Tenant and Leaseholder Involvement

Outcomes and Impacts

1 October 2011 to 31 December 2011
The tenant participation activities which took place during this period 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 this involvement has influenced services.

Summary of involvement activities.
	Involvement activity
	Number of activities

	Formal meetings
	· 6

	Estate inspections, mystery shopping, and surgeries
	· 12 estate inspections 7 residents
· 6 mystery shoppers

· 24 surgery 38 residents

	Activities and events
	· 8

	Youth activities and diversity events
	· 1

	Total
	· 57


Numbers of involved people
· Attended meetings in this period – 178
· Have taken part in some sort of service feedback during this period – 762
· Total signed up to Ashford Back Chat – 712
· Receive Housing News which advertises events and feeds back on activities and performance – 5310
	Ashford Borough Tenants Forum

	Activity and purpose
	Outcomes 

	Monthly two hour meetings to discuss and decide on strategies and policies
	· The Forum received regular updates on the Housing Revenue Account reform, and the quarterly budget report.

	Held 3 October 2011, 7 November 2011, and 5 December 2011, 
	· The Forum received monthly updates on the new build program and involved in agreeing specification for contractors and finishes for disabled units

	
	· The Forum sat on the panel to appoint the contractor and received reports on the digital changeover arrangements

	
	· The Forum agreed the program for estate inspection monitors

	
	· The Forum agreed to review their current roles and responsibilities

	Repairs Monitoring Group

	Activity and purpose
	Outcomes

	Quarterly two hour meeting with the repairs and maintenance contractors and staff to discuss performance and standards. 

Held 1 December 2011

	· The Repairs Monitoring Group received a progress report from the general repairs contractor 

· Received an update from the heating contractor 

· Looked at the changes to sewerage and drainage


	Seniors Forum

	Activity and purpose
	Outcomes

	Two hour meeting normally 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 8 December 2011.
	· Looked at the structure of the group and agreed to meet monthly but officers only to attend every other meeting.


	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 1 November 2011
	· Discussed how the new flats would be allocated.


	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 next meeting will be 26 September 2012
	N/A


	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. 7 resident inspectors attended.

	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
	· 6 mystery shopping forms received during this period. 4 positive, one negative with no suggestions, one negative with suggestions to improve pick-up times and offer more accurate times for repair work to be carried out.

	Surgeries

	Held at Oaks School, Waterside, Willow Centre, Gateway Plus, and Tenterden Gateway
	· Oaks School – 2 surgeries, 7 residents
· Waterside – 4 surgeries, 6 residents

· Willow Centre – 6 surgeries 5 residents

· Gateway Plus – 12 surgeries 20 residents



	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.
	1 tenant contacted


	Post tenancy visits resulting in involved residents

	A recent drive to promote resident involvement to new tenants has led to an increase in tenants willing to take part in one or more forms of involvement.
	63 new tenants were visited 4 to 6 weeks after the start of their tenancy, of whom 42 agreed to one or more forms of involvement.


	Events and local groups

	Activity and purpose
	Outcomes

	Wye Tenants Forum 4 October 2012

	Attended by 6 residents. Discussed estate and village issues

	Hawthorn proposed new build consultation 5 October 2012

	Attended by 30 residents. Feedback on proposals to be taken into account in the planning and design process

	Resident involvement forums from north and south Kent 6 October 2012

	Most social landlords invited to meeting to agree to become a subgroup of the Kent Housing Group

	Willesborough Community Forum open meeting 19 October 2012

	Attended by over 50 residents. Speakers Westridge - new development, Stagecoach – local bus services, The leader of the council – local services, Bentley Road community buying land, councillors and police

	Bybrook and Bockhanger Community Group 24 October 2012

	Attended by 18 residents. Discussed local issues an initial proposal to redevelop Bockhanger Square

	South Ashford PACT meeting 26 October 2012
	Attended by 10 residents. Discussed priorities for PACT.

	Bybrook and Bockhanger Community Group 30 October 2012
	Attended by 8 residents. Discussed proposed Bockhanger redevelopment, and estate issues.


	South Willesborough and Newtown Community Group 31 October 2012
	Attended by approximately 30 residents. Discussed PACT priorities, and agreed parking, shed break-ins, nuisance motor bikes. Discussed other local issues.


	Youth and Diversity Events

	Activity and purpose
	Outcomes

	HOUSE opening 20 December 2012

	New drop in facility for youth designed by young people to give them a safe comfortable space to ‘hang out’.


	Survey
	Results and Outcomes

	General repairs contract satisfaction survey
	Roalco 92.37% of satisfied and above (sample size 577 customers)


	Doors and windows contract satisfaction survey
	Prima 94.64% of satisfied and above (sample size 112 customers)


	Boiler replacement contract, kitchen and bathroom refurbishments satisfaction surveys
	01/10/11 to 31/12/11
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Heating Upgrade (Contractor - Swale Heating)

From Smarden - fast and efficient tradesmen 

Kitchen Refurbishment

From Newtown - Ball Contractors - excellent tradesmen very able, friendly and accommodating (Contractor - B.Ball Contractors)

Bathroom Improvements

From South Ashford - very professional, friendly and trustworthy workforce, polite and helpful, did a lovely job and I feel very happy in my new bathroom.  Feel very grateful to council for providing this service to me.  Thank- you (Contractor - B.E.Ames)

From Chilham - we are thrilled with the work we love the colour scheme (Contractor B.E.Ames) 




