Tenant and Leaseholder Involvement

Outcomes and Impacts

1 April 2010 to 30 June 2010
During this period 50 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
	9

	Training activities and events
	5

	Estate inspections, mystery shopping, and surgeries
	13 estate inspections,

 3 mystery shoppers, 

12 housing surgeries

	Youth activities and diversity events
	8

	Other
	0

	Total
	50


Numbers of involved people

· Attended meetings in this period - 30
· Attended/involved in events in this period – 500
· Signed up to Ashford Back Chat - 472
· Receive Housing News which advertises events and feeds back on activities and performance – 5263
	Ashford Borough Tenants Forum

	Activity and purpose
	Outcomes 

	Monthly two hour meetings to discuss and decide on strategies and policies. 

Held 5 April 2010, 5 May 2010, and 7 June 2010.
	· Received and agreed a report on proposals to introduce a management charge for leaseholders.

	
	· Received presentation by the contractors appointed for the first phase of the new build

	
	· Received feedback on concerns about the proposal to affiliate to Kent savers credit union.

	
	· Received and approved quarterly performance report 

	
	· Agreed to appoint and ITA to work with Forum on response to the HRA review. Following two sessions with the ITA, the Forum submitted its response to the HRA review.

· Agreed to use the ITA to do some work with the Forum around the TSA standards

· Received and approved the ‘Play Matters’ report.

· Received a presentation on the work with YMCA to bring Brookfield Court flats back into use and the proposed drop-in centre.

· Received feedback on a presentation by West Kent YWCA.

· Received presentations on 10 Area Plans. Agreed:

· Refurbishing the pond at Gotely Mere

· Youth provision in Cheeselands

· Communal garden in Croft Road

· Communal area The Poplars (subject to further consultation)

· Communal area Forrester Place (subject to further consultation)

· Play provision on Newtown Green

· Communal fencing at Meadowsweet House




	Repairs Monitoring Group

	Activity and purpose
	Outcomes

	Quarterly two hour meeting with the repairs and maintenance contractors and staff to discuss performance and standards. 20 April 2010
	Received feedback from the general repairs and heating contractors on the contracts for responsive repairs, heating servicing, and boiler replacement programmes. The monitoring group questioned the contractors on progress. 

	
	· Gave final feedback on the easyguide for the heating system

	
	· Provided feedback on the online repairs reporting system

	
	


	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. 25 May 2010.
	· Discussed how each scheme will deal with the social fund audit.
· Received and discussed issues from each scheme


	Bybrook Area Plan Project Group

	Activity and purpose
	Outcomes

	Periodic two hour meetings of residents of the blocks of flats subject to a regeneration programme. 30 April 2010, 10 June 2010
	· Feedback on the installation of the subterranean bins – need to work with residents to encourage use of appropriate size bin bags to prevent blockages.
· Discussion about delays on landscaping.

· Need to talk to residents about misuse of the cladding for satellites and requesting that residents don’t feed the pigeons to prevent nesting on balconies.


	Leaseholders Forum

	Activity and purpose
	Outcomes

	Meetings held infrequently. All Leaseholders (250) invited attendance low. 2 June 2010.
Profiling forms sent out meeting to discuss being arranged.
	· Agreed the final version of the new leaseholders handbook.
· Discussed profiling of leaseholders to help refine services.

· Received report and debated major works charging.

· Cleaning contractor attended meeting to respond to questions and concerns.


	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.


	13 estate inspections completed. This has resulted in potholes in roads filled; graffiti removed from fencing and garage areas; removal of large amounts of bulk rubbish which had been fly tipped on council land; and repairs noted in communal areas being reported and actioned.

	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
	3 mystery shoppers entered. Plus 7 from previous periods contacted to check outcome of problems identified

	Surgeries

	Held fortnightly or monthly in Children’s’ Centres and community centres around the borough enable residents to see Area Managers when dropping off or picking up children. The programme of surgeries is advertised in the Housing News.  Kent Police are also represented at some of the surgeries
	14 residents seen. Issues raised included Housing Benefit, rent arrears, Tax Credit, dog complaints, environmental concerns, general housing queries. 



	Events

	Activity and purpose
	Outcomes

	Chilham and Old Wives Lees Mobile Gateway residents’ road show – multi agency visit to very rural parts of the borough to establish any need for occasional/ regular visits. 19 May 2010.
	Six residents attended:- 2 parking, 1 neighbour complaint, 3 sure start enquiries

	Operation Clean Sweep Kennington 1 June – 3 June 2010 multi agency event
	343 residents spoken to. 55% had issues with nuisance, speeding, parking, and dog fouling – police and council departments taking up. 8 members of Community payback, 3 members of the youth offending team, and children from Towers Secondary School collected 5.40 tonnes of rubbish which was removed by Biffa Waste Services

	Wye Mobile Gateway residents’ road show – multi agency visit to very rural parts of the borough to establish any need for occasional/ regular visits. 16 June 2010.
	10 residents attended:- 3 housing enquiries, 1 employment query, 1 training query, 1 area plan query, 4 carers association queries. Started discussions with parish council on joining up to support the idea of a community ‘hub’.

	New build consultation – talking to local residents about proposed small council house developments on disused or poorly used housing land.  
	· Nine Acre 4 June 2010. 6 residents attended
· Blake Court 7 June 2010. 13 residents attended.


	Youth and Diversity Events

	Activity and purpose
	Outcomes

	Equality Impact Monitoring 14 May 2010
	Stage one EIA for tenant profiling agreed.
Stage one EIA for public sector disabled adaptations agreed

	Cheeslands youth provision Area Plan consultation
	12 young people met 25 May and 2 June 2010, to start discussing what facilities are required.

	Newtown play area provision Area Plan
	Visited 7 residents and met a further 2 at existing play area to agree which equipment is required

	KCFN Street Play Days Shrubcote 21 June – 25 June 2010
	75 children attended the early evening activities.


	Survey
	Results and Outcomes

	General repairs contract satisfaction survey
	For the period April to June 2010 (inclusive) Roalco's satisfaction rating with tenants was 96.5% and Prima's was 98.9%.


	Kitchens
	For the question "Rate the overall end result and the service you received"- Excellent 100%

Comment from Resident at Denness Road "everyone was polite, clean and helpful in every way, would recommend everyone of the workmen"



	Boiler replacement contract satisfaction survey
	For the question "Rate the overall end result and the service you received "Excellent 73%   Satisfactory 18%   Requires Improvement 9%

Comment from Sackville Close "the workman who worked in my home were very good as I feel it would be good to pass than on - I am unsure of the efficiency of the system, and the placement of the boiler in the airing cupboard"   we have passed this comment onto GCS, who will visit resident and answer their queries 




