Tenant and Leaseholder Involvement

Outcomes and Impacts

1 January 2011 to 31 March 2011
During this period approximately 68 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
	· 10

	Estate inspections, mystery shopping, and surgeries
	· 12 estate inspections 15 residents
· 5 mystery shoppers

· 27 surgeries

	Activities and events
	· 12

	Youth activities and diversity events
	· 2

	Total
	· 68


Numbers of involved people

· Attended meetings in this period - 269
· Have taken part in some sort of service feedback during this period - 1300
· Total signed up to Ashford Back Chat - 559
· Receive Housing News which advertises events and feeds back on activities and performance – 5582
	Ashford Borough Tenants Forum

	Activity and purpose
	Outcomes 

	Monthly two hour meetings to discuss and decide on strategies and policies
	· Introduced to ISG Jackson contractors for phase two of new build

	Held 10 January 2011, 7 February 2011, and 7 March 2011.
	· The Forum received the 11/12 budget and an update on the Housing Revenue Account (HRA) reform, and the quarterly report.

	
	· The Fairer Future working group fed back to the Forum on response to consultation

	
	· Presentation on pre-tenancy training programme

	
	· Received a report on the future of refuse collection and recycling in the borough

	
	· The Forum received feedback on the Homelessness and housing strategy meeting

	
	· Discussion about new IT for the Forum who are setting up their own email address

	
	· The Forum received update about plans for a young tenant’s forum.

	
	· The Forum received an update on profiling

	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 Forum received a progress report from the general repairs contractor

	Held 18 January 2011
	· The Forum received an update from the heating contractor 

	
	· The Forum discussed the current system of customer satisfaction feedback

	
	· The Forum received a report on local offers including housing service standards for repairs


	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 25 January 2011 and 29 March 2011. Working Group meeting 8 February 2011.
	· The Forum discussed progress of the redevelopment/change of use of the former residential scheme managers’ accommodation.

	
	· The Forum discussed and agreed protocol for access during future periods of bad weather.

	
	· The Forum agreed to set up a working group to draft terms of reference for the group. Meeting arranged for 8 February 2011. Adopted 29 March.

	
	· The Forum was advised about an impending Quality Assessment Framework being carried out by Supporting People. The Forum is anxious to receive feedback as this was not provided from the previous inspection.

	
	· The Forum raised the issue of sensitive lettings agreed to invite a representative form the Housing Options team to future meeting to respond to concerns.


	Luckley House Project Group

	Activity and purpose
	Outcomes

	Periodic meeting between residents and contractors at a sheltered scheme where an extension is being built
	· Group set up to agree protocols, provide a forum for discussions about potential problems and solutions.

	Held 11 January 2011, 8 February 2011, and 8 March 2011
	· Met contractors who set out the proposed programme of works.

	
	· Discussed health and safety issues.

	
	· Discussed potential enhancement works at the scheme. Suggestions include extending the communal lounge, providing an electric buggy store.


	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 requested to feedback on recent changes to major works reporting process. Comments then included in the Housing News Spring 2011.


	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. Brookfield East attended by 3 residents, Rothbrook attended by 5 residents and Newtown Green attended by 7 residents.

	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
	· 5 mystery shopping forms received during this period. 

	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
	· Willow Centre – 1
· Tenterden Gateway – 4
· Oaks School – 13

Issued raised included Housing Benefit, rents, Choice based lettings, floating support, neighbour problems, private sector leasing, mutual exchange advice, and tenancy advice.




	Events and local groups

	Activity and purpose
	Outcomes

	Wye Tenants Forum 11 January 2011. 
	Discussed the Gregory Court area plan which is nearly complete Discussed general issues from the village. Discussed condition of landscaping. 6 residents

	Bybrook and Bockhanger Community Group AGM 27 January 2011. 
	Estate issues, Goat Lees Community Centre youth club. 10 residents

	South Willesborough and Newtown Community Group 31 January 2011. 
	PACT issues, estate newsletter, Waterside opening. 30 residents

	Hothfield Operation Clean Sweep. 18 February 2011
	Knocked on 55 doors of which 32 residents in. 50 profile forms issued with prepaid envelopes. 2 already received but with questions completed, and 3 new forms completed.

	South Willesborough and Newtown Community Group 28 February 2011
	PACT issues, Councillor update. 30 residents

	Brookfield tree planting project February – March 2011.
	147 residents contacted 6 asked to be involved with planting scheme. 

	Newtown block agreements. 14 March 2011.
	1-4 Belmont Place chosen for first block agreement. Tenants Leaseholder and Landlord agreeing a set of promises. 

	Bybrook and Bockhanger Community Group 22 March 2011
	Presentation of Phoenix School taking over some of the functions of Bockhanger Community Hall. 12 residents

	South Willesborough and Newtown Community Group Special General Meeting. 28 March 2011
	Voted for new committee. 40 residents

	South Ashford Pact meeting 30 March 2011
	22 residents attended. 

	Willesborough litter pick25 March 2011
	Approximately 30 residents cleared litter and bulk refuse.

	Willesborough Community Forum open meeting30 March 2011
	50 community members attended. Speakers on the localism bill, and street pastors. 


	Youth and Diversity Events

	Activity and purpose
	Outcomes

	Community day Willesborough Infants 
	3 families. 14 March 2011.

	Young tenants forum planning meeting
	Due to hold first young tenants forum in April.


	Survey
	Results and Outcomes

	General repairs contract satisfaction survey
	Roalco 90.38% of satisfied and above (sample size 665 customers)


	Doors and windows contract satisfaction survey
	Prima 93.88% of satisfied and above (sample size 98 customers) 

	Boiler replacement contract, kitchen and bathroom refurbishments satisfaction surveys
	01/01/11 - 31/03/11

Tenants numbers

Excellent

Satisfactory

Requires Improvements

No Reply

Heating Upgrade

106
68%

28%

4%

0%

Kitchen Refurbishment

49
68%

28%

4%

0%

Bathroom Refurbishment

70
71%

24%

6%

0%

Some comments made on the satisfaction surveys

Heating Upgrade

- From Chilham - it's lovely to have hot water all the time and a lovely warm bungalow

- From Chilham - at first the boiler was not working to my satisfaction, water was only luke warm, when it was inspected a few days later it was discovered the factory settings were too low, this was adjusted, and now it's working OK

Kitchens
- From Hampden Estate - I am very satisfied with the work which has been carried out, the staff were very polite

Bathrooms

- From Willesborough - all the various tradesmen involved were courteous, helpful and cleaned up daily



