Tenant and Leaseholder Involvement

Outcomes and Impacts

1 July 2010 to 30 September 2010
During this period 48 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

	Training activities and events
	10

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

 2 mystery shoppers, 

7 housing surgeries

	Youth activities and diversity events
	7

	Other
	0

	Total
	48


Numbers of involved people

· Attended meetings in this period - 50
· Attended/involved in events in this period – 500
· Signed up to Ashford Back Chat - 470
· 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 July 2010, 2 August 2010, 23 August 2010 (Annual General Meeting), and 6 September 2010.
	· New build update. In July the Forum discussed specification and contractor selection process. In August the phase one contractors reported on progress. In September the working group fed back on the evaluation process.

	
	· The Forum received the quarterly report

	
	· Annual report to Tenant update. In July The Forum discussed work so far. Working group met 4 August, and draft report discussed at the September meeting.

	
	· Each meeting receives a report from the Forum representative on Management Team. Issues in this three month period include the growing spend on void properties, the change to lifeline charges, and the search for ways to reduce costs on grounds maintenance.

	
	· The Forum now have 31 friends on Facebook.

	
	· The main speaker at the Annual General Meeting on 23 August 2010, was Jennifer Shaw, the Housing Strategy Officer, who gave a presentation on draft housing services publicity DVD.


	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 July 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. 

	
	· General repair, heating service and boiler replacement contracts all going well. Swale Heating to host the next meeting of the Repairs Monitoring Group.

	
	· A separate meeting of 12 residents from Moneypenny sheltered scheme 2 August, considered options for replacement heating at the 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. 27 July 2010, and 28 September 2010.
	· Received and discussed issues from each scheme

	
	· Agreed item for Housing News.

	
	· New Scheme Managers appointed so full compliment.


	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. 10 August 2010
	· Cladding replacement tiles ordered. Delays in commissioning subterranean bins. External lighting being sorted. Landscaping particularly new hedging is about to start.


	Leaseholders Forum

	Activity and purpose
	Outcomes

	Meetings held infrequently. All Leaseholders (250) invited 22 September 2010. 12 leaseholders attended.
	· Discussed the value of meetings, and using other communication methods to keep Leaseholders informed including a specific section in the Housing News magazine, and setting up an email distribution list.
· Agreed the new welcome pack to be sent to new leaseholders.

· Discussed the question of insurance claims. Agreed to look at internal processes with a view to keep leaseholders more up to date with potential insurance claims.

· Discussed the feasibility of installing solar panels.


	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. 7 residents attended. From August inspections included detailed play area inspections. 

	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
	2 mystery shopper reports received in this period- both critical of response times. Results passed to section head.

	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
	10 residents seen. Issues raised included:- estate issues, tenancy issues, antisocial behaviour and nuisance, choice based lettings and mutual exchanges.



	Events

	Activity and purpose
	Outcomes

	Wittersham Mobile Gateway residents’ road show – multi agency visit to very rural parts of the borough to establish any need for occasional/ regular visits. 17 July 2010.
	Successful event. 14 residents visited mobile unit from Lloyds Green, Forge Mead, and Jubilee Field. Problems with pond and surrounding area (consider using Community Payback) Problems with communal rear garden (possible area plan) 2 re-housing queries, 1 employment query, issue about illegal parking, Sure Start and Brazilian football information distributed, potential Retrofit property identified, issues about landscaping

	Operation Clean Sweep Tenterden 29 September 2010 multi agency event
	From Housing approximately 80 houses were 'door knocked' main issues that were identified - 

· Cleaning schedule from Town & Country Cleaners 

· Neighbour and noise nuisance 

· Bulk rubbish to flats Priory Way

· Untidy gardens identified

· Fence enquiry 

· Possible unsafe tree in garden 

· Possible H&S risk camper van identified. 

· Priory Way communal garden was identified for some re-planting
· Dog dirt on footpaths

· Overgrown alley

Community Payback assisted with rubbish clearance. Sanctuary Housing used event to agree Local Offers.
All properties were given a CSU survey.

	Smarden Mobile Gateway residents’ road show – multi agency visit to very rural parts of the borough to establish any need for occasional/ regular visits. 16 August 2010.
	Poorly attended event. Established that not a need for this type of mobile service in this village. High level of support for all age groups already available in the village and excellent village hall.

	New build consultation – talking to local residents about proposed small council house developments on disused or poorly used housing land.  
	· Hopes Grove – 23 July 2010 – 11 residents

· Belmont Place – 29 July 2010 – 12 residents

· Luckley House – 6 July 2010 – 9 residents 
· Gerlach House – 1 September 2010 – 10 residents
· Riverview – 17 September 2010. – 10 residents

	South East Kent Tenant Participation Forum Chairs conference 29 July 2010
	50 attendees from 9 landlords looking at the practicalities of delivering Local Offers

	31- 33 Lloyds Green Area Plan meeting 31 August 2010
	Tenants from 3 of the 4 flats met to agree Area Plan application.


	Youth and Diversity Events

	Activity and purpose
	Outcomes

	Ashford International Association open day 29 September 2010
	Well attended event. Raising awareness of this group of associations representing some of the different racial communities living in Ashford  

	Sure Start fun day shared event Sparkeswood 5 August 2010
	Well attended event. 6 housing queries plus 4 local families.

	Sure Start fun day shared event High Halden 12 August 2010
	Not well attended event. 5 families. No housing queries.

	Sure Start fun day shared event Ham Street 12 August 2010
	Well attended event. 15 families. No housing queries.

	Sure Start fun day shared event Egerton 19 August 2010
	Not well attended event. 5 families. No housing queries.

	Sure Start fun day shared event Biddenden  19 August 2010
	Very well attended event. 30 families. No housing queries

	KCFN Street Play Days legacy consultation 8 August 2010
	Approximately 50 homes visited in the vicinity of the play area to ask which street games should be installed.


	Survey
	Results and Outcomes

	General repairs contract satisfaction survey
	The percentage of tenants who gave satisfaction ratings of Satisfied or Very Satisfied for the period July to September 2010 was as follows.
Roalco 95.97%
Prima 99.10%

	Kitchen bathroom and boiler replacement contract satisfaction survey
	In answer to question "Please rate the overall end result and the service you received"

Excellent

Satisfactory

Requires 

No Reply

Improvement

Heating Upgrade

58%

26%

16%

0%

Kitchen Refurbishment

67%

33%

0%

0%

Bathroom Refurbishment

67%

33%

0%

0%

Some comments made on the satisfaction surveys;

Heating Upgrade
From Tenterden - workmen courteous, kind and always most considerate

From South Willesborough - only one radiator was replaced when at least two more could/should have been replaced   

Kitchen Refurbishment (only comment received !)

From Hampden Estate - we have no complaints, the lads were all cheerful and polite and they cleared up any mess every evening 

Bathroom Refurbishment 
From Kennington - everything about this company and it's workforce was superb and I would recommend them 




