September

	Oaks School tree planting drawing competition prize giving 20 May 2011
	18 prize winners received certificates from Area Manager and Dobbies Garden Centre manager


	Survey
	Results and Outcomes

	General repairs contract satisfaction survey
	Roalco 92.55% of satisfied and above (sample size 591 customers)


	Doors and windows contract satisfaction survey
	Prima 94.59% of satisfied and above (sample size 111 customers) 

	Boiler replacement contract, kitchen and bathroom refurbishments satisfaction surveys
	01/04/11 – 30/06/11

Tenants numbers

Excellent
Satisfactory
Requires

Improvement

No Reply

Heating Upgrade

19

58%

42%

0%

0%

Kitchen Refurbishment

8

100%

0%

0%

0%

Bathroom Refurbishment

2

50%

50%

0%

0%

Heating Upgrade

- from Great Chart - although I made a complaint, this was dealt with quickly and solved quickly.  The supervisor who called listened to my complaints and dealt with everything very quickly and politely.

- from Great Chart - very good clean, efficient work.  I do have one question, when the central heating is turned and timed and no hot water is running, the boiler fires itself up a few times a days (ABC Note: Gas Contract Services were asked to contact the customer, and resolve any problems)

Kitchen Refurbishment

- from Newtown Green - the workmen were extremely polite and efficient

- from Newtown Green - all the tradesmen were polite and helped put me at ease.  They worked hard and kept disruption to a minimum

Bathroom Refurbishment

No comments received




